Request No. 1114696W Name ZYNKO

,NINA MRS

Business Name TIJUANA FLATS INC.

Consumer Information
Name:

Business Name:TIJUANA FLATS INC.

Svc Address: 2518 STATE ROAD 580
SUITE A

County- Pinellas Phone: (407)-339-2222

City/Zip: Clearwater / 33761-

Account Number:

Caller™s Name: NINA ZYNKO

Mailing Address: 2518 STATE ROAD 580
SUITE A

City/Zip: CLEARWATER ,FL 33761-

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU291

Company: MID-COUNTY SERVICES, INC.
Attn. Elise S Christian1114696W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: RJC

Date: 06/28/2013

Time: 09:02

Via: PHONE

Prelim Type:DELAY IN

PO:

Disputed Amt: 0.00

Response Needed From Company? Y

Date Due: 07/22/2013
Fax: (407) 869-6961 B

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 07/17/2013
Reply Received Timely/Late: T

Informal Conf.: N

Closed by: gpMm

Date: 08/07/2013

Closeout Type: GI-29
Apparent Rule Violation: N

Preclose Type - Delay in Connection

Are you currently without service?
Yes.

What date did you contact the company to order service?

06/27/2013

What date did the company say the service would begin?
Customer states that utility representative said that they would not connect service until they receive

$20,000.

Did the company contact you with a reason for the delay?
Customer states that utility representative said that they would not connect service until they receive

$20,000.
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Has the company given you a new installation date?
None.

Other comments:Customer states that she would like for the PSC to determine if service connection fee of
$20,000.00 charged by Mid-County Services, Inc. is compliant with current regulations. Customer states that
she feels that the service connection charge is excessive.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by R.Castillo

07/17/2013 - Company response received via e-mail. /ewe

7/19/13: REVIEWED COMPANY RESPONSE. Response indicates the following:

* Ms. Zynko indicated that she disagreed with the calculation of capacity fees totaling $18,903.90.

*  The fee amount is based on the plans submitted by the developer for a 90-seat restaurant and the
application of approved schedule of fees for this type of establishment.

* The wastewater usage calculation for the restaurant is 50 gallons per day per seat at $4.49 per gallon per
day -
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*  The total capacity to be reserved in order to provide sewer service to this restaurant is 4,500 gallons
per day, which, when multiplied by the rate of $4.49 per gallon per day, generates a plant capacity fee of
$20,205.00 (per Mid-County Services, Inc. Tariff - Second Revised Sheet No. 22.0)

* A credit was provided to the customer for 390 gallons that was paid by the original developer of the
shopping plaza.

*  That reduced the capacity fee to 4,110 gallons per day at $4.49 per gallon plant capacity fee or
$18,453.90.

* The plan review fee charged is $300.00 and the inspection fee is $150.00.

*  The required fee that was submitted to the developer was $18,903.90.

* Ms. Zynko was contacted and the fees were explained to her.

*  She acknowledged that she understood that the fees are regulated and were based on the plans that her
developer provided and that the fees are correct.

*  She expressed that the restaurant does not use 50 gallons per day per seat and she requested that the
Utility monitor the restaurant®s capacity and that a refund credit be provided if the restaurant does not meet
the 50 gallons per day schedule.

* She was informed that the Utility must follow the tariff and bill all customers under the same schedule.
* 0On 7/9/13, the developer, Mr. Patrick Fore was contacted by the Regional Director and the fees were
explained to him.

* His request was similar to Ms. Zynko"s.

* The schedule of fees and charges were explained to him.

* He was informed that the company must apply the tariff uniformly to all developers so that each is treated
fairly and consistently.

* 0On 7/11/13, Ms. Zynko submitted new plans to Mid-County Services with less seats.

* Ms. Zynko was informed that the plans would be reviewed and that the applicable fees would be calculated
according to the plan changes for the connection and will be resubmitted to her.

*  The service connection to Mid-County Services, Inc."s wastewater system that will serve the Tijuana Flats
restaurant will be constructed after the connection fee calculation has been revised to reflect the revised
80-seat plan has been provided to Ms. Zynko, a developer agreement is executed and returned, all fees are paid
and the necessary building permits have been received from Pinellas County.

*  Ms. Zynko expressed satisfaction with Mid -County Services™ response to her request.

Shonna McCray

8/7/13: This inquiry closed. Shonna McCray
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Request No. 1044241W Name

COLE ,EZMA MS.

Business Name

Consumer Information
Name: EZMA COLE

Business Name:

Svc Address: 4245 MORLOCK LN

County- Pasco Phone:
City/Zip: Holiday / 34691-
Account Number: 8377810000

Caller™s Name: EZMA COLE

Mailing Address: 4245 MORLOCK LN

City/Zip:HOLIDAY ,FL 34691-
Can Be Reached: (727)-938-8980

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU640

Company: UTILITIES,
Attn.

INC. OF FLORIDA
Elise Christianl1044241W

Response Needed From Company? Y

Date Due: 01/06/2012
Fax:

PSC Information

Assigned To: VIOLET FARIA
Entered By: NH

Date: 12/14/2011

Time: 16:16

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 664 .95

(407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 12/15/2011
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: Vg

Date: 01/23/2012

Closeout Type: GI-25
Apparent Rule Violation: N

Preclose Type - Improper Bills
ceea CUSTOMER 1S WITHOUT SERVICE..

What i1s the amount of the bill

What is the date of the bill? 11/27/11

Why do you believe you have been billed improperly? Customer

average of $30.00 a month

Other Comments:

Customer states that she has been disconnected for this balance.

in dispute? $664.95

states that her service normally runs her an

Customer indicated that the technician who

disconnected her service said he made a mistake on the reading, however, company representatives will not
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acknowledge the error and refuse to adjust the bill. Customer states that Utilities Inc. just recently
removed the meter from her wooden fence and placed it in the ground. She believes that this change in location
may have something to do with this error.

Customer mailed two separate payment of $23.48 and $16.10 in the month of December. Customer requests that
you consider restoring her service and a payment arrangement be made during the complaint process.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®"s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the
following e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl_us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by NHollinhead

12/15/2011 - Company response received via e-mail. /EEstelle

12/15/2011- Reviewed Company Response:

Ms. Cole’s meter was incorrectly read for the service period billed. Her meter was reread and the error was
found and corrected. The bill has been adjusted to her average usage. The account was credited for $620.02.
A corrected bill has been sent to Ms. Cole. She was contacted by the area manager and also by executive
office to inform her about the error. An apology was extended to her for the error. Ms. Cole was satisfied
with the correction. Vfaria

01/23/2011 - Having received no further contact from the customer, this complaint is closed this date as
GI-25. VFaria
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2/27/12- Customer called to say she was satisfied. NHollinhead

Request No. 1054174W Name TYREE

,LAURIE MS. Business Name

Consumer Information

Name: LAURIE TYREE

Business Name:

Svc Address: 2516 FLINTWOOD DRIVE

City/Zip: Holiday / 34690-
Account Number: 7731810000
Caller™s Name: LAURIE TYREE

Mailing Address: 2516 FLINTWOOD DRIVE

City/Zip:HOLIDAY ,FL 34690-

Can Be Reached:

E-Tracking Number: 31062

County- Pasco Phone: (727)-937-1917

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU640

Company:

Attn. Elise Christianl054174W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: AC
Date: 02/24/2012

Time: 08:59

Via: E-FORM

Prelim Type: QUALITY OF
PO:

Disputed Amt: 0.00

Response Needed From Company? Y

Date Due: 03/16/2012
Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 03/13/2012
Reply Received Timely/Late: T

Informal Conf.: N

Closed by: gpM

Date: 03/30/2012

Closeout Type: GI-30
Apparent Rule Violation: N
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Please review the "incorporated” Internet correspondence, located between the quotation marks on this form,
which the customer reports the following:

" CUSTOMER INFORMATION

Name: Laurie Tyree

Telephone: 7279371917

Email: laurie_dresser@hotmail.com

Address: 2516 Flintwwod Drive Holiday FL 34690

BUSINESS INFORMATION

Business Account Name: Laurie A. Tyree
Account Number: 7731810000
Address: 2516 Flintwood Drive Holiday Florida 34690

Water County Selected: PASCO
COMPLAINT INFORMATION

Complaint: Other Complaint against Utilities, Inc. of Florida

Details:

The alarm on the lift station at the north end of Flintwood Drive, in Holiday, FL has now been going off for
fourteen hours! We have contacted the 800 number, the local 727 number and Pasco County Sheriff’s Office.
Today is NOT the first time this neighborhood has experienced this company’s lack of maintenance, caring and
consideration. There is NO reason we have to put up with such poor customer service! "

in

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.

1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer
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4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Angela Calhoun

0371372012 - Company response received via e-mail. /EEstelle

3/14/12: REVIEWED COMPANY RESPONSE. Response indicates the following:

o The incident occurred after normal business hours therefore, the call was transferred to the after hours
answering service.

0 The customer was not sure if the answering service obtained the necessary information concerning the alarm
when she spoke with the Operator because the Answering Service Operator took the information from her very
fast and rushed her off of the telephone.

o] The investigation has been completed concerning Ms. Tyree"s complaint.

o] It was determined that the alarm problems were between the hours of 5:00 p.m. and 11:00 p.m.

0 The Answering Service received the necessary information from Ms. Tyree and dispatched the problem to the
Utility"s on call person.

o] The Utility"s records indicate that the on call person was at the site by 6:00 p.m.

o] It was determined that the Answering Service was either understaffed or was experiencing a high call
volume day which caused Ms. Tyree®s call to not be answered in a timely manner.

0 This resulted in the delay of a response to the alarm by the Utility.

o] The alarm was caused by unusually high amount of debris lodged in the pumps which caused the pumps to
fail.

o] It was determined that a part of the pump was weak and continued to cause the frequent alarms that Ms.
Tyree addresses in her complaint.

o] The problems were corrected and restored back to normal.

0 The Answering Service Manager was informed about the delayed performance in answering the calls.

0 The Area Manager contacted Ms. Tyree and explained to her what had occurred and what had been done to
correct the problem.

o] She was provided the Area Manager®s cell phone number for future contacts i1f this Incident occurs again.
Shonna McCray

3/30/12: This inquiry closed. Shonna McCray
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1117773W

Request No. Name

DUNCAN ,EILEEN

MS. Business Name

Consumer Information

Name: EILEEN DUNCAN

Business Name:

Svc Address: 1650 BORDER LN

Mailing Address: 1650 BORDER LN

City/Zip:HOLIDAY ,FL 34691-

Can Be Reached:

E-Tracking Number:

(727)-237-5203

County- Pasco Phone:
City/Zip: Holiday / 34691-
Account Number: 5477311287

Caller™s Name: EILEEN DUNCAN

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU640

Company:

Attn. Elise S Christianl1117773W

Response Needed From Company? Y

Date Due: 08/20/2013
Fax:

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: MAB

Date: 07/30/2013

Time: 11:26

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 205.91

(407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 08/15/2013
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: gpMm

Date: 09/06/2013

Closeout Type: WB-26
Apparent Rule Violation: Y

Preclose Type - Improper Bills

What is the amount of the bill in dispute? $253.71

What is the date of the bill? 06/26/2013

Why do you believe you have been billed improperly? Caller states she didn"t receive a

from 12/2012 thru 05/2013.

Other Comments:

Caller states she started her services

stopped receiving a bill.

kept being told that she had a $0.00 balance.
Company several times and spoke with any Company employee that would hear her out.

in 11/2012 and she

bill from Utilities Inc

recieved a bill for those services but then she
Caller states she contacted the Company every month asking what her balance is and
Caller states she felt this was odd so she contacted the
Caller states now she
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receives a bill for $253.71 with a note saying that there was an error in the billing department and that her
bills would now arrive on time. Caller states she contacted the Company and was told the same thing and
that they had to push for her bill to be sent out. Caller states she doesn"t understand with an error causing
her not to receive her bills when she spoke with her neighbors and she was the only one in the area that was
having this problem. Caller states she also doesn"t understand why the Company kept telling her that she
had a $0.00 balance if the error was just with sending her a bill.

Caller states she had paid the current charges on the bill of $47.80 but isn"t trusting the remaining balance
being correct. Caller states it doesn"t sound right that for 6 months she was +told she didn"t owe anything
and now she has $205.91 that she has to pay.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®"s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the
following e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl_us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Marcos Bermudez-Frau

08/15/2013 - Company response received via e-mail. /ewe

8/1613: REVIEWED COMPANY RESPONSE. Response indicates the following:
* Ms. Duncan started service with the Utility on 11/1/12.

* A first bill was issued on 11/25/12, for $51.00.

*  The billed amount was

$30.00 - Security Deposit

$21.00 - new account fee
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*  That bill was processed manually.

* Ms. Duncan®s account did not automatically generate any bills on the scheduled bill dates after the
11725712 bill.

* The error was discovered with her billing in June.

* At that time, her account was back billed for service from 11/1/11 to 5/21/13. (Date should be 11/1/12,)

* Each period of service and usage was billed on a separate bill to equal 6 back bills and one current
period billed.

*  Copies of those bills provided to PSC.

*  Ms. Duncan was informed about the billing error that occurred on her account and the regulations that
allowed the Utility to back bill a customer when it was the Utility"s error.

""25-30.350 Backbilling.

A utility may not backbill customers for any period greater than 12 months for any undercharge in billing
which #s the result of the utility"s mistake. The utility shall allow the customer to pay for the unbilled
service over the same time period as the time period during which the under billing occurred or some other
mutually agreeable time period. The utility shall not recover in a ratemaking proceeding, any lost revenues
which inure to the utility"s detriment on account of this provision. Rulemaking Authority 350.127(2), 367.121
FS. Law Implemented 367.121 FS. History-New 11-10-86.""

*  Ms. Duncan disputed the bills because she felt that it was the Utility"s error and that she should not
have to pay for the service that was available to her and that she had used.

* An apology was extended to Ms. Duncan and a deferred payment arrangement was made available to Ms. Duncan
to pay the 6 bills in 6 monthly installments along with her current monthly bills.

*  She was somewhat agreeable to that at the time.

* She later contacted our office to state that she disagreed with the bills and would only pay the bill that
was issued 7/25/13 for service period of 6/20/13 to 7/23/13 for $40.41.

* A payment for $40.41 was received from Ms. Duncan on 8/6/13.

*  She said that she received a letter from PSC that informed her that if she did not receive a bill monthly
that she did not have to pay the back bills.

*  Ms. Duncan informed the Utility that she forwarded that letter to the company"s office.

*  The Utility is not in receipt of the letter.

* 0n 8/14/13 a telephone call was made to the contact telephone number on Ms. Duncan®"s complaint,
727-237-5203, which is the same telephone number that iIs on her account, to address her concerns, the call
went to her voice mail.

* A message was left with Elise Christian®s direct telephone number and a request for a return call.

*  Written correspondence was mailed to her on 8/14/13, that addressed her concerns.

Shonna McCray

NOTE: It appears the company has violated PSC rules---bills not sent at regular intervals. Shonna McCray

8/16/13: 8:34 a.m. Called Ms. Eileen Duncan at 727-237-5203 to discuss her concerns. Explained backbilling
to Ms. Duncan and requested she provide a copy of the letter she received from the PSC indicating she did not
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have to pay the back billed amount. She advised she did not indicate she had such a letter; she told the
company she would be re-contacting the PSC. Explained backbilling in detail. Ms. Duncan stated she received
a shut-off notice advising her water would be turned off in 10 days. She called Elise yesterday, but was
advised she would be out of the office until next Wednesday. Advised Ms. Duncan her service should not be
interrupted for the disputed amount during the complaint process. Shonna McCray

8/16/13: ATTN COMPANY:
PLEASE CONTACT THE CUSTOMER TO ESTABLISH PAYMENT ARRANGEMENTS. PLEASE PROVIDE RESPONSE TO PSC BY 8/27/13.
Shonna McCray

8/27/13: Response received via email. Shonna McCray

8/728/13: REVIEWED COMPANY®"S SUPPLEMENTAL RESPONSE. Response indicates the following:

* Elise Christian called Ms. Duncan at 727-237-5203, on 8/21/13, 8/22/13 and 8/26/13, to make the
arrangements with her.

* Each call went to her voice mail.

A message was left each time with Ms. Christian®s direct telephone number and a request for a call back.
As of 8/27/13, she has not returned the call to make the arrangements.

Ms. Christian has placed Ms. Duncan®s account on a deferred payment arrangement for 7 months.

Her account balance as of 8/27/13, is $242.70.

She was sent a corrected bill dated 8/25/13, that requested a first installment for $34.68.

Her September bill will include a 2nd installment and her current bill for service from 8/21/13 to around
9/21/13.

* IT Ms. Duncan decides that she does not want the deferred payment arrangement, she can request that it be
canceled and the bill will be due in full for the past due amount.

Shonna McCray

o X % ok %

9/6/13: This inquiry closed. It appears the company has violated PSC rules---bills not sent at regular
intervals. Shonna McCray
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Request No. 1185956W Name

HATEM ,MICHAEL MR.

Business Name

Consumer Information

Name: MICHAEL HATEM

Business Name:

Svc Address: 12132 LOB LOLLY PINE DRIVE

County- Pasco Phone: (860)-933-1170

City/Zip: New Port Richey / 34654-

Account Number: 82101 16344
Caller™s Name: MICHAEL HATEM

Mailing Address: 12132 LOB LOLLY PINE DRIVE

City/Zip:NEW PORT RICHEY ,FL 34654-

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU640

Company:
Attn. Elise S Christianl1185956W

Response Needed From Company? Y
Date Due: 07/31/2015

Fax: (407) 869-6961 R

PSC Information

Assigned To: MARCOS
Entered By: RJC

Date: 07/10/2015

Time: 14:24

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 23.50

Interim Report Received: 7/ /

Reply Received: 07/27/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: MAB

Date: 08/17/2015

Closeout Type: GI-25
Apparent Rule Violation: N

Preclose Type - Improper Bills

What is the amount of the bill in dispute?

Customer stated that he is disputing the amount of $23.50

What is the date of the bill?

Customer stated that it is his most recent billing statement.

Why do you believe you have been billed improperly?

Customer stated that the water utility is overcharging him for waste water service because not all of the
water that they are utilizing is being disposed of. Customer stated that his wife utilizes a significant
portion of water for her garden. Customer stated that it is not fair for the water utility to charge him the
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same amount of gallons consumed for the amount of water being disposed.
Other Comments: Customer requests assistance from the PSC to resolve this dispute.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by R. Castillo

07/27/2015 - Company response received via Email. DScott.

08/17/2015 - The Company has provided the following information regarding the Customer®s concerns:
"Dear Mr. Castillo:

This correspondence is in reference to Mr. Michael Hatem®s complaint concerning Improper Bills issued to him
by uUtility Inc. of Florida for wastewater service provided to him at his residence. Mr. Hatem is a customer
at 12132 Loblolly Pine Dr., New Port Richey, FI.

On 7/27/15 a telephone call was made 860-933-1170 in an effort to reach Mr. Hatem and to address his concerns
about the wastewater charges. There was not an answer and there was not a voice mail for leaving a message
for a return call. On 7/27/15, an e-mail correspondence was sent to Mr. Hatem at the e-mail address on file
and his concerns were addressed In the electronic correspondence. The regulated tariffed rates were explained
to him about the allowed wastewater charges. He was informed that the wastewater allowable charges include the
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fact that all of the water that registers through the meter is not used as wastewater and there is a
maximum/cap on the amount of wastewater that the utility is allowed to charge to the Consumer on a one month
bill. The maximum is no more than 6,000 gallons no matter how much water is used.

He was informed that the charge for wastewater on his 5/29/15 bill for 3,290 gallons was correct per the
tariff and his request to have his account credited for $23.50 for improper bills was denied. Your office was
copied In the correspondence that was sent to Mr. Hatem and a copy of that correspondence is also included
with this correspondence.

Please contact our office if additional information is required.

Respectfully,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com "

MBermudez

08/17/2015 - Having received no further contact from the Customer, this case shall be closed as GI1-25.
MBermudez
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Request No. 1118116W Name s Business Name TIERRA VERDE MARINA RESORT, LLC

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request .
Name: Assigned To: ECO
2540 Shumard Oak Boulevard
. ) Entered By: RJC
Business Name:TIERRA VERDE MARINA RESORT, LLC Tallahassee. Florida 32399
’ Date: 08/01/2013
Svc Address: 200 MADONNA BOULEVARD 850-413-6100 .
Time: 10:24
o . Via: PHONE
County- Pinellas Phone: (727)-461-1818 Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU682
City/Zip: Saint Petersburg  / 33715- Company: TIERRA VERDE UTILITIES, INC. PO:
Account Number : Attn. Elise S Christianl1118116W Disputed Amt: 0.00
Caller®s Name: JEFF  APPLEANG Response Needed From Company? Y
Supmntl Rpt Req"d: / /
o Date Due: 08/22/2013 o
Mailing Address: P O BOX 1368 Fax: (407) 869-6961 B |[Certified Letter Sent: / /

ATTENTION: JEFF APPLEANG Certified Letter Rec"d: / [/

Interim Report Received: 7/ /

City/Zip: CLEARWATER ,FL 33757-1368

Reply Received: 08/22/2013 Closed by: RR

Can Be Reached: -
Reply Received Timely/Late: T Date: 07/02/2014

Closeout Type: GI-25

E-Tracking Number: Informal Conf.: N Apparent Rule Violation: N

Preclose Type - Improper Bills

What is the amount of the bill in dispute?

Customer states that the utility requires that they pay $65,166.00 in a service reservation fee in order for
services to be connected.

What is the date of the bill?
Customer states that this is the most recent information provided by the utility.

Why do you believe you have been billed improperly?
The customer states that he has reviewed the tariff from Tierra Verde Utilities, Inc. and determined that
such fee is not required to connect services.

Other Comments: Customer requests from Tierra Verde Utilities, Inc. a written explanation for the service
reservation fee as imposed by the utility and also provide a written explanation for the delay of connection
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of services.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by R. Castillo
08/22/2013 - Company response received via e-mail. /ewe

8/26/13: REVIEWED COMPANY RESPONSE. Response indicates the following:

* In early 2012, representatives of Tierra Verde Marina Resort, LLC (Developer) contacted Tierra Verde
Utilities and discussed the planned redevelopment of the existing Tierra Verde Marina property, which is
located within Tierra Verde Utilities® certificated service area.

* Developer, through his agent, requested information regarding the provision of sanitary sewer service to
the project.

*  The Developer®s Engineer, Avid Engineering, submitted site plans for review and comment to Tierra Verde
Utilities as well as provided a detailed description of the project"s proposed facilities requiring sewer
service.

*  This information was subsequently revised and then used by Tierra Verde Utilities to generate a Developer
Agreement, which was transmitted to Developer in November 2012.

* Tierra Verde Utilities calculated sewer capacity fees to be paid by Developer in conformance with Tierra
Verde Utilities® current tariff as approved by the PSC.

* A worksheet describes the computation of the capacity fees, which total $65,166.00.

* Developer has yet to execute the referenced Developer Agreement or pay the capacity fees due Tierra Verde
Utilities.

* Unless and until a Developer Agreement has been executed and all fees paid, Tierra Verde Utilities cannot
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provide sewer service to the project.

* In addition, Developer made application to the Florida Department of Environmental Protection (FDEP) for a
General Use Permit to allow the construction of certain sewer facilities as described by the plans, drawings,
and specifications provided by Developer®s engineer, Avid Engineering.

* However, the permit application was not submitted to Tierra Verde Utilities for review and signature, in
spite of Avid Engineering and the Developer being aware that the project would be connected to Tierra Verde
Utilities"™ collection system for transmission to the City of St. Petersburg®s treatment facilities.

* Instead, Developer falsely executed the application as the owner of the collection system.

* Upon notification that FDEP had issued a construction permit for this project in error, Tierra Verde
Utilities notified FDEP and Avid Engineering of this error and requested that the construction permit be
revoked.

* Tierra Verde Utilities requires that a new application be submitted to FDEP that properly reflects that
Tierra Verde Utilities is the owner of its existing collection system, will own, operate and maintain its
collection system, will receive sewer flow from this project and will convey the sewer flow to St.
Petersburg®s facilities through Tierra Verde Utilities®™ collection system.

*  Absent a properly executed permit application and properly generated construction permit, Tierra Verde
Utilities cannot provide service to this project.

*  Tierra Verde Utilities staff has peripherally observed construction activity on the project site.

*  The sewer facilities constructed by Developer do not conform with the plans and specifications submitted
to Tierra Verde Utilities as referenced above.

*  Tierra Verde Utilities must be provided with an accurate and complete set of site plans for review and
comment in order to insure that the sewer facilities constructed by the developer conform with the plans and
drawings submitted to FDEP, with FDEP"s construction permit and with the Developer Agreement.

* Tierra Verde Utilities must be provided the opportunity to inspect the materials and observe the
construction methods to be used to construct the sewer facilities.

* Developer informed Tierra Verde Utilities that the project is to be built in phases but has not provided
any documentation to Tierra Verde Utilities in support of a phased project.

* In July 2013, Avid Engineering provided a sewage flow determination worksheet iIn support of Developer-®s
contention that the capacity fees due Tierra Verde Utilities should be substantially less than the amount
identified in the Developer Agreement and that the sewer flows associated with the existing development should
be credited against the future planned development.

* However, the Avid sewer flow calculations do not accurately describe the facilities to be built, do not
reference a phased construction schedule, and do not accurately apply the tariff to the project"s elements.
* No documentation has been provided by Avid or Developer regarding the sewer capacity reserved by the
original marina developer in order to determine any credit due Developer.

* The original marina®s development predates Tierra Verde Utilities™ ownership of the collection system;
there are no records in the company®s files referencing the provision of service to the marina property.

*  Absent such information, the calculation of developer fees must be based on the plans presented to Tierra
Verde Utilities.

* Tierra Verde Utilities is ready, willing and able to provide sanitary sewer service to the Tierra Verde
Marina Resort project provided the Developer complies with all FDEP and PSC rules and regulations governing
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the provision of sewer service to this project as well as complying with Tierra Verde Utilities”
specifications and requirements, executing a Developer Agreement and making payment in full of all applicable
fees.

* There have been several contacts with the Developer concerning the information and documentation that is
needed from them before the connections can be made by Tierra Verde Utilities.

*  Mr. Appleang was contacted by telephone on 8/22/13, to address his concerns, to explain how the fees are
designed and to remind him about the required documentation that is necessary before the connections can be
provided for the development.

* Included with the response are copies of written communication to the President, Mr. Gary Boesch dated
1171712, Sewer Flows Determination per Avid Engineering and the approved tariff schedule for the calculation
of fees are included with this correspondence.

Shonna McCray

08/29/2013 Mr. Appleang indicates that he has not received a complete response from the company, the phone
call did not answer his questions. He was advised that he would receive a copy of the response from the
company, but has not received it. He states that he iIs seeking a copy of the company response sent to the
FPSC, and verification whether the charges are correct. ACalhoun

9/03/2013 Customer correspondence received via U.S. mail, and forwarded to SMcCray. DHood

9/4/13: Reviewed customer correspondence and added to file. Shonna McCray

9/4/13: Forwarded company response to customer®s attorney, Jeff Appleang, via mail. Shonna McCray
9/4/13: Complaint will remain open pending contact by 9/13/13. Shonna McCray

9/4/13: Complaint forwarded to Supervisor for additional review. Shonna McCray

09/05/13: Delivered case Tile to R. Hicks for transfer to ECO. RRoland

07/02/14: Received the following E-mail. Complaint closed. RRoland

————— Original Message-----

From: Rhonda Hicks

Sent: Wednesday, July 02, 2014 3:52 PM

To: Randy Roland; Ruth McHargue

Subject: FW: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)
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————— Original Message-----

From: Patti Daniel

Sent: Wednesday, July 02, 2014 2:52 PM

To: Rhonda Hicks; Veronica Washington

Cc: Jim Dean; Shannon Hudson

Subject: FW: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Complaint No. 1118116W can be closed. The customer signed a developer agreement with the Utility.

————— Original Message-----

From: Joseph W. Gaynor [mailto:josephg@jpfirm.com]

Sent: Wednesday, July 02, 2014 2:28 PM

To: Patti Daniel

Cc: Patrick Flynn

Subject: Re: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Agreed thanks Patti for your help and follow up

Sent from my iPhone

On Jul 2, 2014, at 12:20 PM, "Patti Daniel' <PDaniel@PSC.STATE.FL.US<mailto:PDaniel@PSC.STATE.FL.US>> wrote:
Wonderful. Does this mean 1 can close our fTile?

From: Patrick Flynn [mailto:PCFlynn@uiwater.com]

Sent: Wednesday, July 02, 2014 12:49 PM

To: Patti Daniel

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Patti, good afternoon.

I want you to know that we recently received an executed developer agreement from Tierra Verde Marina Resort
along with payment of applicable connection fees. This represents Ph. 1 of a multi-phase project that will
include construction of a restaurant and a hotel or motel in the future.

Thanks,
Patrick

From: Patti Daniel [mailto:PDaniel@PSC.STATE.FL.US]
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Sent: Thursday, April 17, 2014 10:52 AM

To: Patrick Flynn

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Patrick,
Have to been able to resolve this?
Patti

From: Patrick Flynn [mailto:PCFlynn@uiwater.com]

Sent: Monday, February 17, 2014 1:14 PM

To: Patti Daniel

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

No. We asked the developer for some updated plans and discussed what else needs to be done. It"s not resolved
at this point.

Thanks,
Patrick

From: Patti Daniel [mailto:PDaniel@PSC.STATE.FL.US]

Sent: Monday, February 17, 2014 9:24 AM

To: Patrick Flynn

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Patrick,
Hope all i1s well. Haven"t seen any communication on this lately. Has it been resolved?
Patti

From: Patrick Flynn [mailto:PCFlynn@uiwater.com]

Sent: Thursday, December 12, 2013 12:44 PM

To: Joseph W. Gaynor; Patti Daniel; Jeff Appleang

Cc: Shannon Hudson; Justin Floyd (§floyd@wholedevelopment.com<mailto:jfloyd@wholedevelopment.com>); David
McComas; Mike Wilson

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
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Verde Utilities, Inc.)

Joe,

I apologize for the lengthy quiet period. 1°ve been tied up on other matters for the last six weeks or so. 1
would like to talk with you about the issues that 1 see that need to be resolved. Would you be available to
discuss tomorrow morning or Monday or Tuesday morning next week?

Thanks,
Patrick

From: Joseph W. Gaynor [mailto:josephg@jpfirm.com]

Sent: Wednesday, December 11, 2013 8:46 AM

To: Patrick Flynn; Patti Daniel; Jeff Appleang

Cc: Shannon Hudson; Justin Floyd (Jfloyd@wholedevelopment.com<mailto:jfloyd@wholedevelopment.com>); David
McComas; Jeff Appleang

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Patrick, 1 believe several weeks ago you received all of the documents you requested from Justin Floyd on the
Flow Meter and visuals and 1 was expecting a formal settlement agreement based on the phased improvements
according to the new Avid schedule of flows and future uses. The Owner is prepared to sign the settlement and
execute the memorandum of agreement to bind future owners of the restaurant and hotel sites and fund its
prorata share of your fees for only the marina based on the new schedule of flows and phasing.. Can we get
this accomplished before yearend ? | would like to dismiss the action before the PSC. 1 now understand that
all improvements to the infrastructure will be completed by mid January so I would like our agreement on the
public records so I can include it in our final draft of the land condominium documents, which 1 hope to
finalize and record in February.

Joe

From: Patrick Flynn [mailto:PCFlynn@uiwater.com]

Sent: Monday, October 14, 2013 3:56 PM

To: Patti Daniel; Jeff Appleang

Cc: Joseph W. Gaynor; Shannon Hudson

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Patti,

Good afternoon. In the past week, Mr. Gaynor and I have had some back and forth that has been informative and
helpful in addressing some of my concerns. Consequently, 1 suggest a postponement of the response deadline to
10/21/13 in order to allow sufficient time for the parties to reach agreement.
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Mr. Gaynor,
Please let both Patti and me know if this date is acceptable.

Thanks,
Patrick

From: Patti Daniel [mailto:PDaniel@PSC.STATE.FL.US]

Sent: Tuesday, October 01, 2013 12:37 PM

To: Jeff Appleang

Cc: Patrick Flynn; Joseph W. Gaynor; Shannon Hudson

Subject: RE: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Mr. Flynn has had a death in his immediate family. At his request, his response is now due on Oct 11. Please
feel free to let me know if you have any questions.

Patti

From: Patti Daniel

Sent: Tuesday, September 24, 2013 12:10 PM

To: Patrick Flynn (PCFlynn@uiwater.com<mailto:PCFlynn@uiwater._com>)

Cc: Joseph W. Gaynor; "Jeff Appleang®; Shannon Hudson

Subject: FW: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra
Verde Utilities, Inc.)

Mr. Flynn,

I am forwarding a letter to you that was prepared by Mr. Appleang on behalf of Tierra Verde Marina Resort,
LLC. regarding their Complaint No. 1118116W.

Could you or someone in your office please review and respond. In particular, please address:

1. The demand the marina was placing on the system prior to the recent improvements. It is reasonable
to assume that the marina paid service availability charges at the time it was originally constructed and,

therefore, that some credit should be considered in determining the amount of additional service availability
charges, if any. A billing history, based on available records, would help address this issue, since records

regarding the original service availability charges are not available. | understand that flows may have
changed over the years with changes in the economy and marina ownership. 1"ve asked our staff to see if they
can find the original developer agreement, if one existed. |If you have any additional information regarding

the original connection of the marina to the utility, please include it in your response.
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2. The appropriate service availability charges for the recent improvements (Phases 1 and 2). The
letter provided by Mr. Appleang includes a revised estimate of proposed demand for the dry dock and boat
slips. The letter is the only documentation | have seen regarding the various phases of the improvements.
Mr. Appleang indicated that he believes the utility was provided this information.

3. Whether service availability charges should be paid for the additional phases of improvements (Phases
3 and 4). 1 understand that there is a possibility that the additional improvements will never be made. It
there is an agreement to postpone payment of service availability charges for Phases 3 and 4, the utility
would need assurance that, should additional improvements be made, the utility would be contacted re the
additional demand and the resulting additional service availability charges. This is often a problem because,
absent the developer contacting the utility, the utility may not be aware of the new construction and
potential for additional demand.

4. The construction and interconnection of the new collection system to the utility™s existing
collection system. Please refer to Rule 25-30.545, Florida Administrative Code, and any other rules or
guidelines that you believe are applicable.

IT there are other issues that you believe should be addressed, please feel free to do so. Please provide
your response to Mr. Appleang, Mr. Gaynor, and me by October 2.

Please let me know if you have any questions.
Sincerely,

Patti Daniel

Chief of Economic Impact and Rate Design

(850) 413-6808

From: Jeff Appleang [mailto:JeffA@jpfirm.com]

Sent: Tuesday, September 24, 2013 9:31 AM

To: Patti Daniel

Cc: Joseph W. Gaynor

Subject: Florida Public Service Commission Case No.: 1118116W (Tierra Verde Marina Resort, LLC/Tierra Verde
Utilities, Inc.)
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Patty:

I am writing to follow up our telephone conversation of earlier this morning in connection with the above
referenced matter. As we discussed, attached hereto for your review is my September 20, 2013 letter to Shonna
McCray. This letter replies to Tierra Verde Utilities, Inc."s response letter to the Public Service
Commission.

Thank you for your prompt attention to this matter. |If you have any questions or comments, please do not
hesitate to contact me.

<imageO01l. jpg>

Jeff E. Appleang, Esquire
911 Chestnut Street
Clearwater, FL 33756
Phone: 727.461.1818

Fax: 727.462.0365

The information contained in this transmission may be attorney/client privileged and therefore confidential.
This Information is intended only for the use of the individual or entity named above. If the reader of this
message is not the intended recipient, you are hereby notified that any dissemination, distribution, printing
or copy of the communication is strictly prohibited. If you receive this transmission in error, or if you are
not the individual or entity named above, the receipt of this transmission is not intended to and does not
waive any privilege, attorney/client or otherwise. IT you have received this communication In error, please
notify us by telephone or e-mail. Thank you.
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Request No. 0969647W Name

NEUME IER ,GUNTER MR. Business Name

Consumer Information

Name: GUNTER NEUMEIER

Business Name:

Svc Address: 314 W. HORNBEAM DR.

Account Number: 4163210000
Caller™s Name: GUNTER NEUMEIER

Mailing Address: 314 W. HORNBEAM DR.

City/Zip: LONGWOOD ,FL 32779-

Can Be Reached:

E-Tracking Number: 26387

County- Seminole Phone: (407)-862-5712 Utility Information

City/Zip: Longwood / 32779- Company: UTILITIES, INC. OF LONGWOOD

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Company Code: SU761

Attn. Ann Raponi0969647W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: DH

Date: 09/23/2010

Time: 14:23

Via: E-FORM

Prelim Type: QUALITY OF
PO:

Disputed Amt: 0.00

Response Needed From Company? Y

Date Due: 10/14/2010
Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 10/14/2010
Reply Received Timely/Late: T

Informal Conf.: N

Closed by: gpMm

Date: 10/29/2010

Closeout Type: GI-30
Apparent Rule Violation: N

Please review the "incorporated" Internet correspondence,

which the customer reports the following:

————— Original Message-----

From: contact@psc.state.fl.us [mailto:contact@psc.state.fl._us]
Sent: Thursday, September 23, 2010 12:23 PM

To: Consumer Contact

Subject: E-Form Other Complaint TRACKING NUMBER: 26387

Complaint filed with PSC

Select County: SEMINOLE
CUSTOMER INFORMATION

Name: Gunter Neumeier

located between the quotation marks on this form, in
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Telephone: 4078625712
Email: gunternl936@peoplepc.com
Address: 314 W. Hornbeam Dr. Longwood 32779

BUSINESS INFORMATION

Business Account Name: Gunter Neumeier
Account Number: 4163210000
Address: 314 W. Hornbeam Dr. Longwood Florida 32779

COMPLAINT INFORMATION

Complaint: Other Complaint against Utilities, Inc. of Longwood

Details:

Hello,

I have been trying to get some information regarding my billing statement from Utilities Inc. To this end 1
did first call the Customer service number at 800-272-1919 and listened to at least 15 to 20 announcements
about how important my call is, and the next customer service agent will be with me in a moment. After about
15 minutes 1 hung up the phone and called the local number, 407-869-1919, and experienced exactly the same
situation; as a matter of fact, it iIs the identical recorded announcement as for the 800 number. Nobody
answered the phone within the next 15 minutes either. The big question is: why list a customer service number
at all if you do not provide an such service?

Gunter Neumeier "

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:
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E-Mail - pscreply@psc.state.fl_us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood

10/14/2010 - Company response received via e-mail. /EEstelle

10/15/10: REVIEWED COMPANY RESPONSE. Response indicates the following:

o On 9/23/10, the company was experiencing a high volume of calls.

o] Ann Raponi provided her direct contact number (800-272-1919 ext 1367) to the customer.

o] Customer provided with resolution via mail.
Shonna McCray

10/29/10: This inquiry closed. Shonna McCray
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Request No. 1033739W Name HARRS ,SHAWN MR. Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: SHAWN HARRS Assigned To: SHONNA MCCRAY

Entered By: DH

Business Name: Tallahassee, Florida 32399

Date: 10/11/2011
Svc Address: 209 W. SWEETWATER CREEK DR. 850-413-6100 .

Time: 08:22

o . Via: E-FORM
County- Seminole Phone: Utility Information Prelim Type: QUALITY OF
Company Code: SU761

City/Zip: Longwood / 32779- Company : PO:
Account Number : Attn. Elise Christian1033739W Disputed Amt: 0.00
Caller"s Name: SHAWN HARRS Response Needed From Company? Y

Supmntl Rpt Req"d: / /

o ] Date Due: 11/01/2011 o

Mailing Address: 209 W. SWEETWATER CREEK DR. Fax: (407) 869-6961 R Certified Letter Sent: /7 /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: LONGWOOD ,FL 32779- -
Reply Received: 10/13/2011 Closed by:  spw

Can Be Reached: _
Reply Received Timely/Late: T Date: 11/18/2011

Closeout Type: GI-30

E-Tracking Number: Informal Conf.: N Apparent Rule Violation: N

Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

"From: Catherine Harrs [mailto:catherineharrs@gmail.com]
Sent: Monday, October 10, 2011 10:35 PM

To: customerservice@uiwater.com

Cc: Consumer Contact

Subject: Tree cuttings left on my property by your employees

Hello,

An employee of Utilities, Inc. of Longwood cut down the trees around the lift station on my property last
week .

The cuttings were piled on my lawn and have been there since, causing not only an unsightly mess on my
property, but also causing my lawn under the pile of cuttings to begin to die.
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As such, 1 am asking that the like to have the cuttings be removed immediately.
Thank you,

Shawn Harrs
209 W. Sweetwater Creek Dr.
Longwood, FL 32779 "

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
10/13/2011 - Company response received via e-mail. /EEstelle

10/14/11: REVIEWED COMPANY RESPONSE. The response indicates the following:

o] The following letter was sent to customers earlier this year and again to Mr. Catron along with a
resolution letter:

"On June 16, 2011 Black Bear Reserve Irrigation Corporation met with officials of St. Johns River Water
Management District in Altamonte Springs. The purpose of the meeting was to bring resolution to the Potable
Water and Irrigation Cup Permit. CUP permits are required in Florida to allow for the distribution of potable
and irrigation water. All waters of the state of Florida is the property of the people of Florida and St.
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Johns River Water Management District is the entity who oversees and ensures proper use of that water.
Through the advice of counsel, the board of directors decided to split the permit. We, Black Bear Reserve
Water Corporation would be issued the potable permit, and we will wait until the conclusion of the legal
proceedings to acquire the irrigation permit. In the meantime we will be iIssued a temporary irrigation
permit. We have removed all of Black Bear Reserve Irrigation Corporations equipment from the old irrigation
site in the Lakes.

Rapid Retrieval, Inc. a part of Chalcopyrite, Inc., was informed of the split in permit and has proceeded to
place their own equipment on the site in the Lakes. They have mistakenly interpreted the split as a
opportunity to bilk the people of Black Bear of money for irrigation water. Although we cannot stop them from
spending money on the irrigation site, we will make every effort to keep them from damaging or contaminating
water company water and property. We have every reason to believe they will again be trying to bill for
irrigation water. We ask that you respond the same way you did before and refuse to pay anything to Rapid
Retrieval. After reconfiguring the supply of water for irrigation, we are experiencing the best water quality
ever provided to each of our homes and is supplied through the water plant on 44A.

As we have discussed at Black Bear Reserve Water Corporation meetings in the past, we have split the water
company into two entities. The first is the Black Bear Reserve Water Corporation, with its purpose to deliver
potable water, and secondly, Black Bear Reserve Irrigation Corporation, with its purpose to deliver irrigation
water. By splitting the irrigation from the water company, we are not restricted from making adjustments to
the price of the irrigation water. Therefore, the board of directors has decided to lower the rate of
irrigation water to a base rate of $ 60.00 per month for Black Bear Reserve Homeowner Association members.

The new billing will take effect for August billing that will be due in September. Please note and take the
proper measures iIf you use auto pay or online bill pay. The bill will still have the same due date and meter
readings will be taken as they always have.

Please use all water with conservation in mind. Irrigation water should only be used on your particular
address schedule. Watering should also be done evenings and early morning. Be sure to check your systems
controls and make sure the water sensor is in working order. We do not need to water while receiving regular
rainfall. All new lawns, seed or sod, are given special use of water and the board welcomes them. Please use
water wisely! We have installed a timer to shut down power for irrigation water between the hours of 10AM and
4PM.

As always, if you have a question or concern please contact one of your board representatives.

Board of Directors

Black Bear Reserve Water Corporation™

o This matter is being resolved through legal venues.

o] Black Bear reserve supplied the water to Mr. Catron®s residence.
Shonna McCray
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NOTE:

MS. Business Name

15 days. Shonna McCray

11/18/11: This inquiry closed. Shonna McCray

Request No. 1042425W Name CALHETA ,APRIL
Consumer Information

Name: APRIL CALHETA

Business Name:

Svc Address: 102 CASHEW CT

County- Seminole Phone:

Mailing Address: 102 CASHEW CT

City/Zip: LONGWOOD ,FL 32750-

Can Be Reached:

E-Tracking Number:

(407)-312-5909

City/Zip: Longwood / 32750-
Account Number: 2663124769
Caller™s Name: APRIL CALHETA

It appears the company has violated PSC rules---failure to provide response to customer and PSC within

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU761

Company:

Attn. Elise Christianl1042425W

Response Needed From Company? Y

Date Due: 12/28/2011
Fax:

PSC Information

Assigned To: VIOLET FARIA
MAB

Date: 12/06/2011

Time: 09:36

Via: PHONE

Prelim Type: IMPROPER BILLS

Entered By:

PO:

Disputed Amt: 341.49

(407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 12/15/2011
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: Vg

Date: 01/17/2012

Closeout Type: GI-25
Apparent Rule Violation: N
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Preclose Type - Improper Bills
What is the amount of the bill in dispute? $341.49
What is the date of the bill? 12/01/2011

Why do you believe you have been billed improperly? Caller states she just started her account with Utilities
Inc but doesn®t understand her past due balance.

Other Comments:

Caller states she just started services with the Company because she didn®t realize that her city utility
didn®t provider her wastewater services along with her water services. Caller states the Company is back
billing her from 04/01/2011 - 10/30/2011 for a total balance of $341.49. Caller is not understanding how the
Company came to this balance and is wanting them to provide her with a break down of her back billed balance.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Marcos Bermudez-Frau

12/15/2011 - Company response received via e-mail. /EEstelle
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12/15/2011- Reviewed Company Response: Company sent an email response :

"This correspondence is in reference to Ms. April Calheta’s complaint concerning bill dated December 1, 2011
for sewer service at 102 Cashew Ct., Longwood, FI. Ms. Calheta indicated that she did not understand the
reason for receiving a bill from Utilities, Inc. of Longwood and she also questioned the amount of the bill.

December 13, 2011, a telephone contact was made to the customer and the bill was explained. The bill is for
sewer service that includes a back billed amount for service that had been provided to the customer since
April 1, 2011 to the current service period ending November 29, 2011. The monthly rate is a flat rate of
$37.34. There is a new customer charge for $21.00 and a Security Deposit for $60.00. These charges were
explained to the customer. A deferred payment arrangement was provided to the customer that will allow her to
pay the back billed portion in six monthly installments along with each current month bill. The customer will
make the first payment for $37.34 by December 23, 2011 and the balance will be on monthly installments
starting with the January 2012 bill. The customer was satisfied with the resolution.

Respectfully,

Elise S Christian

Customer Relation Specialist

Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com”. Reviewed by Vfaria

01/17/2011 - Having received no further contact from the customer, this complaint is closed this date as
GI-25. VFaria
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Request No. 1053196W Name s Business Name MSKP SPRINGS PLAZA, LLC

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request .
Name: Assigned To: NEAL FORSMAN
2540 Shumard Oak Boulevard
. ) Entered By: DH
Business Name:MSKP SPRINGS PLAZA, LLC Tallahassee, Florida 32399
’ Date: 02/16/2012
Svc Address: SPRINGS PLAZA SHOPPING CENTER 850-413-6100 .
Time: 14:20
o . Via: E-FORM
County - Seminole Phone: (407)-219-3239 Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU761
City/Zip: Longwood / 32779- Company : PO:
Account Number: 4261110000 Attn. Elise Christian1053196W Disputed Amt: 0.00
Caller®s Name: BELINDA  ALANIZ Response Needed From Company? Y
Supmntl Rpt Req"d: / /
o Date Due: 03/08/2012 o
Mailing Address: 10923 FERNANDO ST. Fax: (407) 869-6961 B |[Certified Letter Sent: / /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: ORLANDO ,FL 32825 .
Reply Received: 03/08/2012 Closed by: NEF

Can Be Reached: -
Reply Received Timely/Late: T Date: 05/24/2012
Closeout Type: GI-32

E-Tracking Number: 31016 Informal Conf.: Y Apparent Rule Violation: N

Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]
Sent: Thursday, February 16, 2012 1:55 PM

Cc: Consumer Contact

Subject: E-Form Other Complaint TRACKING NUMBER: 31016

CUSTOMER INFORMATION

Name: Belinda Alaniz

Telephone: 407-219-3239

Email: balaniz@kitsonpartners.com

Address: 10923 Fernando Street Orlando FL 32825
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BUSINESS INFORMATION

Business Account Name: MSKP Springs Plaza, LLC Account Number: 4261110000
Address: springs plaza shopping center longwood Florida 32779

Water County Selected: SEMINOLE
COMPLAINT INFORMATION

Complaint: Other Complaint against Utilities, Inc. of Longwood

Details:

I am a real estate manager for the aforementioned account number. Early in 2011 we (Utilities,Inc. did
not)realized the excessive use of water consumption (over 2 Million gallons a month) at this shopping center.
After further investigation the source of an undetermined water leak was found in the main water line. Best
corrective action was taken immediately, and request for credit / reimbursement for water sewer fees that were
in excess of the amount of actual consumption was requested to Utilities Inc. A copy of a report provided by
The Leak Doctor (contractor recommended by Utilities Inc.) was submitted to Utilities Inc. and denied because
there was no determination of the water running through the sanitary system. There was also no evidence that
the water was not runnning through the sanitary system. 1 would appreciate help to minimally obtain full
refund for sewer fees that were paild in excess of the water use that would have otherwise been used if not for
a main line leak. 1 believe that Utilities Inc. also has a fidicuary responsibility for water conservation
and management of utilities for Sanlando. Respectfully requested, Belinda Alaniz "

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:
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E-Mail - pscreply@psc.state.fl_us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
0370872012 - Company response received via e-mail. /EEstelle

3/9/12: REVIEWED COMPANY RESPONSE. Response indicates the following:

o] Sanlando Utilities found that the leaks in the service was due to a failure in the customer®s plumbing at
no fault of the Utility.

0 The Utility met with the customer on several occasions at no cost to the customer, to assist with finding
the reason for the high consumption that concerned the customer.

0 There are more than 19 units/businesses in this plaza that are metered under one master meter.

o] It was recommended to the customer that their plumbing should be checked.

0 The customer requested that the meter be tested for accuracy. The meter was tested on 8/23/11, in the
presence of the customer.

o] The meter accuracy test was 95%.

o] The customer was informed that the meter was not capturing all of the water that was passing through it.
o] Sanlando Utilities regrets that the customer experienced the unfortunate situation that was described in
their complaint and letter.

0 The customer was notified on 3/7/12, by email that the Utility does not assume the responsibility for the
maintenance to the customer®s plumbing and that the request for the adjustment to the account was denied.
Shonna McCray

0372272012 - Company response received via e-mail. /EEstelle

3/23/12: Correspondence received 3/22/12, is from the customer. Shonna McCray

3/723/12: The customer sent the following email to Elise Christian with Utilities, Inc:
"Ms. Christian,

I will be responding with a formal letter, however, 1 disagree that at a minimum Sanlando Utilities needs to
reimburse the Owner Sewer charges that were in access of the normal amount that was used prior to the plumbing
repair. 1 see in no way Sanlando Utility offering a resolution for sewer charges.

I do not deem this case closed.

Belinda Alaniz
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Kitson & Partners Commercial

995 North State Road 434

Suite 2720

Altamonte Springs, Florida 32714
Phone (407) 219-3239

Fax (407) 682-4127
balaniz@kitsonpartners.com
kitsonpartners.com™

Shonna McCray

3/23/12: Customer®™s objection noted based on above email. Shonna McCray

3/23/12: ATTN COMPANY, REQUEST FOR SUPPLEMENTAL RESPONSE:

PLEASE ADDRESS CUSTOMER®S ADDITIONAL CONCERNS STATED IN EMAIL DATED 3/22/12. PLEASE PROVIDE COPIES OF THE
BILLING STATEMENTS FOR THE PAST 12 MONTHS TO THE PSC. PLEASE PROVIDE RESPONSE TO PSC BY 4/3/12. Shonna
McCray

03/29/2012 - Company response received via e-mail. /EEstelle

3/30/12: REVIEWED COMPANY*®"S SUPPLEMENTAL RESPONSE. Response indicates the following:

o] Sanlando Utilities certainly appreciates the customer®s position concerning the leak and what was defined
as water loss due to the unit that was indicated from customer®s contractor®s findings.

o] The findings did not appear to be consistent with the fluctuation of the water used during the periods
that were identified.

0 The Utility does not monitor the occupancy level of the units and it does not monitor the requirement for
water by customer®s tenants.

o] The Utility has the responsibility to make sure that the meter is registering accurately when measuring
the water that is billed to the customer.

0 The accuracy check of the meter was completed.

0 The customer indicated that the long history of high usage was caused by a leak in one of their units.

o] It 1s unfortunate that the usage was not audited by the customer until approximately two years after it
first occurred and was not repaired earlier to prevent the water loss that the customer indicated during this
period.

0 As stated in letter to customer dated 3/7/12, if the Utility were to provide adjustments of this nature to
any customer, the innocent customers who have not been a part of this will experience a possible rate iIncrease
in their bills.

o This type of adjustment would be included in the components that are used when and iIf the Utility requests
rate relief from PSC in the future.

o] The Utility is unable to provide any adjustment to MSKP Springs Plaza, LLC account.

o] Customer provided with additional response via email.
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Shonna McCray

3/730/12: Called Elise Christian with Utilities, Inc to request a credit be issued for the wastewater portion
of the billing as the water did not run through the system; received recording advising she is out of the
office. Shonna McCray

3/730/12: 10:21 a.m. Called Belinda Alaniz (customer) to discuss the supplemental response; advised she is
out of the office; left message requesting a return call. Shonna McCray

3/730/12: ATTN COMPANY, REQUEST FOR SUPPLEMENTAL RESPONSE:

PLEASE ADJUST THE GALLONS BILLED FOR WASTEWATER TO THE AVERAGE GALLONS BILLED SINCE THE REPAIRS WERE MADE
(APPROXIMATELY 450,000 GALLONS) AND ISSUE CREDIT, AS ALL OF THE WATER DID NOT RUN THROUGH THE WASTEWATER
SYSTEM. PLEASE PROVIDE RESPONSE TO PSC BY 4/10/12. Shonna McCray

03/30/12 Transferred to SMcCray. ACalhoun

3/30/12: Ms. Alaniz transferred by Angie. Reviewed the company®s supplemental response and explained the
company has been re-contacted and a request made to issue an adjustment for the wastewater charges. Advised
Ms. Alaniz | requested the wastewater gallons be adjusted to 450,000 (approx.) gallons per month. She stated
that 1s an acceptable amount. She asked what happens if the company does not adjust the charges. Explained
Process Review and advised 1 would follow up with her after receiving the next response and then forward to
the Process Review Team, if necessary. Shonna McCray

04/02/2012 - Company response received via e-mail. /EEstelle

4/3/12: REVIEWED COMPANY®"S SUPPLEMENTAL RESPONSE. Elise Chapman is requesting that | contact her at
800-272-1919 ext 1356, as she does not have a direct contact number for me. Shonna McCray

4/3/12: 9:22 a.m. Called Elise Chapman at 800-272-1919 ext 1356. Explained reason for requesting an
adjustment. Elise explained the company®s reason for denying the request for an adjustment. She advised she
will send a response summarizing the company®s position. Shonna McCray

04/05/2012 - Company response received via e-mail. /EEstelle

4/6/12: REVIEWED COMPANY®"S SUPPLEMENTAL RESPONSE. Response indicates the following:

o The Utility is not in agreement to the adjustment that the PSC has directed Sanlando Utilities to provide
to MSKP Springs Plaza, LLC.

o] The Utility does not feel that the adjustment is in order because there Is not any comprehensible evidence
as to how the water was used at this Plaza by the customer or by its tenants for more than 30 months.

hequest No. 1053196W Name , Business Name MSKP SPRINGS PLAZA, LLC
PAGE NO: 39




0 The first bill with the high usage and an increase in the customer®s bill was issued to the customer on
2/10/09.

o That bill indicated an increase of more than $2,000.00 when compared to the customer®s previous bills.

o] Before the bill was issued to the customer, the Utility rechecked the read and made a genuine effort to
make sure that the usage and the bill were correct before issuing it.

o The next bill was issued on 3/19/09.

o That bill was approximately $1,000.00 less than the February bill but was higher than the bills that were
issued prior.

0 The company rechecked the read again to ensure that the read and the bill were correct.

o] Each month going forward the bills fluctuated but were all higher than bills before the 2/10/09 bill.

0 The usage history became normal for the customer®s average usage for more than two years.

o] There was not any contact from the customer concerning more than two years of bills until August, 2011.

0 That contact was made after more than thirty bills later.

0 The company feels that it has been more than fair and was very cognizant about the customer®s usage
history change starting with the February 2009 bill.

o] The company does not feel that the customer has been as cognizant about their usage and their bills to
have allowed them to continue for more than 30 months if they did not feel that the water was being used.

0 The company®s position remains the same as indicated in the previous response concerning an adjustment to
the customer®s account.

o] The company does not find credible cause to be required to adjust the customer®s account for water or for
wastewater.

o0 The company request that the PSC reconsider its order requesting Sanlando Utilities, Corp. to assume the
responsibility and the expense for the customer®s usage by providing this adjustment.

o] A copy of the customer®s usage history is provided.

o] IT the PSC considers it to be fair that the company is at fault and that an adjustment is in order, please
advise and please provide the company with the regulation that will be used to support the request.

Shonna McCray

4/6/12: 8:55 a.m. Called Belinda Alaniz at 407-219-3239 to advise the company denied the request to issue an
adjustment/credit; left message requesting a return call. Shonna McCray

04/06/12
Customer requested analyst Shonna, transferred. tkemp

4/6/12: Ms. Alaniz transferred by Tekeyshia. Reviewed the supplemental response and explained the company 1is
not willing to issue an adjustment. Explained to Ms. Alaniz because the meter was tested and found to be
registering within the guidelines, the PSC cannot require the company to issue a credit. Explained to Ms.
Alaniz the company advised the PSC that the owner of the property did not contact the company regarding the
high bills. The company re-read the meter several times when the high usage first began. Ms. Alaniz stated
the company should have done more to find out why the usage was so high. Explained again the company is only
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responsible up to the meter. Discussed her concerns more and advised I would forward the case to my
Supervisor for referral to the Process Review Team. Shonna McCray

4/9/12: Complaint forwarded to Supervisor for referral to the Process Review Team.

04/09/12: Case Tile delivered to Process Review. RRoland

Request No. 1116783W Name

BOGLE ,JOANN MS. Business Name

Shonna McCray

Consumer Information

Name: JOANN BOGLE

Business Name:

Svc Address: 1020 WENTWORTH COURT

City/Zip: Longwood / 32750-

Account Number: 8170005150
Caller™s Name: JOANN BOGLE

Mailing Address: 1020 WENTWORTH COURT

City/Zip: LONGWOOD ,FL 32750-

Can Be Reached:

E-Tracking Number: 33973

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

County- Seminole Phone: (407)-920-1532 Utility Information

Company Code: SU761
Company:

Attn. Elise S Christianl1116783W

Response Needed From Company? Y
Date Due: 08/12/2013

Fax: (407) 869-6961 R

PSC Information

Assigned To: ELLEN PLENDL
Entered By: AC
Date: 07/22/2013

Time: 09:08

Via: E-FORM

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 0.00

Supmntl Rpt Req"d: 08/30/2013
Certified Letter Sent: /7 /

Interim Report Received: 7/ /

Reply Received: 08/05/2013
Reply Received Timely/Late: T

Informal Conf.: N

Certified Letter Rec"d: / /

Closed by: MEP

Date: 09/30/2013

Closeout Type: GI-25
Apparent Rule Violation: N
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Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

Yo Original Message-----

From: consumerComplaint@psc.-state.fl._us [mailto:consumerComplaint@psc.state.fl_us]
Sent: Sunday, July 21, 2013 9:51 PM

Cc: Consumer Contact

Subject: E-Form Improper Billing TRACKING NUMBER: 33973

CUSTOMER INFORMATION

Name: Joann Bogle

Telephone: 407-920-1532

Email: joabog3@aol.com

Address: 1020 Wentworth Court Longwood FL 32750

BUSINESS INFORMATION

Business Account Name: Joann Bogle
Account Number: 8170005150
Address: 1020 Wentworth Court Longwood Florida 32750

Water County Selected: SEMINOLE
COMPLAINT INFORMATION

Complaint: Improper Billing against Utilities, Inc. of Longwood

Details:

I moved into my home 7/1/2010 and in late November 2011 1 received a bill from Utilities Inc for over $500.00.
I dont even know what made me open this piece of mail, as I didnt know who Utilities Inc. was. 1 went to a
few neighbors asking if they knew Utilities Inc. is, and they stated that they received bills also for this
outragous amount of money. 1 contacted the City of Longwood, whom I have my services set up with. They
stated that Utilities Inc. is my sewer provider. 1 was not made aware that 1 needed these services with
Utilities Inc. at the time I set up my services with City of Longwood. So I contacted my city commissioner
and also wrote a letter to Utilities Inc. regarding this bill and how they could wait 15 months to start
billing me. My city commissioner expressed his apologies for City of Longwood not informing me of this
additional service | needed. In January 2012 he informed me that he spoke with a Utilities Inc. representative
and was waiving my deposit and set up fee, which amounts to $81.00. Prior to this agreement 1 did receive a
letter back from Utilities Inc. stating that Im fraudulently using my sewer service. It explained that total
amount for back bill is $406.28. 1 paid this on 02/02/2012. Since then I have written and emailed Utilities
Inc. regarding the balance they are showing on my billing statements. After a year of asking, they finally
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sent me details of my account. 1In the last few months 1 have been receiving emails and notices that if 1 dont
pay my outstanding balance they will have an elder valve installed at my expense ($448.00). 1 have been over
and over with them in email communications that 1 do not owe them any past due money. |1 paid off my 12 months
back bill in 2/2012. The details they sent me shows that they are back billing me for 13 months, which does
not match the amount from the letter I received In 12/2011, and the deposit and set up fees that were to be
waived are still being reflected as owed. | did express to them that in my findings that | do owe them approx
$30.00 in late fees. 1 have yet to receive a reply from them regarding my findings of the details of my
account that they sent me. This has been the issue for over a year now. Instead of answering my questions
and addressing my findings and correcting their records, they instead leave me threats of shutting off my
sewer. | have expressed to them in all my communications that email is the only way 1 can communicate with
them as my phone does not work very well at my place of work and 1 can not make personal phone calls during my
work hours. | tried twice last week to call and my phone just would not connect the call. I am at my wit ends

with them at this point and need assistance in getting this resolved. I hope that you can help with this
billing issue. Please contact me if you have any questions.
Thank you

Joann Bogle™

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Angela Calhoun
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07/23/2013 FAX TO CO. Please include the following information in the final report.
1) Please indicate date account was established.

2) Please indicate the type of service the company is providing to the customer and the Ffirst date the company
was aware of the customer®s use of service.

3) Please provide an account history of all meter readings from inception of service to present day, meter
reading date, meter reading, billing date, billed amount, balance forward, payments and accrued balance by
month.

4) Please indicate if the company will consider a payment arrangement.
A report is due by August 12, 2013. eplendl

07/26/2013 Customer correspondence received via email and added to file. Forwarding to EPlendl. ACalhoun
Mo Original Message-----

From: contact@psc.state.fl.us [mailto:contact@psc.state.fl._us]

Sent: Thursday, July 25, 2013 8:15 PM

To: Webmaster

Cc: joabog3@aol.com

Subject: My contact

Contact from a Web user

Contact Information:

Name: Joann Bogle

Company:

Primary Phone: 407-920-1532
Secondary Phone:

Email: joabog3@aol.com

Response requested? Yes
CC Sent? Yes

Comments:
I submitted a complaint on 7/22/13 and am wondering how long it typically takes for it to be reviewed.
Complaint #1116783W. Best way to contact me at this time is via email. joabog3@aol.com

Thank you,
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Joann Bogle

0870572013 FAX TO CO. Additional information requested.
1) Please contact Ms. Bogle regarding the above inquiry at joabog3@aol.com or at 407-920-1532.

2) Please provide a written report by August 12, 2013, including proposed resolution and answers to the
guestions posed by the PSC above in original inquiry.

0870572013 Left message for the customer on 407-920-1532 explaining complaint process and that the company
report is due by August 12, 2013. eplendl

0870572013 Received email as follows:

From: Elise Christian [mailto:ESChristian@uiwater.com]
Sent: Monday, August 05, 2013 9:43 AM

To: Ellen Plendl

Subject: RE: FL. PSC CATS NO: 1116783W JOANN BOGLE

Ms. Plendl,

A telephone call was made to Ms. Bogle on 7/30/13 at the original phone number that is on her complaint,
407-920-1532. Her voice mail picked up. 1 left my personal telephone number for a return call and as of today,
8/5/13 1 have not receive a call from her. 1 am in the process of preparing the financial history on her
account for an email communication that will be sent to her today and your office will be copied on the
correspondence to her. | am not sure if the request sent to Utilities, Inc. of Longwood this morning, 8/5/13
by your office is old because of the webmaster date on it for 7/25/13 and our attempt to reach Ms. Bogle by
telephone was on 7/30/13 i1s a later date. The requested due date of 8/12/13 for a reply to your office will be
met by Utilities, Inc. of Longwood.

08/05/2013 Email to the company as follows:

From: Ellen Plendl

Sent: Monday, August 05, 2013 10:22 AM

To: "Elise Christian”

Subject: RE: FL. PSC CATS NO: 1116783W JOANN BOGLE
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Good morning, Ms. Christian.

Ms. Bogle communicated to the Commission that she works during daytime hours and is unable to take calls. She
states that her best method of communication is by email at joabog3@aol.com.

Please contact Ms. Bogle at joabog3@aol.com to provide an action plan/proposed resolution.
Please provide a final report that includes the following:
1) Please indicate date account was established.

2) Please indicate the type of service the company is providing to the customer and the first date the company
was aware of the customer®s use of service.

3) Please provide an account history of all meter readings from inception of service to present day, meter
reading date, meter reading, billing date, billed amount, balance forward, payments and accrued balance by
month.

4) Please indicate if the company will consider a payment arrangement.

Please contact me at 850-413-6123 to discuss this matter further.

Sincerely,

Ellen Plendl

Regulatory Specialist

Florida Public Service Commission

Office of Consumer Assistance & Outreach

1-800-342-3552 (phone)
1-800-511-0809 (fax)

08/05/2013 - Company response received via e-mail. /ewe

0870572013 Reviewed report. On December 14, 2011, the company sent the following letter to the customer.
December 14, 2011

Ms. Joann Bogle Re: Sewer Backbilling
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1020 Wentworth Court Service Address -1020 Wentworth Court
Longwood, FL 32750 Account Number 8170005150

Dear Ms. Bogle:

This is in response to your letter dated December 2, 2011 in which you expressed concerns regarding the
back-bill for Ul Sewer services at your residence. When a customer applies for water service with the City of
Longwood they are usually informed that Utilities Incorporated of Longwood handles the processing of sewer for
your community. Please know that we had a Ul Service Technician visit your residence on October 5, 2011 and
placed a tag on your front door requesting that you contact our office regarding your Sewer Service.

Since we did not receive a response from you immediately we had verified your information via Seminole County
Property Records which shows you have owned this property since April, 2010 and have not contacted Ul and we
regard this as fraudulent usage. We then exercised our rights as stated in the FL Administrative code for the
Public Service Commission Chapter for water and Wastewater Utility Rule 25-30.350 and the Rules and
Regulations in our Utilities, Inc Longwood Sewer Tariff, Seminole County 8.0 (Authority no. WS-96-0077, Docket
No. 950959-SU, Order No. PSC-96-0448-FOF-SU effective, May 10, 1996 (both stated below) to back-bill your for
Sewer services rendered at your residence.

utilities Incorporated is governed by Florida Public Service Commission and State Tariffs. For your
convenience | have stated the FL Administrative Code of Public Service Commission Chapter for Water and
Wastewater. Please note that failure to pay for services rendered will result in the consequences stated in
the Ul Longwood Sewer Tariff 6.0.

FL Administrative Code of Public Service

25-30.350 Backbilling.

A utility may not back-bill customers for any period greater than 12 months for any Undercharge in billing
which #s the result of the utility’s mistake. The utility shall allow The customer to pay for the unbilled
service over the same time period as the time Period during which the under billing occurred or some other
mutually agreeable time Period. The utility shall not recover in a ratemaking proceeding, any lost revenues
which 1nure to the utility’s detriment on account of this provision.

Utilities, Inc of Longwood Sewer Tariff Rules and Regulations

6.0 Withholding Service - Service may also be refused, withheld or discontinued under the Following
conditions: Item j.

(J) Without notice in the event of unauthorized or fraudulent use of service. Whenever service is
discontinued for fraudulent use of such service, the Company, before restoring service, may require the
Customer to make Its own expense all changes in piping or equipment necessary to eliminate “illegal use’ and
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to pay an amount reasonably estimated as the deficiency in Revenue resulting from such fraudulent use.

As of now your account balance is $563.62 in which $526.28 is past due and $37.34 current charges (due
December 21, 2011). We are willing to work out a payment arrangement on $406.28 after you pay the $60.00
deposit and $21.00 set up fee.

We look forward to working with you and hope to hear from you soon.

Sincerely,

Marc Fragos

Manager of Customer Care
Utilities, Inc.

FL Customer Service Office

MFEZIm
On August 5, 2013, the company sent the following letter to the customer.

From: Elise Christian [mailto:ESChristian@uiwater.com]
Sent: Monday, August 05, 2013 1:20 PM

To: joabog3@aol.com

Cc: PSCREPLY

Subject: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL

Dear Ms. Bogle:

This correspondence is in reference to your complaint to Florida Public Service Commission concerning improper
bills issued to you by Utilities, Inc. of Longwood for wastewater service provided to 1020 Wentworth Court,
Longwood, FI. A chart is provided with this communication in attached to assist you with following the
billed periods, charges and payments received since your account was activated.

In your complaint you indicated that you moved into the residence around July 1, 2010 and did not receive a
bill from Utilities, Inc. of Longwood until November, 2011. The bills issued to you dated November 10, 2011
were for unbilled wastewater service that was provided to your service address since from October 1, 2010 thru
September 30, 2011. (12 Months) Wastewater service had been provided to you at 1020 Wentworth Court since
July 1, 2010 and was for 15 months of unbilled service.

The wastewater service at 1020 Wentworth Court is billed at a flat monthly rate. The City of Longwood owns the
potable water that is supplied to your residence. As stated in earlier correspondence sent to you around
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December, 2011, (Attached) The City of Longwood normally informs the water customer to contact Utilities, Inc.
of Longwood for wastewater service. The City is not obligated to inform the customer however, as a courtesy
to the customer, they have done this in the past. When a customer closes service at this location, Utilities,
Inc. of Longwood places a tag on the door of the property for the new homeowner with contact information for
wastewater. It continues to check the premises that appear on its service as vacant at different times and
additional tags or left at the premise with contact information. Most times the landlord or the realtor will
include the utility information for the property to the buyer or renter.

In your complaint you stated that after you received the bill around late November 2011, you contacted The
City of Longwood, your water provider and was informed that Utilities, Inc. of Longwood was your wastewater
provider. You mentioned that your City Commission informed you that he/she had contacted Utilities, Inc. of
Longwood and that the $60.00 security deposit and the $21.00 account fee charges were waived. We do not have
any information about this contact. Utilities, Inc. of Longwood will waive a security deposit when a customer
presents a letter of credit from another utility where he/she has had service for two years or more with the
utility and has established a good payment history. The deposit will be waived iIf the customer has had
service within one of Utilities, Inc.’s service areas and has established a good payment history. The new
account fee is not a negotiable fee. It is required from all customers. We apologize that you were
misinformed about these charges being removed from your account.

In your complaint you questioned the number of months that you were back billed. You were back billed for 12
months with separate bills dated November 10, 2011. There are a total of 13 bills with that date. The current
bill dated November 10, 2011 is for service period September 30, 2011 - October 31, 2011. It is not a back
bill. It is a current bill for November 2011.

Please see the attached chart provided to review all service periods that you have been billed for up to July
30, 2013 bill and the flat wastewater rate billed for each month. Please see the chart that itemizes all late
fees and dates that they were applied to your account. Please see the chart for all payments and the dates
that they were posted to your account. The summary on the chart explains the total amount billed to your
account, the total late fees applied and adjustment credit to your account, the total payments received and
posted to your account and your account balance as of August 5, 2013. The Summary shows that as of August 5,
2013, your wastewater account balance is $165.69. It shows that $125.12 is past due and $40.57 is your
current bill dated July 30, 2013 and that the current portion is not due until August 21, 2013. A copy of
July 30, 2013 corrected bill attached with the late fees credit adjustment.

Please review the chart for payments credited to your account. |IFf you find that all payments that you have

made to Utilities, Inc. of Longwood have not been applied to your account, please do not hesitate to contact
us and the missing payment will be researched. We will need the method of payment, date paid, amount of the
payment and documentation from your bank or credit card company if either of these venders was used.

IT you require additional time to pay the past due amount, $125.12, please contact our office and a deferred
payment arrangement can be made to pay this amount in 4 monthly installments along with each month’s current
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bill and by the current month’s due date. That would mean that the July 30th bill, $40.57 will need to be
paid by the due date, August 21, 2013 and starting with your bill issued August 30, 2013 you will have an
installment for approximately $31.28 plus your current month’s bill amount that will be due in September, 2013
and for the next 3 months” bills you will have an installment on each plus the current bill until the past due
amount is paid in full. Please contact our office if you wish to exercise this deferred payment arrangement.

I apologize that it has taken this long for the requested information to be provided to you. |If you require
additional information concerning this correspondence and the attached, please contact me at 1-800-272-1919
extension 1356 or by email at eschristian@Quiwater._.com .

A copy of this correspondence and attached information will be provided to Florida Public Service Commission.

Regards,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

08/05/2013 - Company response received via e-mail. /ewe
08/12/2013 - Company response received via e-mail. /ewe

8/26/2013 Customer correspondence received via email, added to file, and forwarded to EPlendl. DHood
"From: Joann Bogle [mailto:joabog3@aol.com]

Sent: Saturday, August 24, 2013 11:01 AM

To: Consumer Contact; PSCREPLY

Subject: Fwd: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL

Hello,
I am following up on a complaint 1 filed. The below email is a response | received from Utilities Inc
regarding my complaint along with my reply and added comments and additional questions. | added these

comments and questions in purple font color in italic and bold type at the end of Utilities Inc statements.

I*"m unsure if it has been received as | have not heard back from anyone. So 1 am forwarding this on to the
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email contact information from your web site along with the email contact information that Utilities Inc. cc
their response to, which I also cc my reply to.

I will continue to check my email daily. 1 still do not have a working phone to make calls, so again I™m
sorry if this is an inconvenience to all, but all communications need to be done via email.

Thank you,

Joann Bogle

1020 Wentworth Court
Longwood, FL 32750
Jjoabog3@aol .com

————— Original Message-----

From: Joann Bogle <joabog3@aol.com>

To: ESChristian <ESChristian@uiwater.com>

Cc: PSCREPLY <PSCREPLY@PSC.STATE.FL.US>

Sent: Sun, Aug 11, 2013 10:25 pm

Subject: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL

Hello,

I have received and reviewed your response. Please see my comments in purple following your statements. And,
again, all communications need to be done via email. My phone is now broken and can not receive or make calls.
Sorry if this is an inconvenience to all, but 1 can not afford to buy a new phone right now.

Once 1 receive more information, answers and a report of claim determination from PSC then we can discuss and
communicate balance owed payment arrangement, if any.

Thank you.

Joann Bogle

1020 Wentworth Court

Longwood, FL 32750

Jjoabog3@aol .com

————— Original Message-----

From: Elise Christian <ESChristian@uiwater.com>
To: joabog3 <joabog3@aol.com>

Cc: PSCREPLY <PSCREPLY@PSC.STATE.FL.US>

Sent: Mon, Aug 5, 2013 1:19 pm

Subject: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL
Dear Ms. Bogle:

This correspondence i1s in reference to your complaint to Florida Public Service Commission concerning Improper
bills issued to you by Utilities, Inc. of Longwood for wastewater service provided to 1020 Wentworth Court,
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Longwood, FI. A chart is provided with this communication in attached to assist you with following the
billed periods, charges and payments received since your account was activated.

In your complaint you indicated that you moved into the residence around July 1, 2010 and did not receive a
bill from Utilities, Inc. of Longwood until November, 2011. The bills issued to you dated November 10, 2011
were for unbilled wastewater service that was provided to your service address since from October 1, 2010 thru
September 30, 2011. (12 Months) Wastewater service had been provided to you at 1020 Wentworth Court since
July 1, 2010 and was for 15 months of unbilled service.

(Please let me first correct the statement of "did not receive a bill". My statement is "l received a bill".
My first reaction was to call City of Longwood, which lead me to the City Commissioner to find out who
Utilities Inc. is.)

The wastewater service at 1020 Wentworth Court is billed at a flat monthly rate. The City of Longwood owns the
potable water that is supplied to your residence. As stated in earlier correspondence sent to you around
December, 2011, (Attached) The City of Longwood normally informs the water customer to contact Utilities, Inc.
of Longwood for wastewater service. The City is not obligated to inform the customer however, as a courtesy
to the customer, they have done this in the past. When a customer closes service at this location, Utilities,
Inc. of Longwood places a tag on the door of the property for the new homeowner with contact information for
wastewater. It continues to check the premises that appear on its service as vacant at different times and
additional tags or left at the premise with contact information. Most times the landlord or the realtor will
include the utility information for the property to the buyer or renter.

(Very poor statement regarding your business practices to say "the city is not obligated to inform the
customer'. If they are not obligated then how are we to know that we need services from Utilities Inc.? Your
company was not listed as a service provider I would need, which I received from my realtor and the bank I
purchased my home from. So if your going to partner with Cities to bill sewer service separate from City
services then you should be making the Cities obligated & require them to inform all new residents that
require your services. You do not service all of Longwood, as | have a brother who lives three miles from me
and is billed by the City for his sewer, with that said, what would have made me think or know that my sewer
is billed under your company? As for placing tags on doors to notify us of your service, well your staff is
not doing a good job, as I didn"t receive my first tag till right after 1 received that bill in Nov. 2011.)

In your complaint you stated that after you received the bill around late November 2011, you contacted The
City of Longwood, your water provider and was informed that Utilities, Inc. of Longwood was your wastewater
provider. You mentioned that your City Commission informed you that he/she had contacted Utilities, Inc. of
Longwood and that the $60.00 security deposit and the $21.00 account fee charges were waived. We do not have
any information about this contact. Utilities, Inc. of Longwood will waive a security deposit when a customer
presents a letter of credit from another utility where he/she has had service for two years or more with the
utility and has established a good payment history. The deposit will be waived if the customer has had
service within one of Utilities, Inc."s service areas and has established a good payment history. The new
account fee i1s not a negotiable fee. It is required from all customers. We apologize that you were
misinformed about these charges being removed from your account.
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(1 would not expect that would have any information about the agreement to waive the deposit and set up fee.
My stupidity for not asking for agreement in writing, it was all over the phone. Now I have a question. How
long do you hold the deposit for? 1 do expect the deposit to be retro back to 2010, as 1 did pay billings back
to then. If three years then 1 would be receiving my deposit back now as | have paid the back billing, so why
do I need to pay it at this point? |If longer then three year | do expect the deposit to be retro back to July
2010. So, How long do you hold the deposit?)

In your complaint you questioned the number of months that you were back billed. You were back billed for 12
months with separate bills dated November 10, 2011. There are a total of 13 bills with that date. The current
bill dated November 10, 2011 is for service period September 30, 2011 - October 31, 2011. It is not a back
bill. 1t is a current bill for November 2011.

(1 do not agree with billing explanation. You billed me twice in November 2011 which means you billed me for
14 months of service. The error was yours not mine, so it was explained to me that you can only back bill me
12 months. Your Nov 10, 2011 billing is out of billing cycle which in my accounting knowledge should represent
the back billings of 12 months only and then start current billings on the normal billing cycle or you add the
back billings to the first normal billing cycle after finding the error. Sounds to me that you are trying to
get around the back billing rule by issuing an out of cycle billing. The letter I received in Dec 2011 stated
"we are willing to work out a payment arrangement $406.28 after you pay the $60 deposit and $21 set up fee'". |
did not receive any details to this amount, but my City Commissioner had been in contact with your office and
he told me that I do have to pay $406.28 which is the 12 months of back billings, which not knowing the
details 1 calculated $406.28/12=$33.85. Sounds correct, as your rate has changed but I have no proof of what
your rate was. So again 1 paid this in Feb 2012 with my current billing, did not pay deposit and set up fee as
I was told it was being waived. So what does the $406.28 represent now? | would like for PSC to please explain
to me how this billing practice is acceptable.)

Please see the attached chart provided to review all service periods that you have been billed for up to July
30, 2013 bill and the flat wastewater rate billed for each month. Please see the chart that itemizes all late
fees and dates that they were applied to your account. Please see the chart for all payments and the dates
that they were posted to your account. The summary on the chart explains the total amount billed to your
account, the total late fees applied and adjustment credit to your account, the total payments received and
posted to your account and your account balance as of August 5, 2013. The Summary shows that as of August 5,
2013, your wastewater account balance is $165.69. It shows that $125.12 is past due and $40.57 is your
current bill dated July 30, 2013 and that the current portion is not due until August 21, 2013. A copy of
July 30, 2013 corrected bill attached with the late fees credit adjustment.

Please review the chart for payments credited to your account. |If you find that all payments that you have

made to Utilities, Inc. of Longwood have not been applied to your account, please do not hesitate to contact
us and the missing payment will be researched. We will need the method of payment, date paid, amount of the
payment and documentation from your bank or credit card company iIf either of these venders was used.
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IT you require additional time to pay the past due amount, $125.12, please contact our office and a deferred
payment arrangement can be made to pay this amount in 4 monthly installments along with each month"s current
bill and by the current month"s due date. That would mean that the July 30th bill, $40.57 will need to be
paid by the due date, August 21, 2013 and starting with your bill issued August 30, 2013 you will have an
installment for approximately $31.28 plus your current month®s bill amount that will be due in September, 2013
and for the next 3 months® bills you will have an installment on each plus the current bill until the past due
amount is paid in full. Please contact our office if you wish to exercise this deferred payment arrangement.

I apologize that it has taken this long for the requested information to be provided to you. If you require
additional information concerning this correspondence and the attached, please contact me at 1-800-272-1919
extension 1356 or by email at eschristian@Quiwater.com .

A copy of this correspondence and attached information will be provided to Florida Public Service Commission.
Regards,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com"

08/27/2013 - Company response received via Email. DScott.

08/30/2013 Reviewed report dated August 5, 2013. The company sent it"s report in the form of a letter to the
customer as follows:

From: Elise Christian

Sent: Monday, August 05, 2013 1:20 PM

To: "joabog3@aol.com*®

Cc: "PSCREPLY*

Subject: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL

Dear Ms. Bogle:

This correspondence is in reference to your complaint to Florida Public Service Commission concerning improper
bills issued to you by Utilities, Inc. of Longwood for wastewater service provided to 1020 Wentworth Court,
Longwood, FI. A chart is provided with this communication in attached to assist you with following the
billed periods, charges and payments received since your account was activated.
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In your complaint you indicated that you moved into the residence around July 1, 2010 and did not receive a
bill from Utilities, Inc. of Longwood until November, 2011. The bills issued to you dated November 10, 2011
were for unbilled wastewater service that was provided to your service address since from October 1, 2010 thru
September 30, 2011. (12 Months) Wastewater service had been provided to you at 1020 Wentworth Court since
July 1, 2010 and was for 15 months of unbilled service.

The wastewater service at 1020 Wentworth Court is billed at a flat monthly rate. The City of Longwood owns the
potable water that is supplied to your residence. As stated in earlier correspondence sent to you around
December, 2011, (Attached) The City of Longwood normally informs the water customer to contact Utilities, Inc.
of Longwood for wastewater service. The City is not obligated to inform the customer however, as a courtesy
to the customer, they have done this in the past. When a customer closes service at this location, Utilities,
Inc. of Longwood places a tag on the door of the property for the new homeowner with contact information for
wastewater. It continues to check the premises that appear on its service as vacant at different times and
additional tags or left at the premise with contact information. Most times the landlord or the realtor will
include the utility information for the property to the buyer or renter.

In your complaint you stated that after you received the bill around late November 2011, you contacted The
City of Longwood, your water provider and was informed that Utilities, Inc. of Longwood was your wastewater
provider. You mentioned that your City Commission informed you that he/she had contacted Utilities, Inc. of
Longwood and that the $60.00 security deposit and the $21.00 account fee charges were waived. We do not have
any information about this contact. Utilities, Inc. of Longwood will waive a security deposit when a customer
presents a letter of credit from another utility where he/she has had service for two years or more with the
utility and has established a good payment history. The deposit will be waived iIf the customer has had
service within one of Utilities, Inc.’s service areas and has established a good payment history. The new
account fee is not a negotiable fee. It is required from all customers. We apologize that you were
misinformed about these charges being removed from your account.

In your complaint you questioned the number of months that you were back billed. You were back billed for 12
months with separate bills dated November 10, 2011. There are a total of 13 bills with that date. The current
bill dated November 10, 2011 is for service period September 30, 2011 - October 31, 2011. It is not a back
bill. It is a current bill for November 2011.

Please see the attached chart provided to review all service periods that you have been billed for up to July
30, 2013 bill and the flat wastewater rate billed for each month. Please see the chart that itemizes all late
fees and dates that they were applied to your account. Please see the chart for all payments and the dates
that they were posted to your account. The summary on the chart explains the total amount billed to your
account, the total late fees applied and adjustment credit to your account, the total payments received and
posted to your account and your account balance as of August 5, 2013. The Summary shows that as of August 5,
2013, your wastewater account balance is $165.69. It shows that $125.12 is past due and $40.57 is your
current bill dated July 30, 2013 and that the current portion is not due until August 21, 2013. A copy of
July 30, 2013 corrected bill attached with the late fees credit adjustment.
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Please review the chart for payments credited to your account. |IFf you find that all payments that you have
made to Utilities, Inc. of Longwood have not been applied to your account, please do not hesitate to contact
us and the missing payment will be researched. We will need the method of payment, date paid, amount of the
payment and documentation from your bank or credit card company if either of these venders was used.

IT you require additional time to pay the past due amount, $125.12, please contact our office and a deferred
payment arrangement can be made to pay this amount in 4 monthly installments along with each month’s current
bill and by the current month’s due date. That would mean that the July 30th bill, $40.57 will need to be
paid by the due date, August 21, 2013 and starting with your bill issued August 30, 2013 you will have an
installment for approximately $31.28 plus your current month’s bill amount that will be due in September, 2013
and for the next 3 months” bills you will have an installment on each plus the current bill until the past due
amount is paid in full. Please contact our office if you wish to exercise this deferred payment arrangement.

I apologize that it has taken this long for the requested information to be provided to you. |If you require
additional information concerning this correspondence and the attached, please contact me at 1-800-272-1919
extension 1356 or by email at eschristian@Quiwater._com .

A copy of this correspondence and attached information will be provided to Florida Public Service Commission.

Regards,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

08/30/2013 Reviewed December 14, 2011, Utility letter to the customer as follows:

December 14, 2011

Ms. Joann Bogle Re: Sewer Backbilling
1020 Wentworth Court Service Address -1020 Wentworth Court
Longwood, FL 32750 Account Number 8170005150

Dear Ms. Bogle:

This is in response to your letter dated December 2, 2011 in which you expressed concerns regarding the
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back-bill for Ul Sewer services at your residence. When a customer applies for water service with the City of
Longwood they are usually informed that Utilities Incorporated of Longwood handles the processing of sewer for
your community. Please know that we had a Ul Service Technician visit your residence on October 5, 2011 and
placed a tag on your front door requesting that you contact our office regarding your Sewer Service.

Since we did not receive a response from you immediately we had verified your information via Seminole County
Property Records which shows you have owned this property since April, 2010 and have not contacted Ul and we
regard this as fraudulent usage. We then exercised our rights as stated in the FL Administrative code for the
Public Service Commission Chapter for water and Wastewater Utility Rule 25-30.350 and the Rules and
Regulations in our Utilities, Inc Longwood Sewer Tariff, Seminole County 8.0 (Authority no. WS-96-0077, Docket
No. 950959-SU, Order No. PSC-96-0448-FOF-SU effective, May 10, 1996 (both stated below) to back-bill your for
Sewer services rendered at your residence.

Utilities Incorporated is governed by Florida Public Service Commission and State Tariffs. For your
convenience | have stated the FL Administrative Code of Public Service Commission Chapter for Water and
Wastewater. Please note that failure to pay for services rendered will result In the consequences stated in
the Ul Longwood Sewer Tariff 6.0.

FL Administrative Code of Public Service

25-30.350 Backbilling.

A utility may not back-bill customers for any period greater than 12 months for any Undercharge in billing
which is the result of the utility’s mistake. The utility shall allow The customer to pay for the unbilled
service over the same time period as the time Period during which the under billing occurred or some other
mutually agreeable time Period. The utility shall not recover in a ratemaking proceeding, any lost revenues
which inure to the utility’s detriment on account of this provision.

utilities, Inc of Longwood Sewer Tariff Rules and Regulations

6.0 Withholding Service - Service may also be refused, withheld or discontinued under the
Following conditions: Item j.

(J) Without notice in the event of unauthorized or fraudulent use of service. Whenever service is
discontinued for fraudulent use of such service, the Company, before restoring service, may require the
Customer to make Its own expense all changes in piping or equipment necessary to eliminate “illegal use’ and
to pay an amount reasonably estimated as the deficiency in Revenue resulting from such fraudulent use.

As of now your account balance is $563.62 in which $526.28 is past due and $37.34 current charges (due
December 21, 2011). We are willing to work out a payment arrangement on $406.28 after you pay the $60.00
deposit and $21.00 set up fee.
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We look forward to working with you and hope to hear from you soon.
Sincerely,

Marc Fragos

Manager of Customer Care
Utilities, Inc.

FL Customer Service Office

MFZ1Im

08/30/2013 Reviewed customer correspondence dated August 11, 2013, as an email in which the customer protests
that she was unaware that she was required to set up an account with Utilities, Inc., that a city commissioner
negotiated a deposit and initial connection waiver, and that she believed she was being backbilled for 13 or
14 months instead of 12 months.

08/30/2013 Reviewed report dated August 5, 2013, as an email to the PSC as follows:

From: Elise Christian [mailto:ESChristian@uiwater.com]
Sent: Monday, August 05, 2013 4:53 PM

To: PSCREPLY

Subject: RE: FL. PSC CATS NO: 1116783W JOANN BOGLE

Dear Ms. Plendl:

This correspondence is in reference to Ms. Joann Bogle®s complaint concerning improper bills that were issued
to her by Utilities, Inc. of Longwood for wastewater service at 1020 Wentworth Court, Longwood, FL.

The service that is provided by Utilities, Inc. of Longwood to 1020 Wentworth Court is wastewater service. It
is unmetered service and is billed at a flat monthly rate. There is not a meter read history for this
unmeasured service. January 7, 2010, Utilities, Inc. of Longwood checked the premise for occupancy. A tag
was left at the residence with contact information for the utility. There was not any application for service
or contact received. October 1, 2010 County Property Records showed Ms. Bogle as owner of the property around
April 2010. The service was started in her name as of October 1, 2010.

Ms. Bogle indicated that she moved into the residence around July 1, 2010 and did not receive a bill from
Utilities, Inc. of Longwood until November, 2011. The bills issued to her dated November 10, 2011 were for
unbilled wastewater service that was provided to her service address from October 1, 2010 thru September 30,
2011. (12 Months) Wastewater service was provided to her at 1020 Wentworth Court since July 1, 2010 and was
for 15 months of unbilled service.
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Ms. Bogle stated in her complaint that after she received the bill around late November 2011, she contacted
The City of Longwood, her water provider and was informed that Utilities, Inc. of Longwood was her wastewater
provider. She mentioned that her City Commissioner informed her that he/she had contacted Utilities, Inc. of
Longwood and that the $60.00 security deposit and the $21.00 account fee charges were waived. Utility Inc. of
Longwood does not have any information about that contact or an agreement to waive the charges. Utilities,
Inc. of Longwood will waive a security deposit when a customer presents a letter of credit from another
utility where he/she has had service for two years or more with that utility and has established a good
payment history. The deposit will be waived if the customer has had service within one of Utilities, Inc."s
service areas and has established a good payment history. The new account fee is not a negotiable fee. It is
required from all customers. We apologize that she was misinformed by her City Commissioner about these
charges being removed from her account.

The service provided to Ms. Bogle at 1020 Wentworth court by Utilities Inc. of Longwood is unmeasured
wastewater service and is billed at a flat rate. Attached is a copy of her account financial history that
includes months and periods billed to her for service at 1020 Wentworth Court, late payment charges that have
been assessed on her account for payments that were not paid by the due date of her current bills that were
issued, payments and the dates they were posted to her account and a copy of her July 30, 2013 bill with her
current account balance as of today August 5, 2013.

July 30, 2013 an attempt was made to contact Ms. Bogle by telephone at 407-920-1532 to address her concerns. A
message was left on her voice mail for a return call to me with my direct telephone number provided. As of
today, 1 have not received a return call.

August 5, 2013, Ms. Bogle was sent written communication by email to joabog3@aol.com that addressed her
concerns. A chart with her financial and billed history was included with that communication, a copy of her
current bill and a copy of written communication that was mailed to her December 2011 that provided
information concerning back billed charges. Ms. Bogle was offered a deferred payment arrangement for the
delinquent amount on her account. She was requested to contact our office or to contact me by email or
telephone to arrange for the payment arrangement or if she required additional assistance. FPSC was copied on
the communication that was sent to Ms. Bogle.

Please contact our office 1T additional information is required.
Respectfully,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com
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08/30/2013 Reviewed report dated August 5, 2013, which was written as an email to the customer as follows:
From: Elise Christian [mailto:ESChristian@uiwater.com]

Sent: Monday, August 05, 2013 4:57 PM

To: joabog3@aol.com

Cc: PSCREPLY

Subject: FW: REQUEST NO: 1116783 - JOANN BOGLE - IMPROPER BILL

Ms. Bogle,

Please find a copy of your running balances that 1 failed to include on the first email. Please contact me
additional information is required.

Elise

08/30/2013 Sent email to the company as follows:

From: Ellen Plendl

Sent: Friday, August 30, 2013 1:28 PM

To: "ESChristian@uiwater.com”

Subject: Inquiry Request No: 1116783 - JOANN BOGLE - IMPROPER BILL

Hello Elise:

I have a few questions to ask in conjunction with the inquiry we filed on behalf of Ms. Joann Bogle
(1116783W):

1) Indicate how/when Utilities, Inc. learned that the prior customer was terminating service.
2) Indicate exact date of prior customer®s service disconnection/account closure.

3) Indicate the circumstances/event that prompted Utilities, Inc. after more than 12 months to realize that
there was a customer at the premise and to backbill the customer in November 2011.

I will look forward to hearing from you.

Sincerely,
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Ellen Plendl

Regulatory Specialist

Florida Public Service Commission

Office of Consumer Assistance & Outreach
850-413-6123 (phone)

850-413-6124 (fax)

0970372013 - Company response received via Email. DScott.

09/04/2013 Reviewed company report as an email response to questions posed as follows:

From: Elise Christian [mailto:ESChristian@uiwater.com]

Sent: Tuesday, September 03, 2013 12:21 PM

To: PSCREPLY

Subject: RE: Inquiry Request No: 1116783 - JOANN BOGLE - IMPROPER BILL

Ms. Plendl,

This is a flat service for wastewater only. We do not own water meters at this residence. The utility will
check the premises that show as vacant/unbilled on our service and will either speak to the occupant and
provide the information for contact on a tag to them or if no one is present, it will leave a tag with the
contact information each time a visit is made to the premises.

Indicate how/when Utilities, Inc. learned that the prior customer was terminating service.

The prior customer®s service was terminated on 5/30/08. Our records do not show any additional customers until
Ms. Bogle moved into the residence.

Indicate exact date of prior customer®s service disconnection/account closure.
The prior customer®s service was closed on 5/30/08.

Indicate the circumstances/event that prompted Utilities, Inc. after more than 12 months to realize that there
was a customer at the premise and to backbill the customer in November 2011.

The Utility checks the premises that appear on its service as vacant at various times. Because this is a
wastewater only account at a flat rate, the Utility would do a vacancy check and leave a tag for the new
occupant with the utility contact information each time the premise was checked. 1/7/10 the city meter showed
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water usage since the last tag was left at the residence. The utility realized that there was a customer
occupying or using the service at 1020 Wentworth Ct. earlier than the 12 months that were billed to the
customer. Several tags were left at the premise for the new occupant to apply for service. No one ever
applied. The utility conducted a Record Search from the County Property Owners Records, the records showed
Ms. Bogle as owner of the property. Additional tags were left at the premise for the new owner to apply for
service. 11/10/11 the back bill was issued for 12 months of unbilled service. Ms. Bogle stated that she
actually moved into the residence on 7/1/10.

Please see some of the notes that are on Ms. Bogle"s account concerning contacts with her by the utility In an
effort to explain to her why she should be billed for the wastewater that has been provided to her by Longwood
Utilities, Inc.

12/5/11 - Cust. sent letter expressing discontent in having to pay Ul for Sewer Services. She did some
investigating with City of Longwood and discovered we do service her Sewer and reported payment (documented
12-5-2011). customer also stated "she hopes to have her phone turned back on by/December 5th" if so she will
call Ul to go over again. Her letter was given to me by Marc Fragos. Can refer customer to me.*PREPARED DRAFT
AND RECEIVED FINAL APPROVAL OF LETTER OF RESPONSE TO CUSTOMER, SIGNED BY MANAGER MARC FRAGOS, MAILED OUT ON
12-14-2011. LORIE

2/13/12 - CUSTOMER SENT E-MAIL QUESTIONING BILLING AGAIN,. I E-MAILED COPY OF MY DECEMBER, 2011 LETTER TO HER
WITH THOROUGH EXPLANATION OF OUR SERVICE AND THE TARRIF RULES AND FL POLICIES THAT ALLOWS OUR SERVICE AND
BACKBILLING. CUSTOMER SENT A 2ND E-MAIL SEEMS TO HAVE A PROBLEM WITH Ul AND OUR PRACTICES. I REFERRED THIS
CUSTOMER TO FERRI AND E-MAILED ALL INFORMATION TO FERRI LEAD CUSTOMER SERVICE REPRESENTATIVE AND SPOKE TO HER
AS WELL SHE STATED SHE WOULD GET BACK TO CUSTOMER. LORIE

6/26/12 - CUSTOMER SENT E-MAIL UPSET OVER RECEIVING TAG REGARDING ELDER VALVE TO BE INSTALLED. 1 E-MAILED ALL
OF MY PAST E-MAILS TO CUSTOMER FROM DECEMBER 2011 AND FEBRUARY 2012 AND GAVE BREAKDOWN OF BALANCE. GAVE CUST.
INSTRUCTIONS ON HOW TO REGISTER HER ACCOUNT SO SHE MAY SEE HER ACCT. BILLING/PAYMENT HISTORY TO BETTER
UNDERSTAND THE "CHAIN OF EVENTS®™ THAT HAS LEAD TO THIS POINT “AGAIN". CUST. WAS ORIGINALLY STARTED AS A BACK
BILL IN NOVEMBER, 2011 CUSTOMER HAS NOT KEPT CURRENT ON ACCOUNT AND OFTEN SEEMS CONFUSED. CUSTOMER HAS NOT
GIVEN US HER PHONE NUMBER AND SEEMS TO SEND E-MAIL. THIS HAS BEEN EXPLAINED TO HER MULTIPLE TIMES, CUSTOMER
HAD FREE SERVICE FOR MANY MONTHS WHICH WAS NOT INCLUDED IN HER BACKBILL. CUSTOMER OWES WHAT IS ON ACCT. WAS
TAGGED YESTERDAY, JUNE 25TH ADVISING HER THAT A Ul CONTRACTOR WILL BE OUT TO INSTALL ELDER VALVE WHICH WILL BE
AT HER EXPENSE ($448.00) AND WE WILL THEN SHUT OFF HER SEWER.*I CC*D LINDA JONES, Ul COLLECTIONS SPECIALIST
ALL SENT TO CUSTOMER TODAY. LORIE

8/1/12 - CUST. SENT E-MAIL CLAIMING NOT TO HAVE HEARD FROM ME. HOWEVER, CUSTOMER HAS BEEN CORRESPONDING WITH
ME SINCE DECEMBER, 2011 IN WHICH I HAVE SENT INSTRUCTIONS FOR HER TO VIEW HER ACCOUNT ON LINE. SHE
ACKNOWLEDGED RECEIVING BACK BILL IN NOVEMBER, 2011 IN WHICH SHE HAD BEEN USING Ul SEWER WITHOUT CONTACTING UL.
CUSTOMER STATED WENT TO CITY OF LONGWOOD TO CONFIRM HER SERVICES WITH THEM WHICH IS WATER. EACH TIME CUSTOMER
CONTACTS ME 1 GIVE HER "TOTAL®" BREAKDOWN OF ACCOUNT. IN DECEMBER, 2011 SHE STATED IN WRITING THAT SHE WOULD
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HOPE TO CONTACT Ul ONCE HER PHONE WAS ACTIVATED THAT WAS EIGHT MONTHS AGO AND SHE HAS NOT CALLED SINCE
RECEIVING HER FIRST SET OF BACK BILLS IN NOVEMBER, 2011. CUSTOMER CONSTANTLY E-MAILS DURING TIMES OF GETTING
DOOR TAG AND HAS NOT REACHED OUT TO CONTACT Ul COLLECTIONS SPECIALIST LINDA JONES AS LINDA HAS REQUESTED. 1
AGAIN SENT SCREEN SHOT OF CUSTOMER®"S ACCOUNT SINCE IT"S IMPLEMENTATION IN NOVEMBER, 2011 SHOWING BACKBILLING
AND ALL PAYMENTS RECEIVED UP THROUGH, JULY 31ST. 1 HAVE FORWARDED COPIES OF MY E-MAILS TO LEAD CSR, FERRI
TROVINGER (WHO HAS BEEN AWARE OF THIS CUSTOMER) AND Ul COLLECTIONS SPECIALIST LINDA JONES, WHO HAS TRIED
CONSTANTLY TO GET AHOLD OF MS BOGLE REGARDING HER PAST DUE STATUS AND SHE WILL NOT CALL. IF CUSTOMER CALLS AT
THIS POINT SHE SHOULD SPEAK DIRECTLY WITH LINDA JONES IN Ul COLLECTIONS. THANKS, LORIE

1/21/13 - ON PMT. STUB: NEVER REC"D. NOV BILL. NO LONGER HAVE COMPUTER TO MAKE ONLINE PMTS. STILL WAITING FOR
US TO CLEAR UP ISSUES W/ACCT. BAL. MADE PMT. OF $78.46 ON 12/31/12. LORETTA

3/21/13 - # RINGS NO ANSWER----1SSUE FA TO CALL OFFICE..... L INDA

4/24/13 - # RINGS NO ANSWER..... LINDA

5/10/13 - MAILED COLLECTION LETTER TO ADVISED OF PAST DUE BALANCE TO PREVENT INSTALL OF ELDER VALVE...... L INDA
5/15/13 - Tag to call office update acct. F/A generated Kim-Fl

5/21/13 - RCD LETTER FROM CUSTOMER REQUESTING ALL CHRGS FROM DEC 2011 TO TODAY,SENT FINANCIAL HISTORY OF ALL
PMTS AND CREDITS ON HER ACCT VIA EMAIL,SYLVIA

5/31/13 - # RINGS NO ANSWER ........ LINDA

6/4/13 - Ift msg- & email customer about sewer acct------ linda

6/5/13 - 1 rec™d email from customer stating that she contacted her city commissioner: Back when this came
about 1 contacted my city commissioner. He had told me that the deposit & set up fee was being waived as a
courtesy to me for the error of not communicating to me that 1 needed your services, but you are still
reflecting the $81 in this statement.,Sylvia

6/26/13 - LFT MSG....... L INDA

The summary of notes provided iIn this correspondence are up to her complaint that was filed on 7/22/13 and the
information that has been provided to your office and to Ms. Bogle as of today. Please contact our office if
additional information is required.

Respectfully,

Elise S. Christian
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Customer Relation Specialist
Phone: 1-800-272-1919
Fax: 407-869-6961
Email:

Website: www.uiwater.com

09/30/2013 Closed.

Request No. 1121532W

eschristian@uiwater.com

Name MORCHE ,RUDY MR.

The PSC has no record of further customer contact. eplendl

Business Name

Consumer Information

Name: RUDY MORCHE

Business Name:

Svc Address: 255 HIGH CASTLE LANE

County- Seminole

City/Zip: Longwood
Account Number:

Caller™s Name: RUDY MORCHE

City/Zip: LONGWOOD ,FL 32779-

Can Be Reached:

E-Tracking Number:

Phone: (407)-394-6636

/ 32779-

Mailing Address: 255 HIGH CASTLE LANE

Florida Public Service

Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU761

Company:

Attn. Elise S Christian1121532W

Response Needed From Company? Y

Date Due: 09/20/2013
Fax: (407) 869-6961

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: RJC
Date: 08/29/2013

Time: 09:46

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 0.00

Interim Report Received: 7/ /

Reply Received: 09/19/2013
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: gpM

Date: 10/04/2013

Closeout Type: GI-25
Apparent Rule Violation: N
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Preclose Type - Improper Bills

What is the amount of the bill in dispute?
Customer states he does not know exactly how much is the back billing for wastewater services going back to
August 2012 because he does not have an account with Utilities, Inc. of Florida.

What is the date of the bill?

Customer states that he never received a bill or a notice from Utilities, Inc. of Florida until a few days ago
saying that they will cap off the wastewater pipe at the street unless pays around $400 to establish service
with them.

Why do you believe you have been billed improperly?

Customer states he is not sure why he thinks he is being billed improperly but states that he does not
understand how he is responsible for paying for services he thought were billed through the Home Owner®s
Association. Customer states that recently he spoke to an individual from Utilities, Inc. that said her name
was Amanda and was told that they placed notices on his door bringing to his attention the wastewater bills
that were past due on 06/21/2013 and 06/28/2013. Customer states that he never received those notices.

Other Comments:Customer states that he understands that he must pay for wastewater services but he thought
that he was paying for this through his home owner~"s association.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida  32399-0850

Case taken by R. Castillo

Request No. 1121532W Name MORCHE ,RUDY MR. Business Name
PAGE NO: 65




09/19/2013 - Company response received via e-mail. /ewe

9/20/13: REVIEWED COMPANY RESPONSE. Response indicates the following:

*  Mr. Morche questioned the reason for the back bills that were issued for the wastewater service.

* 0On 9/19/13, Elise Christian contacted Mr. Morche to address his concerns about the bills.

* He explained that he thought the wastewater was paid by the HOA.

* Ms. Christian explained to him the reason for the back bills, the 12 months that they covered and why
sometimes it takes the Utility longer than desired to make a personal contact with their wastewater only
customers to inform them about who their wastewater provider is.

* Ms. Christian explained that approximately twice a year, the Utility will check i1ts vacant status services
and will attempt to reach the occupant by knocking on the door and/or leaving a tag for them to apply for
wastewater with the company.

*  Company records show that several tags were left at Mr. Morche®"s residence dating back to June 2012 to
August 2013.

*  Mr. Morche travels frequently and he said that he did not receive the earlier tags.

* He only received the tag that was left August 2013 and he responded to it.

* An apology was extended to Mr. Morche for the improper handling of his request and that he was unable to
obtain a satisfactory explanation when he contacted the office earlier after receiving the back bills.

*  Mr. Morche has paid his account in full so a deferred payment arrangement was not necessary.

* He expressed satisfaction with the contact and did not require additional assistance from Ms. Christian
concerning the back bills.

Shonna McCray

10/4/13: This inquiry closed. Shonna McCray
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Request No. 1124966W Name CHRIST ,DAVID MR. Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: DAVID CHRIST Assigned To: SHONNA MCCRAY

Entered By: DH

Business Name: Tallahassee, Florida 32399

Date: 09/26/2013
Svc Address: 556 MATILDA PL 850-413-6100 .

Time: 13:18

o . Via: E-FORM
County: Seminole Phone: (321)-945-7440 Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU761

City/Zip: Longwood / 32750- Company : PO:
Account Number: 7702407395 Attn. Elise S Christian1124966W Disputed Amt:  1571.59
Caller™s Name: DAVID CHRIST Response Needed From Company? Y

Supmntl Rpt Req"d: / /

. ) Date Due: 10/17/2013 o

Mailing Address: 556 MATILDA PL Fax: (407) 869-6961 R |[Certified Letter Sent: / /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: LONGWOOD ,FL 32750- -
Reply Received: 10/08/2013 Closed by:  gpu

Can Be Reached: _
Reply Received Timely/Late: T Date: 10/31/2013

Closeout Type: GI-25

E-Tracking Number: 34484 Informal Conf.: N Apparent Rule Violation: N

Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]
Sent: Thursday, September 26, 2013 12:03 PM

Cc: Consumer Contact

Subject: E-Form Improper Billing TRACKING NUMBER: 34484

CUSTOMER INFORMATION

Name: David Christ

Telephone: 321-945-7440

Email: airwolf7440@netzero.com

Address: 556 Matilda PI. Longwood FL 32750
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BUSINESS INFORMATION

Business Account Name: David Christ
Account Number: 7702407395
Address: 556 Matilda Pl. Longwood Florida 32750

Water County Selected: SEMINOLE
COMPLAINT INFORMATION

Complaint: Improper Billing against Utilities, Inc. of Longwood

Details:

My name is David J. Christ, I have been living at 556 Matilda pl. since May of 2010.

On August 20, 2013 I received a message on my door from "Utilities, Inc.” The door hanger stated that it was
a "FINAL NOTICE™ and my sewer line will be dug up and a plug will be installed at an additional cost of
$448.15 which will be added to my account. Prior to this, | had never heard of "Utilities, Inc.”". | then
called "Utilities, Inc."” and was told I would owe back pay for the services since | purchased the home adding
up to $1,476.93. 1 asked to speak to a supervisor and transferred to the voice mail of Mrs. Ferri Trovinger
and left a detailed message on 8/20/2013. On 8/30/2013 1 received four(4) separate bills from "Utilities,Inc.”

adding up to $1,571.59. All bills have the same post mark of 8/22/2013 just two days after 1 left the message
for Mrs. Trovinger, to which she never replied. On 8/30/2013 I called "Utilities, Inc." and spoke to Mrs.
Trovinger. She then told me 1 would only owe $474.91 they would spread out the payments over a year.

PSC was contacted previously "

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer
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4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
10/8/13: Response received via email. Shonna McCray
10/8/13: Response received via email. Shonna McCray

10/9/13: REVIEWED COMPANY RESPONSE. Response indicates the following:

* Mr. Christ receives service from Utilities, Inc. of Longwood for wastewater only.

* His water service is provided by The City of Longwood.

*  Mr. Christ stated in his complaint that he has lived at the residence since May 2010 and was not aware
that his wastewater service was provided by Utilities, Inc. of Longwood.

* In most cases, when a customer applies for water service with The City of Longwood, as a courtesy to
Utilities, Inc. of Longwood, The City of Longwood usually informs the customer that Utilities, Inc. of
Longwood handles the processing of wastewater for their premise.

* Because his service is a wastewater service only and the wastewater is billed at a flat rate, there is not
a meter to be turned on to make the wastewater service available to the customer.

*  The Utility does not plug the sewer between occupants because of the unnecessary inconvenience that can be
caused to an occupant when he/she moves into the premise and starts to use the service before applying for it.

* By the Utility plugging the sewer and if the occupant does not apply for service with the Utility, 1t is
possible for the waste to backup into the occupant"s residence.

* Instead of plugging the sewer, the Utility leaves a tag at the residence for the new occupant so that
he/she will know who to contact for wastewater service.

* In addition, the Utility conducts periodic vacant house checks for occupancy at those premises that appear
as vacant on its records.

* IT someone is present and is occupying the premise, the utility Staff will speak to the occupant and
provide the information for contacting the Utility"s office.

* IT there is no one at the premise, it will leave a tag with the contact information at the premise.

* Mr. Christ has indicated that he did not receive any information about or from Utilities, Inc. of Longwood
until around 8/20/13.

* 0On the most recent vacancy check.

* There was a tag left alerting the occupants that he/she needed to apply for wastewater to avoid
interruption of the wastewater service.
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* Mr. Christ"s residence was notified with that information.

* He immediately contacted the office to apply for service.

* The Utility is in the process of negotiating a plan between The City of Longwood and Utilities Inc. of
Longwood to work together with providing better information to iIts customers about their water and wastewater
providers.

* "Utilities, Inc. of Longwood back billed Mr. Christ under FPSC Regulation 25-30.350 Back Billing - A
utility may not back-bill customers for any period greater than 12 months for any undercharge in billing which
is the result of the utility"s mistake. The utility shall allow the customer to pay for the unbilled service
over the same time period as the time period during which the under billing occurred or some other mutually
agreeable time period. The utility shall not recover in a ratemaking proceeding, any lost revenues which inure
to the utility"s detriment on account of this provision."

* The back bills are dated 8/20/13 because each of the billed periods were billed on that date (12 bills).
* The current month bill for $37.91, was for service period 7/30/13 to 8/31/13 and was issued on 8/31/13.

* As of 8/31/13, his account balance was $512.82.

* 0n 9/27/13, a payment for $156.21 was posted to his account leaving an account balance for $356.61.

* This balance has been put on a deferred payment arrangement for 12 monthly installments for approximately
$29.72 each to be paid along with his current monthly bills starting with the bill issued on 9/30/13, and is
due by 10/22/13.

*  Mr. Christ"s bill dated 9/30/13, for $67.84 is his first bill with the monthly installment on it for
$29.72 plus his current bill amount for $38.12 for a bill total for $67.84.

*  The bill is due 10/22/13.

*  An email correspondence was sent to Mr. Christ on 10/8/13, that addressed his concerns and provided
detailed information about the back billing that was issued to him for 12 months of service from 7/30/12 -
7/30/13.

* A copy of that correspondence provided with the response.

Shonna McCray

10/9/13: Complaint forwarded to Supervisor for review. Shonna McCray

10/9/13: Will request copies of the 4 bills the customer received. Shonna McCray

10/9/13: 11:02 a.m. Called Mr. David Christ at 321-945-7440; left message requesting a return call. Shonna
McCray

10/28/13: No further contact from customer as of this date. Shonna McCray

10/31/13: This inquiry closed. Shonna McCray
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Request No. 1225797W Name MALONE ,KENNY MR. Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: KENNY MALONE Assigned To: SHONNA MCCRAY

Entered By: CD

Business Name: Tallahassee, Florida 32399

Date: 10/21/2016
Svc Address: 224 SPRING RUN CIRCLE 850-413-6100 .

Time: 09:24

o . Via: PHONE
County- Seminole Phone: (407)-616-9789 Utility Information Prelim Type: IMPROPER
Company Code: SU761

City/Zip: Longwood / 32779- Company : PO:
Account Number : Attn. Elise S Christianl1225797W Disputed Amt: 0.00
Caller®s Name: ANNETTE MALONE Response Needed From Company? Y

Supmntl Rpt Req"d: / /

o ] Date Due: 11/14/2016 o

Mailing Address: 224 SPRING RUN CIRCLE Fax: (407) 869-6961 R Certified Letter Sent: /7 /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: LONGWOOD ,FL 32779- -
Reply Received: 11/10/2016 Closed by:  gpu

Can Be Reached: _
Reply Received Timely/Late: T Date: 11/30/2016
Closeout Type: GI-28

E-Tracking Number: Informal Conf.: N Apparent Rule Violation: N

Preclose type - Improper Disconnect

Are you currently without service? No

When was the service disconnected? 10/20/2016

Did you receive a disconnect notice? If so, what was the date of disconnection on the notice?No

Other Comments: Customer states that she started service and faxed in paper work to company with drivers
license and social security number and service was commenced. On 10/20/16 at approximately 4:00PM without
notice the service was discontinued. company states that service was never started and no paper work was
received. Customer has statement dated 10/5/16 that was received saying that no payment was due until
10/27/16 with negative balance of $43.43. Customer would like to wave installation fees and an apology from
corporate office.
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Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the
following e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Kenny Davis

11/10/2016 - Company response received via Email. DScott.

11/15/16: REVIEWED COMPANY RESPONSE. Response indicates the following:

*  The water service was interrupted by the Utility because of unbilled usage that continued to register
through the water meter each month at the premises since the water service had been turned off by the Utility
on 2/4/16, and there was not an applicant on file to bill for service.

*  The Utility continued to find that the meter had been turned on when it checked the service on 7/18/16,
9/6/16 and on 10/20/16.

* The meter was turned off each time by the Utility, a tag was left at the premises that stated the reason
that the water was disconnected and to contact the Utility to apply for service.

* A contact telephone number was included on the tags.

* 0On 10/20/16, Mr. Malone contacted the Utility to apply for service because the water was off, he informed
the Customer Service Representative that he moved into the residence on 10/1/16, and was not aware that
Utilities, Inc. of FL - Sanlando was the water provider.

*  Mr. Malone was informed that on 10/21/16, in the a.m. was the earliest that the service could be turned
on.

* He expressed he was not satisfied and asked for his request to be expedited.

* The service was turned on 10/21/16.
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* On 11/10/16, written communication was mailed to Mr. Malone that addressed his concerns in his complaint.
* In his complaint, he stated that he had applied for service and had provided certain documentation and
service was commenced and yet on 10/20/16, his service was interrupted.

* He stated that he had a statement from the Utility dated 10/5/16 with a negative balance for $43.43 and no
payment was due until 10/27/16.

*  The Utility records show that his application for service was received by telephone on 10/20/16 and as of
11/10/16, there has not been a bill or statement issued to him by the Utility for service at 224 Spring Run
Cir.

* He requested the installation fees to be waived.

*  The Utility does not find that the New Account Service Fees for water and wastewater were charged to him
in error, they are approved and regulated by PSC and have been applied according to the tariff.

* The fees will remain as a charge on Mr. Malone®s account and will appear on his first bill.

*  Mr. Malone requested an apology from the Corporate Office.

* He was informed that the Utility requires a minimum of 24 business hours to turn water on or to restore
disconnected service when the disconnect was properly applied by the Utility, there are times if a request is
received early enough for Staff to add it to the current day schedule, it can be completed on the same day.

* Records show that he contacted the Utility on 10/20/16 to apply for the service and he was informed at
that time that it would be turned on the next day, 10/21/16, and that was the earliest date available.

*  The Utility apologized to him that he did not apply for service earlier in the a.m. on 10/20/16, so
perhaps it would have been possible for his water service to be turned on the same day.

* A copy of the correspondence that was sent to Mr. Malone provided with the response.

Shonna McCray

11/30/16: This inquiry closed. Shonna McCray
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Request No. 1191412W Name KEBUL

,RICHARD

MR. Business Name

Consumer Information

Name: RICHARD KEBUL

Business Name:

Svc Address: 1060 EAGLE PRESERVE DR

County- Sarasota Phone: (314)-567-3247

City/Zip: Englewood / 34224-
0254110000

Caller™s Name: LAUREN KEBUL

Account Number:

Mailing Address: 12033 ROBYN PARK DR

City/Zip: SAINT LOUIS ,MO 63131

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company: UTILITIES,
Attn.

INC. OF SANDALHAVEN
Elise Christianl1191412wW

Response Needed From Company? Y

Date Due: 09/30/2015
Fax: (407) 869-6961 R

PSC Information

Assigned To: MARCOS
BJ
Date: 09/09/2015

11:04

Via: PHONE
Prelim Type: IMPROPER BILLS

Entered By:

Time:

PO:

Disputed Amt: 0.00

Interim Report Received: 7/ /

Reply Received: 09/30/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: MAB

Date: 10/16/2015

Closeout Type: WB-01
Apparent Rule Violation: Y

Preclose Type - Improper Bills

What is the amount of the bill in dispute? $54.45

What is the date of the bill? 08/31/2015

Other Comments:

Customer states that she has a concern with a recent bill from Utilities

Inc of Sandalhaven.

Customer states

that the recent bill from the Company was $54.45. Customer states that previous bills have only been $28.42.
Customer states that she is concerned by the increase and states that she is being billed for a reserve
capacity service. Customer asks for a review of her account and an explanation for why the bill has increased.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
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1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®"s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl_us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Belkis Joiner

0973072015 - Company response received via Email. DScott.

10/06/2015 - Reviewed Company Response:

The Company provides that the Customer was charges at the incorrect rate for Docket No. 150102-SU. Due to an
administrative error, the bill did not reflect the correct interim rates approved by the FPSC effective
07/29/2015. The Customer®s October bill will reflect the accurate lower interim rates and also include a
credit to correct the prior billing error. The Customer was contacted on 09/23/2015 and stated he was
satisfied with the resolution to his complaint.

MBermudez
10/16/2015 - Having received no further contact from the Customer, this case shall be closed. Because the

Company has provided that the Customer has been charged at the wrong rate, the case shall be closed as WB-01.
MBermudez
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1192257W Name .

Request No. Business Name HARBORTOWN

VILLAGE

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Consumer Information

Name:

PSC Information

Assigned To: SHONNA MCCRAY

E-Tracking Number: 39238 Informal Conf.: N

. ) Entered By: DH
Business Name:HARBORTOWN VILLAGE Tallahassee. Florida 32399
’ Date: 09/17/2015
Svc Address: 7070 PLACIDA RD 850-413-6100 .
Time: 13:05
o . Via: E-FORM
County: Charlotte Phone: (330)-507-9436 Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU959
City/Zip: Placida / 33946- Company : PO:
Account Number: 2317610000 Attn. Elise Christian1192257W Disputed Amt: 0.00
Caller®s Name: THEODORE  WILSON Response Needed From Company? Y
Supmntl Rpt Req"d: / /
. ) Date Due: 10/08/2015 o
Mailing Address: 11220 HACIENDA DE MAR BLVD, Fax: (407) 869-6961 B Certified Letter Sent: / /
UNIT 206 ) ) Certified Letter Rec"d: / /
Interim Report Received: 7/ /
City/Zip:PLACIDA ,FL 33946 -
Reply Received: 09/30/2015 Closed by:  spu
Can Be Reached: -
Reply Received Timely/Late: T Date: 10/27/2015
Closeout Type: WB-01

Apparent Rule Violation: Y

Please review the "incorporated" Internet correspondence,
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]
Sent: Thursday, September 17, 2015 12:05 PM

Cc: Consumer Contact

Subject: E-Form Improper Billing TRACKING NUMBER: 39238

CUSTOMER INFORMATION

Name: Theodore Wilson

Telephone: 330-507-9436

Email: tjwsailor@comcast.net

Address: 11220 Hacienda Del Mar Blvd, Unit#206 Placida FL 33946

located between the quotation marks on this form,

in
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BUSINESS INFORMATION

Business Account Name: Harbortown Village Account Number: 2317610000
Address: 7070 Placida Road Placida Florida 33946

Water County Selected: CHARLOTTE
COMPLAINT INFORMATION

Complaint: Improper Billing against Utilities, Inc. of Sandalhaven

Details:

I am the president of the Harbortown Village Property Owners Association. We just received our waste water
processing bill and the rate structure used is entirely wrong.

The approved interim rates are $9.34 per gallon of waste water and the base rate approved based on a 6" meter
is $1,730.00.

We were billed at $15..17 per gallon and the base rate charged was $2,617.14.

We need to have this remedied in advance of the 9/29/15 due date in order to avoid a serious shortfall in our
operating account as well as avoid any penalties for late payment.

Thank you for your help, Ted Wilson.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:
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E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
09/30/2015 - Company response received via Email. DScott.

10/1/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

* The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Mr. Wilson.

* Due to an administrative error, the bill did not reflect the correct interim rates approved by the PSC
effective 7/29/15.

* His October bill will reflect the accurate lower interim rates and also include a credit to correct the
prior billing error.

* Mr. Wilson was contacted on 9/23/15, and his concerns were addressed.

* He was provided the option to wait for the October bill with the correct rates and credit before making a
payment or to pay an estimated amount towards the 9/9/15 bill.

* Mr. Wilson was satisfied with the contact and explanation.

* He made an estimated payment and will wait for the bill that will be issued in October with the
corrections.

Shonna McCray

10/1/15: NOte: It appears the company has violated PSC rules---improper rates applied. Shonna McCray

10/727/15: This inquiry closed. It appears the company has violated PSC rules---improper rates applied.
Shonna McCray
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Request No. 1192407W Name s Business Name VILLA CAPRI

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request .
Name: Assigned To: MARCOS
2540 Shumard Oak Boulevard
_ i . Entered By: DH
Business Name:VILLA CAPRI Tallahassee, Florida 32399
Date: 09/18/2015
Svc Address: 8501 PLACIDA RD, STE 4A 850-413-6100 .
Time: 14:05
o . Via: E-FORM
County: Charlotte Phone: Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU959
City/Zip: Placida / 33946- Company : PO:
Account Number: 8684573474 Attn. Elise Christian1192407W Disputed Amt: 0.00
Caller®s Name: NICHOLAS MACK Response Needed From Company? Y
Supmntl Rpt Req"d: / /
o ) Date Due: 10/09/2015 o
Mailing Address: 8501 PLACIDA RD, STE 4A Fax: (407) 869-6961 B [certified Letter Sent: / /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: PLACIDA ,FL 33946- -
Reply Received: 09/30/2015 Closed by: naB

Can Be Reached: _
Reply Received Timely/Late: T Date: 10/30/2015
Closeout Type: WB-01

E-Tracking Number: 59243 Informal Conf.: N Apparent Rule Violation: Y

Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]
Sent: Friday, September 18, 2015 1:55 PM

Cc: Consumer Contact

Subject: E-Form Other Complaint TRACKING NUMBER: 59243

CUSTOMER INFORMATION

Name: Nicholas Mack

Telephone:

Email:

Address: 8501 Placida Rd. Ste. 4A Placida FL 33946
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BUSINESS INFORMATION

Business Account Name: Villa Capri
Account Number: 8684573474
Address: 8501 Placida Rd. Ste 4A Placida Florida 33946

Water County Selected: CHARLOTTE
COMPLAINT INFORMATION

Complaint: Other Complaint against
Details:
Docket No. 150102-SU, Utilities Inc. of Sandalhaven

As the owner of a small business, a restaurant, | would like to object to both the current approved interim
and also the proposed rate increase. When a utility is looking to increase rates by 2.5x then this is nothing
but gouging the public to pay stockholders and nothing more. They hope that by asking for a 2.5x increase
they will get at least 1x if not more in the increase. As a small business owner who uses a lot of water but
also operates on a very small profit margin, it would seriously impact my business. This increase could lead
to either layoffs or the closing of many small businesses and restaurants in Charlotte county because we would
have to cut cost someplace to pay these outlandish rates. There is no other way to absorb the costs but to
either lay off staff, shut down, or raise prices and as both a commissioner and a consumer, you know that
people are always complaining about rising prices for goods and services. Please do not allow this rate
increase. "

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
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e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood

09/30/2015 - Company response received via Email. DScott.

10/06/2015 - Reviewed Company Response:

The Company provides that the Customer was charges at the incorrect rate for Docket No. 150102-SU. Due
administrative error, the bill did not reflect the correct interim rates approved by the FPSC effective
07/29/2015. The Customer®s October bill will reflect the accurate lower interim rates and also include
credit to correct the prior billing error. The Customer was contacted on 09/23/2015 and stated he was
satisftied with the resolution to his complaint.

MBermudez

10/30/2015 - Having received no further contact from the Customer, this case shall be closed. Because
Company applied the wrong rate to the Customer®s account, the case shall be closed as WB-01. MBermudez

to an

the
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Request No. 1192563W Name ARMEN ,LORI MRS Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: LORI ARMEN Assigned To: SHONNA MCCRAY

Entered By: DH

Business Name: Tallahassee, Florida 32399

Date: 09/21/2015
Svc Address: 6800 PLACIDA RD, UNIT 116 850-413-6100 .

Time: 13:06

o . Via: FAX
County: Sarasota Phone: Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU959

City/Zip: Englewood / 34224- Company: PO:
Account Number: 7630099199 Attn. Elise Christian1192563W Disputed Amt: 0.00
Caller®s Name: BRIAN  ARMEN Response Needed From Company? Y

Supmntl Rpt Req"d: / /

. ) Date Due: 10/12/2015 o

Mailing Address: 6800 PLACIDA RD, UNIT 116 Fax: (407) 869-6961 R Certified Letter Sent: /7 /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: ENGLEWOOD ,FL 34224- Closed by: gpMm

Date: 10/27/2015

Closeout Type: WB-01
Apparent Rule Violation: Y

Reply Received: 10/07/2015
Can Be Reached: ) )
Reply Received Timely/Late: T

E-Tracking Number: Informal Conf.: N

Please review the attached correspondence in which the customer reports the following:

Please be advised that Utilities Inc of Sandalhaven has issued a billing at an incorrect rate. *Please note
the attached customer correspondence*

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
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c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case hand-faxed to company. Case taken by Diane Hood
Customer correspondence was forwarded to Docket 150102-SU.

10/07/2015 - Company responses received via Email. DScott.

10/9/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

* The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Ms. Armen.

* Due to an administrative error, the bill did not reflect the correct interim rates approved by the PSC
effective 7/29/15.

* Her October bill will reflect the accurate lower interim rates and also include a credit to correct the
prior billing error.

* On 10/7/15, an email communication was sent to Ms. Armen that addressed her concerns and explained the
error, an apology was extended to her for the inconvenience,

* A copy of the communication was provided with the response.

Shonna McCray

Note: It appears the company has violated PSC rules---improper rates applied. Shonna McCray

10/27/15: This inquiry closed. It appears the company has violated PSC rules---improper rates applied.
Shonna McCray

Request No. 1192563W Name ARMEN ,LORI MRS Business Name
PAGE NO: 83




Request No. 1192602W

Name LOUIS ,DANIEL MR.

Business Name

Consumer Information

Name: DANIEL T LOUIS

Business Name:

Svc Address: 6610 GASPARILLA PINE BLVD
UNIT 203
County- Sarasota Phone: (513)-310-2375

City/Zip: Englewood / 34224-

Account Number: 81554 007528
Caller™s Name: DANIEL T LOUIS

Mailing Address: 1040 WINDING CREEK LANE

City/Zip:MASON ,0H 45040

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:
Attn. Elise Christianl1192602W

Response Needed From Company? Y
Date Due: 10/12/2015

Fax: (407) 869-6961 R

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: RJC

Date: 09/21/2015

Time: 15:29

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 23.42

Interim Report Received: 7/ /

Reply Received: 09/30/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: gpMm

Date: 10/27/2015

Closeout Type: WB-01
Apparent Rule Violation: Y

Preclose Type - Improper Bills

What is the amount of the bill in dispute?

Customer stated that he is disputing the amount

What is the date of the bill?

$23.42 from his total bill for $52.76

Customer stated that the service period for this billing statement is from 07/24/2015 to 08/24/2015.

Why do you believe you have been billed improperly?

Customer stated that there is no one living in the home during this last service period or the previous.
Customer stated that zero gallons were used last month and also zero gallons for the previous month according
to his billing statements from Charlotte County. Customer stated that how can the utility charge him for water
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that they claim to have treated when there was no usage of water to justify those particular billing charges.
Other Comments: Customer requests assistance from the PSC to resolve this dispute.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by R.Castillo

09/30/2015 - Company response received via Email. DScott.

10/2/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

* The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Mr. Louis.

* Due to an administrative error, the bill did not reflect the correct interim rates approved by the PSC
effective 7/29/15.

* His October bill will reflect the accurate lower interim rates and also include a credit to correct the
prior billing error.

* Mr. Louls was contacted on 9/23/15, and his concerns were addressed.

* He was satisfied with the contact and the explanation.

Shonna McCray

10/2/15: NOTE: It appears the company has violated PSC rules---improper rates applied. Shonna McCray
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10/27/15: This inquiry closed. It appears the company has violated PSC rules---improper rates applied.
Shonna McCray

11/16/15: 1:26 p-m. Called Mr. Daniel Louis at 513-310-2375 in reference to the Customer Satisfaction
Survey. No answer; left a message requesting a return call. Shonna McCray

11/20/15: 9:02 a.m. Called Mr. Daniel Louis at 513-310-2375. Discussed the base facilities charges with Mr.
Louis iIn detail. Mr. Louls stated his main concern is how many customers are billed for base facilities
charges only. Explained to Mr. Louis the PSC has not way of determining this. Suggested Mr. Louis contact
uUtilities, Inc. to determine it they have a vacation rate. He indicated that he would. Shonna McCray

Request No. 1192685W Name KING ,SHARON MS. Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: SHARON KING Assigned To: SHONNA MCCRAY

Entered By: SDM

Business Name: Tallahassee, Florida 32399

Date: 09/22/2015
Svc Address: 6800 PLACIDA ROAD #256 850-413-6100 .

Time: 11:16

o . Via: PHONE
County: Sarasota Phone: Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU959

City/Zip: Englewood / 34224- Company: PO:
Account Number: Attn. Elise Christianl1192685W Disputed Amt: 48_.97
Caller"s Name: SHARON KING Response Needed From Company? Y

Supmntl Rpt Req"d: / /

. ] Date Due: 10/13/2015 o

Mailing Address: 12848 NAYSIDE POINT Fax: (407) 869-6961 R Certified Letter Sent: /7 /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: WINNEBAGO ,IL 61088-8019 _
Reply Received: 10/07/2015 Closed by:  spu

Can Be Reached: (815)-301-5800 )
(619 Reply Received Timely/Late: T Date: 10/27/2015

Closeout Type: WB-01

E-Tracking Number: Informal Conf.: N Apparent Rule Violation: Y
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Preclose Type - Improper Bills

What is the amount of the bill in dispute? $48.97 wastewater base facility charge
What is the date of the bill?

Why do you believe you have been billed improperly?

Other Comments:
Ms. King states she has been billed $48.97 even though the approved interim rate $34.60. Customer request
that for the overage be refunded to her.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Shonna McCray

10/07/2015 - Company response received via Email. DScott.

10/9/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

*  The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Ms. King.

* Due to an administrative error, the bill did not reflect the correct interim rates approved by the PSC
effective 7/29/15.

* Her October bill will reflect the accurate lower interim rates and also include a credit for $18.83 to
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correct the prior billing error.

*

action taken to correct it.

*  An apology was extended to her for the error.
* A copy of the correspondence sent to Ms. King provided with this response.

Shonna McCray
Note:

10/27/15: This inquiry closed.
Shonna McCray

Request No. 1192819W

It appears the company has violated PSC rules---improper rates applied.

Name HESSLER ,JENNIFER MS.

Business Name

On 10/7/15, written correspondence was sent to Ms. King that explained the reason for the error and the

Shonna McCray

It appears the company has violated PSC rules---improper rates applied.

Consumer Information

Name: JENNIFER Q HESSLER
Business Name:

Svc Address: 6713 GASPARILLA PINES BLVD

County- Sarasota Phone: (989)-634-5145

City/Zip: Englewood / 34224-

Account Number: 1058510000
Caller®s Name: JENNIFER Q HESSLER

Mailing Address: 6897 MILLER RD

City/Zip: BANCROFT ,MI 48414

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

PSC Information

Assigned To: MARCOS
Entered By: JM
Date: 09/23/2015

Informal Conf.: N

Time: 10:11
) . Via: PHONE
Utility Information Prelim Type: IMPROPER BILLS
Company Code: SU959
Company: PO:
Attn. Elise Christian1192819W Disputed Amt: 0.00
Response Needed From Company? Y
Supmntl Rpt Req"d: / /
Date Due: 10/14/2015 o
FaX: (407) 869_6961 R Certlfled Letter Sent: / /
) } Certified Letter Rec*d: / /
Interim Report Received: 7/ /
Reply Received: 09/30/2015 Closed by:  wAB
Reply Received Timely/Late: T Date: 10/30/2015
Closeout Type: WB-01

Apparent Rule Violation: Y
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The customer is protesting the rate increase of the Company. The (interim) rate the PSC approved is viable for
the customer; however, the customer states that the rate the Company is proposing is double the current rate.
The customer states that is too exorbitant.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by J. Mclean-Sinatra

09/30/2015 - Company response received via Email. DScott.

10/06/2015 - Reviewed Company Response:

The Company provides that the Customer was charges at the incorrect rate for Docket No. 150102-SU. Due to an
administrative error, the bill did not reflect the correct interim rates approved by the FPSC effective
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07/29/2015.

credit to correct the prior billing error.
satisfied with the resolution to her complaint.

MBermudez

10/30/2015 - Having received no further contact from the Customer, this case shall be closed.
Company applied the wrong rate to the Customer®s account, the case shall be closed as WB-01.

Request No. 1192905W

Name EKEL ,JANET MS.

Business Name

Consumer Information

Name: JANET EKEL

Business Name:

Svc Address: 9092 KESTRAL CIRCLE

County- Sarasota Phone: (989)-975-0260

City/Zip: Englewood / 34224-
Account Number: 5188456263

Caller™s Name: JANET EKEL

Mailing Address: 9092 KESTRAL CIRCLE

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number:

The Customer®s October bill will reflect the accurate lower interim rates and also include a
The Customer was contacted on 09/23/2015 and stated she was

Because the
MBermudez

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:

Attn. Elise Christianl1192905W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: JM
Date: 09/23/2015

Time: 14:53

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 0.00

Response Needed From Company? Y

Date Due: 10/14/2015
Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 10/07/2015
Reply Received Timely/Late: T

Informal Conf.: N

Closed by: gpM

Date: 10/30/2015

Closeout Type: PR-68
Apparent Rule Violation: N
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The customer states that the rate hike is out of line. The customer states the base rate increase is ‘‘gouging”
people. The base rate is almost double that of other communities. The caller would like the above issue
investigated.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®"s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl_us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by J Mclean-Sinatra

10/07/2015 - Company response received via Email. DScott.

10/79/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

* On 10/7/15, e-mail correspondence was sent to Ms. Ekel that provided information concerning the Customer
meetings and addresses for sending any written comments regarding the Utility and the proposed rates, or
request to be placed on the mailing list for this case.

* A copy of the correspondence provided with the response.

Shonna McCray
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NOTE: The response to the customer states the following:
"Dear Ms. Ekel:

This correspondence is In reference to your request to the Florida Public Service Commission dated 9/23/15 to
investigate the Application for Increase in Wastewater Rates in Charlotte County by Utilities, Inc. of
Sandalhaven that is filed under Docket 150102-SU.

On 9/24/15, the Staff of the Florida Public Service Commission conducted a Customer meeting to discuss
Utilities, Inc. of Sandalhaven®s application for a rate increase and for all Customers present to be heard.
The meeting was held at Tringali Community Center, 3400 N. Access Road., Englewood, FL. The Customers were
sent a notice on 8/25/15 to the mailing address on file under their Sandalhaven Utility account number that
informed them about the meeting. There will be procedures scheduled for later dates by the Commission®s
office after that Customer meeting. A Customer meeting will be scheduled and you will be provided with a
separate notice of its date, time and location. Any person who wishes to comment or provide information to
Commission staff may do so at the meetings, either orally or in writing. Other written comments regarding the
utility and the proposed rates, or requests to be placed on the mailing list for this case, may be directed
to:

Florida Public Service Commission
Director, Office of Commission Clerk
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0870

A courtesy copy of written comments and complaints may be mailed to the following:

Martin S. Friedman Esquire

Friedman & Friedman, P.A.

766 North Sun Drive, Suite 4030

Lake Mary, Florida 32746

Please do not hesitate to contact our office if additional information is requested. The Florida Public

Service Commission is iIncluded in this correspondence.™
Shonna McCray

NOTE: It appears customer was not improperly billed. This appears to be a protest (PR-68). Shonna McCray

10/30/15: This inquiry closed. Shonna McCray
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Request No. 1192908W

Name BREWER ,SUSAN MS.

Business Name

Consumer Information

Name: SUSAN BREWER

Business Name:

Svc Address: 6800 PLACIDA RD, UNIT 240

County- Sarasota Phone:

City/Zip: Englewood / 34224-

Account Number: 2460748241
Caller™s Name: SUSAN BREWER

Mailing Address: 6800 PLACIDA RD, UNIT 240

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number: 59272

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:
Attn. Elise Christian1192908W

Response Needed From Company? Y
Date Due: 10/14/2015

Fax: (407) 869-6961 R

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: DH

Date: 09/23/2015

Time: 14:57

Via: E-FORM

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 0.00

Interim Report Received: 7/ /

Reply Received: 10/07/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: gpMm

Date: 10/30/2015

Closeout Type: WB-01
Apparent Rule Violation: Y

Please review the "incorporated" Internet correspondence,
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]

Sent: Wednesday, September 23, 2015 2:54 PM

Cc: Consumer Contact

Subject: E-Form Improper Billing TRACKING NUMBER: 59272

CUSTOMER INFORMATION

Name: Susan Brewer
Telephone:
Email: slbrewerl0l@gmail.com

Address: 6800 Placida Road Englewood FL 34224

located between the quotation marks on this form, in
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BUSINESS INFORMATION

Business Account Name: Utilities inc of Sandalhaven Account Number: 2460748241
Address: PO Box 11025 Lewiston ME Florida 04243-9476

Water County Selected: CHARLOTTE
COMPLAINT INFORMATION

Complaint: Improper Billing against Utilities, Inc. of Sandalhaven

Details:

They made a mistake on our bill, the Commission has approved of an Interim Rate increase, but they billed us
the rate they wanted. Called the company and they said they made a mistake on the bill but we would be
credited for the next month. |1 would rather not give them that extra money. The increase that they want to
get Is an increase way over 50% a month. That is ridiculous. Susan Brewer ™

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
Customer correspondence has been forwarded to Docket 150102.

IRequeSt No. 1192908WwW Name BREWER ,SUSAN MS. Business Name
PAGE NO: 94




10/07/2015 - Company response received via Email. DScott.

10/9/715: REVIEWED COMPANY RESPONSE. Response indicates the following:
* The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Ms. Brewer.
* Due to an administrative error, the bill did not reflect the correct interim rates approved by the PSC

effective 7/29/15.

* Her October bill will reflect the accurate lower interim rates and also include a credit to correct the
prior billing error.

* 0On 10/7/15, e-mail correspondence was sent to Ms. Brewer that explained the reason for the error and the
action taken to correct it.

*  An apology was extended to her for the error.

* A copy of the correspondence sent to Ms. King provided with the response.

Shonna McCray

Note: It appears the company has violated PSC rules---improper rates applied. Shonna McCray

10/30/15: This inquiry closed. It appears the company has violated PSC rules---improper rates applied.
Shonna McCray
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Request No. 1192968W Name MCHENRY

,bJANICE MS. Business Name

Consumer Information

Name: JANICE MCHENRY
Business Name:

Svc Address: 9065 EVELYN RD

County- Sarasota Phone:
City/Zip: Englewood / 34224-
Account Number: 9941610000

Caller®s Name: JANICE  MCHENRY

Mailing Address: 9065 EVELYN RD

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:

Attn. Elise Christianl1192968W

Response Needed From Company? Y

Date Due: 10/15/2015
Fax:

PSC Information

Assigned To: MARCOS
Entered By: DH

Date: 09/24/2015

Time: 10:12

Via:MAIL

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 0.00

(407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 10/07/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: MAB

Date: 10/30/2015

Closeout Type: WB-01
Apparent Rule Violation: Y

Please review the attached correspondence in which the customer reports the following:

Enclosed 1 have copies of bills for Sept. and Oct.
note the attached customer correspondence*

The base rate has changed from $29.34 to $48.19.

*Please

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.

1. Complaint resolution should be provided to the customer via direct contact with the customer,

either

verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has

been sent to the company.

3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

Request No. 1192968W

Name MCHENRY ,JANICE MS.

Business Name
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c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case hand-faxed to company. Case taken by Diane Hood
Customer correspondence was forwarded to Docket 150102-SU

10/07/2015 - Company response received via Email. DScott.
10/29/2015 - The Company has provided the following information regarding the Customer®"s concerns:
"Dear Mr. Bermudez-Frau:

This correspondence is in reference to Ms. Janice McHenry®"s complaint concerning Improper Bill issued to her
by Utilities, Inc. of Sandalhaven dated 9/10/15. Ms. McHenry is a customer at 9065 Evelyn Rd., Englewood, FL.

The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Ms. McHenry. Due to an
administrative error, the bill did not reflect the correct interim rates approved by the FPSC effective
7/29/15. The bill was corrected to the approved rates. Ms. McHenry was issued a corrected bill for 9/10/15
that reflected the correct rates and the correct amount to be drafted from her bank account. 10/1/15 written
correspondence was sent to Ms. McHenry that explained the reason for the error and a copy of the corrected
bill was included. An apology was extended to her for the error. A copy of the correspondence sent to her is
included with this response.

Please contact our office if additional information is required.

Respectfully,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961
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Email:
Website:

eschristian@uiwater.com
www.uiwater.com "'

MBermudez

10/30/2015 - Having received no further contact from the Customer, this case shall be closed.
Company applied the wrong rate to the Customer®s account, the case shall be

Request No. 1193001W

Name DIDIO ,EDITH MS.

Business Name

closed as WB-01.

Because the
MBermudez

Consumer Information

Name: EDITH DIDIO

Business Name:

Svc Address: 6800 PLACIDA ROAD UNIT #126

County- Sarasota Phone: (941)-698-7999

City/Zip: Englewood / 34224-
Account Number: 9782610000

Caller™s Name: EDITH DIDIO

Mailing Address: 6800 PLACIDA ROAD UNIT #126

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number:

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:
Attn. Elise Christian1193001W

Response Needed From Company? Y
Date Due: 10/15/2015

PSC Information

Assigned To: MARCOS
Entered By: SGL

Date: 09/24/2015

Time: 12:00

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 40.00

Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 10/07/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: MAB

Date: 12/11/2015

Closeout Type: WB-01
Apparent Rule Violation: Y
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Preclose Type - Improper Bills
What is the amount of the bill in dispute? $40.00
What is the date of the bill? September 2015

Why do you believe you have been billed improperly? Customer states her bill doubled while under the open
docket 150102-SU for a rate increase. Customer states that even if there iIs an interim rate increase her bill
should not have doubled for the current billing cycle.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Suzelle Lynch

10/07/2015 - Company response received via Email. DScott.

10/29/2015 - The Company has provided the following information regarding the Customer®"s concerns:

"Dear Mr. Bermudez-Frau:
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This correspondence is in reference to Ms. Edith Didio®s complaint concerning Improper Bill issued to her by
Utilities, Inc. of Sandalhaven dated 9/10/15. Ms. Didio is a customer at 6800 #126 Placida Rd., Englewood,
FL.

The incorrect rates for wastewater service under Docket No. 150102-SU were billed to Ms. Didio. Due to an
administrative error, the bill did not reflect the correct interim rates approved by the FPSC effective
7/29/15. Her October bill will reflect the accurate lower interim rates and also include a credit to correct
the prior billing error. 10/1/15 written correspondence was sent to Ms. Didio that explained the reason for
the error and the action taken to correct it. An apology was extended to her for the error. A copy of the
correspondence sent to her is included with this response.

Please contact our office if additional information is required.

Respectfully,

Elise S. Christian

Customer Relation Specialist
Phone: 1-800-272-1919

Fax: 407-869-6961

Email: eschristian@Quiwater.com
Website: www.uiwater.com "

MBermudez

10/30/2015 - Having received no further contact from the Customer, this case shall be closed. Because the
Company applied the wrong rate to the Customer®s account, the case shall be closed as WB-01. MBermudez
11/23/2015 - Received Customer Satisfaction Survey from the Customer which states the Company adjusted the
bills, but the bills are still too high. Attempted to contact the Customer but received no answer. Left call

back voicemail message to discuss her continued concerns further. MBermudez

11/30/2015 Customer called and asked to speak to analyst. Transferred caller to MBermudez who accepted the
call. BJoiner

11/30/15: Complaint reopened. RRoland

11/30/2015 - Received a call from the Customer status that her bill is still very high. She states that her
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bill used to be around $30 monthly, then it jumped to $80, and that bill was adjusted to $50. Customer is
still questioning the accuracy of her bills.

Reminded the Customer that the Company is only responsible for the usage until i1t reaches the meter.
Everything past that point is considered the Customer®s responsibility.

Advised the Customer that 1 will file he objection and request that her meter be tested for accuracy. Advised
that once | received the final report from the Company and have had time to review the information, I will
give her a call back. Customer understood.

MBermudez

11/30/2015 - ATTENTION COMPANY// SUPPLEMENTAL REQUEST// PLEASE RESPOND BY 12/09/2015

Please review the above note. The Customer is still questioning the accuracy of her bill.

Please provide a financial audit for the past 12 months and include bill copies for the past three months.
Also, test the Customer®s meter for accuracy and provide when the meter was tested and what the results were.
Provide all of this and anything else the Company feels is relevant to the case by 12/09/2015.

MBermudez

12/07/2015 - Company response received via Email. DScott.

12/11/2015 - Reviewed Company Response:

The Company provides that the Company receives the meter readings from Charlotte County Utility in order to
bill the Customer for wastewater. It provides that because the water meter does not belong to the Company,
the Customer would need to contact Charlotte County Utility in order to request that her meter be tested for
accuracy.

MBermudez

12/11/2015 - Contacted the Customer and went over the Company Response. Advised the Customer that based on
the Company®"s approved tariff, and assuming that the readings Charlotte County Utility has provided to the
Company is correct, then the account is being properly billed, with the exception of her 09/10/2015 bill that

was adjusted on 09/29/2015. Advised the Customer that the billing error on her 09/10/2015 has resulted with
an infraction since she was charged at the wrong rate. Customer understood.
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Advised the Customer that if she is questioning the accuracy of her meter, she will need to request a meter
test through Charlotte County Utility. Advised that if she is having trouble making the request directly with
the utility, she can contact the Charlotte County Commission to File a complaint.
the contact number to Charlotte County Commission. Customer understood.

MBermudez

12/11/2015 - This case shall be closed as WB-01.

Request No. 1194987W

Name BURNEY ,NORMAN

MBermudez

MR. Business Name

Consumer Information

Name: NORMAN BURNEY

Business Name:

Svc Address: 3042 AUDUBON AVENUE

County- Sarasota Phone: (941)-697-5198

City/Zip: Englewood / 34224-

Account Number: 0339510000
Caller™s Name: MARY BURNEY

Mailing Address: 3042 AUDUBON AVENUE

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number:

Provided the Customer with

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:
Attn. Elise Christian1194987W

Response Needed From Company? Y
Date Due: 11/04/2015

Fax: (407) 869-6961 R

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: RJC
Date: 10/14/2015

Time: 15:47

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 42.31

Interim Report Received: 7/ /

Reply Received: 11/02/2015
Reply Received Timely/Late: T

Informal Conf.: N

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: gpM

Date: 11/24/2015

Closeout Type: WB-01
Apparent Rule Violation: Y
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Preclose Type - Improper Bills

What is the amount of the bill in dispute?

Customer stated that she is disputing the amount $42.31 from her total bill for $88.31.
What is the date of the bill?

Customer stated that it is her most recent billing statement received in October.

Why do you believe you have been billed improperly?

Customer stated that she attended a meeting on 09/24/2015 regarding the request from the utility to request a
rate increase and she was informed that the bill she received on 09/10/2015 was incorrect. Customer stated
that she was going to wait for adjusted billing statement before making a payment but she received a notice
from the utility for a service disconnection If they do not receive the full amount. Customer stated that her
average monthly wastewater bill is around $46.00 based on the +two previous billing statements. Customer does
not understand how the utility can increase her bill to $88.31 if she is utilizing the same amount of water
as before.

Other Comments: Customer requests assistance from the PSC to resolve this dispute.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the
following e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by R._Castillo
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1170272015 - Company response received via Email. DScott.

11/3/15: REVIEWED COMPANY RESPONSE. Response indicates the following:

*  Written correspondence was sent to Mr. Burney on 10/29/15 that addressed his concerns and the disputed
amount for $42.31 on his bill dated 10/11/15.

* Utilities, Inc. apologized for the incorrect rates billed for his wastewater service.

* Due to an administrative error, his 9/11/15 bill did not reflect the correct interim rates approved by
the PSC effective 7/29/15.

* The error was corrected and his bill for October reflected the accurate lower interim rates and also
included a credit for $31.53 to correct the prior billing error.

* A copy of the 10/11/15 bill with the credit and a copy of the written correspondence that was sent to Mr.
Burney provided with response to PSC.

Shonna McCray

NOTE: It appears the company has violated PSC rules---improper rates applied. Shonna McCray

11/24/15: This inquiry closed. It appears the company has violated PSC rules---Improper rates applied.
Shonna McCray
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Request No. 1210968W

Name DIDIO ,EDITH MRS

Business Name

Consumer Information

Name: EDITH DIDIO

Business Name:

Svc Address: 6800 PLACIDA RD
UNIT 126

City/Zip: Englewood / 34224-

Account Number: 9782610000
Caller™s Name: EDITH DIDIO

Mailing Address: 6800 PLACEDA RD
UNIT 126

City/Zip: ENGLEWOOD ,FL 34224-

Can Be Reached:

E-Tracking Number:

County- Sarasota Phone: (941)-698-7999

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company: UTILITIES, INC. OF FLORIDA
Attn. Elise Christianl1210968W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: EAN
Date: 04/25/2016

Time: 16:05

Via: PHONE

Prelim Type: IMPROPER BILLS
PO:

Disputed Amt: 36.42

Response Needed From Company? Y

Date Due: 05/16/2016
Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 04/28/2016
Reply Received Timely/Late: T
Informal Conf.: N

Closed by: gpMm

Date: 06/10/2016

Closeout Type: GI-25
Apparent Rule Violation: N

Preclose Type - Improper Bills

What is the amount of the bill in dispute? $76.42

What is the date of the bill? April 2016

Why do you believe you have been billed improperly? Customer stated her average bill

Other Comments:

Customer stated she contacted the company but did not get any clarifying information.

Customer requesting an account review.

is no more than $40.00
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Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing within 15 working days after the complaint has been sent to the company.
2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working days after the complaint has
been sent to the company.
3. The response should include the following:

a) the cause of the problem

b) actions taken to resolve the customer®s complaint

c) the company®s proposed resolution to the complaint

d) answers to any questions raised by staff in the complaint

e) confirmation the company has made direct contact with the customer
4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax, or physical addresses:
E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.

Tallahassee, Florida 32399-0850

Case taken by Elodie Nau
04/28/2016 - Company response received via Email. DScott.

5/2/16: REVIEWED COMPANY RESPONSE. Response indicates the following:

*  This correspondence is in reference to Ms. Edith Didio"s complaint concerning rates charged to her for
wastewater service by Utilities, Inc. of Florida-Sandalhaven on her bill dated 4/13/16.

* Ms. Didio is a customer at 6800 Placida Rd., Unit 126, Englewood, Florida.

* Ms. Didio was charged the correct rates on her April bill.

* 0On 4/28/16, written correspondence was sent to Ms. Didio that provided information concerning the current
approved rates.

* Information was also provided to her concerning the Customer notices and the PSC Staff meeting for the
Customers prior to the approved rates and she was also provided a copy of the approved tariff with the current
rates.

* A copy of the correspondence and the documents that were provided to Ms. Didio provided with the response.
Shonna McCray

6/10/16: This inquiry closed. Shonna McCray

Request No. 1210968W Name DIDIO ,EDITH MRS Business Name
PAGE NO: 106




Request No. 1230946W Name

MCCARTHY ,PATRICK MR.

Business Name

Consumer Information

Name: PATRICK MCCARTHY

Business Name:

Svc Address: 8793 CONCH AVE

City/Zip: Placida / 33946-

Account Number: 5423755713
Caller™s Name: PATRICK MCCARTHY

Mailing Address: 8793 CONCH AVE

City/Zip:PLACIDA ,FL 33946-

Can Be Reached:

E-Tracking Number: 121955

County- Charlotte Phone: (941)-698-0255

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code: SU959

Company:
Attn. Elise Christian1230946W

Response Needed From Company? Y
Date Due: 01/09/2017

PSC Information

Assigned To: ELLEN PLENDL
Entered By: DH

Date: 12/15/2016

Time: 11:15

Via: E-FORM

Prelim Type: IMPROPER BILLS
PO: RICK SCOTT

Disputed Amt: 0.00

Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 01/09/2017
Reply Received Timely/Late:

Informal Conf.: N

Supmntl Rpt Req"d: 03/13/2017
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by:

Date: / /

Closeout Type:
Apparent Rule Violation: N

Please review the "incorporated" Internet correspondence,
which the customer reports the following:

————— Original Message-----

From: consumerComplaint@psc.state.fl.us [mailto:consumerComplaint@psc.state.fl.us]

Sent: Wednesday, December 14, 2016 2:41 PM

To: Consumer Contact

Subject: E-Form Improper Billing TRACKING NUMBER: 121955

CUSTOMER INFORMATION

Name: Patrick McCarthy

Telephone: (941) 698-0255

Email: paddy mccarthy@hotmail.com

Address: 8793 Conch Ave Placida FL 33946

located between the quotation marks on this form, in

hequest No. 1230946W
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BUSINESS INFORMATION

Business Account Name: Patrick McCarthy
Account Number: 5423755713

Address: 8793 Conch Ave Placida FL 33946

Water County Selected: Charlotte

COMPLAINT INFORMATION

Complaint: Improper Billing against Utilities, Inc. of Florida

Details:

The Utilities Inc. bill has been triple the amount of the Charlotte County bill. We moved in On 09/01/2016 and
the total amount paid to date is 413.96. We understand some cost may be for a deposit, but these charges are
way out of control. EX. Charlotte water charge = $36.52, Utilities Inc. charges = 92.53. We moved from
Sarasota FI, and our average bill was not higher then $66.00, for a home with 24" pool and over 3,000 sq. ft.
There are two adults living at the Placida address with not irrigation in use and no pool. Thanking you in
advance please look into this for us.

McCarthy*s

8793 Conch Ave

Placida, FL 33946

941.698.0255 *

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
Mail - 2540 Shumard Oak Blvd.
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Tallahassee, Florida 32399-0850
Case taken by Diane Hood
12/27/16- Customer called to leave a voice message for Rey, transferred to voice mail.-Kenny Davis

12/30/16: Mr. McCarthy called and stated he has not been contacted by the company. Explained to Mr. McCarthy
the company is required to contact him by January 9, 2017. He will call back if he is not contacted. Shonna
McCray

12/30/16: Rey advised of customer®s call via email. Shonna McCray
01/09/2017 - Company responses received via Email. DScott.
01/10/17- Customer called transferred to Rey.-Kenny Davis

01/10/17 Mr. McCarthy called back regarding his complaint. Customer stated that he received an email message
from Elise S. Christian a representative of the water utility and the message stated that basically the amount
he owes is correct and was advised of the request from the utility for a rate increase was submitted to the
PSC. 1 informed Mr. McCarthy to please forward the message you received from Mr. Christian and allow me time
to review the company response so | can make a determination. R.Castillo

01/10/17 Customer received company response via email and forwarded the message to the PSC:

From: Elise Christian <ESChristian@uiwater.com>
Sent: Monday, January 9, 2017 11:21 AM

To: paddy_mccarthy@hotmail .com

Cc: PSCREPLY@PSC.STATE.FL.US

Subject: FPSC REQUEST NO. 1230946W

Dear Mr. McCarthy:

This correspondence is in reference to your complaint to the Florida Public Service Commission (FPSC)
concerning the wastewater rates charged to you by Utilities, Inc. of Florida for service at 8793 Conch Ave.,
Placida, FL.

In your complaint you stated that charges for wastewater service by Utilities, Inc. of Florida are higher than
the charges you pay to Charlotte County for water and requested FPSC to review the wastewater charges. The
Utility filed an application/request with the FPSC to charge a certain rate for wastewater. The
application/request included the required documentation for the requested rates. After the FPSC reviewed the
filing and all required changes were made, the current rates were approved by FPSC. The current rates charged
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to you for wastewater service at 8793 Conch Ave. are regulated and are approved by FPSC.

A copy of the current approved tariff dated 12/20/2016 with the current rates that were approved on 12/20/2016
is included with this correspondence. The new rates will be charged for service on and after 12/20/2016. On
12/23/2016, a notice was mailed to all Utilities, Inc. of Florida Customers informing the Customers that the
utility filed a request with FPSC to increase/decrease its rates. The notice provides information about the
Docket Numbers for each area serviced by Utilities, Inc. of Florida, the dates for the Customer hearings, the
time and the locations for the Customer hearings that are scheduled by FPSC. |1 have included a copy of the
notice with this correspondence.

Please contact our Customer Service Department at 1-866-842-8432 if you require additional assistance. The
FPSC is included in this correspondence.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

Attachments: Customer notice for request for rate increase Docket #160101 - WS, Watewater Tariff with
Residential Service Rate Schedule Uitlities Inc. of Florida

Company response entered by R.Castillo
01/12/2017 Received customer correspondence via email. R.Castillo

From: paddy mccarthy <paddy_ mccarthy@hotmail.com>
Sent:Thursday, January 12, 2017 8:08 AM

To: Rey Castillo

Subject: Fw: FPSC REQUEST NO. 1230946W

Attachments: SANDALHAVEN DOCKET NO 150102 SU 1.6.16.pdf

Mr. Castill, are these people kidding me? 1 need some one, any one to explain to me why they are charging
three times (3X) the amount for waste water. Do all their customers pay the same rate?. This avenue needs to
be pursued. Their operation in other counties I believe has lower rates. | don®"t know if you can help, but if
not I*m not going to let them get away with this. Her response to me was to the read the forty nine (49) pages
and find it! 1 do THANK YOU for all you have done! Please respond so then 1 may go further with my complaint
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and concerns.
Paddy McCarthy
Customer correspondence entered by R.Castillo

0171272017 1 attempted to contact Patrick McCarthy at telephone 941.698.0255 and he was not available so 1
left him a message to call me back at my office telephone number. R.Castillo

0171272017 Sent email message to Mr. Murphy to please provide copies of his billing statements so | can review
the charges, provided Mr. Murphy my personal fax number and the PSC toll free fax number. R.Castillo

01/11/2017 - Company response received via Email. DScott.
Company response indicates the following:

Subject: RE: FPSC REQUEST NO. 1230946W

From: Elise Christian <ESChristian@uiwater.com>

Sent: Wed 1/11/2017 3:22 PM

To: paddy_mccarthy@hotmail.com

C.C.: PSCREPLY@PSC.STATE.FL.US

Attachments: Sandlahaven Docket No. 150102 SU 1.6.16 PDF

Dear Mr. McCarthy,

Please see the attached information from Docket No. 150102-SU filed by Utilities, Inc. of Sandalhaven July 6,
2015. The rate reflected on this Docket is the current rate billed prior to the new approved rate that became
effective on 12/20/2016 for service on or after that date.

You asked why your rates for wastewater service provided to you by Utilities, Inc. of Florida, formally known
as Utilities, Inc. of Sandalhave is higher than the rates you paid to Charlotte County or for the water that
is provided to your residence by Charlotte County.

Response: Utilities, Inc. of Florida is regulated by the Florida Public Service Commission. The rates
charged to the Customer have been reviewed and have been approved by the Florida Public Service Commission
(FPSC). There are certain components that go into an application for a rate change that FPSC requires from
the utility. The rates you are charged for wastewater service are approved and regulated by FPSC.

You mentioned that you do not have a swimming pool, so why are the rates so high? A swimming pool does not
require wastewater service. The water used for a pool is billed under your water charges if or when water is
added to the pool.
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IT you don"t mind reading some 49 pages of the application filed by Utilities, Inc. of Florida, aka Utilities,
Inc. of Sandalhaven under Docket 150102 concerning the rates you question, the details of the process
including the customers input are found in that Docket. It is found on the Florida Public Service Web page
at: http://www.psc.state If you would like to follow the process for Consumers on a rate case, please follow
the link I have provided at : http://www.psc.state.fl _us/Publications/RateCaseOverviews The records are
all public information and there are also contact telephone numbers for assistance on pending rate cases.

Utilities, Inc. of Florida does not have any jurisdiction or authority to control the rates charged to you by
Charlotte County or to any of their customers. In most cases, utilities of this nature are regulated by a
municipality. |1 cannot tell you why Charlotte County rates are different from Utilities, Inc. of Florida“s

rate. Perhaps a better explanation can be obtained from them concerning how their rates are developed for the
services that they provide.

I hope the information provided is helpful. Please do not hesitate to contact me if additional information is
requested.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

Company response entered by R.Castillo

1/17/2017 Customer correspondence received via U.S. mail, and forwarded to RCastillo. DHood
Customer correspondence includes the following:

First page is a letter typed out

Dated 01/12/17 at the top left corner i1t appears written by hand with a ball point pen.

Rey Castill,
Ray per our conversation here is the Utilities Bills. Since 09/01/2016 they have bill me a total of $506.68 .

Charlotte county has billed me for the same time frame $104.78, Utilities is charging 5X the amount. Please
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let me know what can be done.
Thanking you in advance.
/177777777 S /1///7/77777

Paddy McCarthy
941.698.0255

Attached are copies of billing statements from Utilities, Inc.

First copy attached

Bill Date 01/11/2017
Account number: 5423755713
Due Date: 02/02/2017
Please Pay: $185.26

Name: Patrick McCarthy
Primary Phone #: (941) 698 - 0255

Service Address: 8793 Conch Avenue, Placida,

Activity Since Last Bill

Previous Balance

Payments received as of 01/11/2017
Balance as of 01/11/2017

Wastewater Residential Service
Wastewater Base Charge

2,893 gallons at $16.41 per 1,000 gallons
Total Wastewater Residential Service

Wastewater Residential Service
Wasterwater Base Charge

107 Gallons at $15.98 per 1,000 gallons
Total Wastewater Residential Service

Total Amount Due:

FL 33946

$92.53
0.00
$92.53

$42.04
$47 .47
$89.51

$1.51
$1.71
$3.22

$185.26
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Second copy attached
Bill Date 12/13/2016
Account number: 5423755713
Due Date: 01/04/2017
Please Pay: $92.53
Name: Patrick McCarthy
Primary Phone #: (941) 698 - 0255
Service Address: 8793 Conch Avenue, Placida, FL 33946

Activity Since Last Bill

Previous Balance $232.42
Payments received as of 12//2017 - $232.72

Balance as of 01/11/2017 - $0.30
Wastewater Residential Service

Wastewater Base Charge $43.60

3,000 gallons at $16.41 per 1,000 gallons $49.23

Total Wastewater Residential Service $92.83

Total Amount Due: $92.53

These billing statements are included in the complaint file for further review.
Customer correspondence entered by R.Castillo

01/19/2017 - Company response received via Email. DScott.

Company response indicates the following:

From: paddy mccarthy <paddy_mccarthy@hotmail .com>

Sent: Thursday, January 19, 2017 1:13 PM

To: Elise Christian

Cc: PSCREPLY; Rey Castillo
Subject: Re: FPSC REQUEST NO. 1230946W
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Elise, the new approved rate that became effective 12/20/2016, Dockett No0.2011-01-S is a reduction of
Utilities rates. To date your request, Docket No. 150102-SU is still being reviewed by PSC and not approved.
Will Utilities adjust their invoices from 12/20/2016 to reflect this reduction?

Regards,
Patrick McCarthy

From: Elise Christian <ESChristian@uiwater.com>
Sent: Wednesday, January 11, 2017 3:22 PM

To: paddy mccarthy

Cc: PSCREPLY@PSC.STATE.FL.US

Subject: RE: FPSC REQUEST NO. 1230946W

Dear Mr. McCarthy,

Please see the attached information from Docket No. 150102-SU filed by Utilities, Inc. of Sandalhaven July 6,
2015. The rate reflected on this Docket is the current rate billed prior to the new approved rate that became
effective on 12/20/2016 for service on or after that date.

You asked why your rates for wastewater service provided to you by Utilities, Inc. of Florida, formally as
Utilities, Inc. of Sandalhave is higher than the rates you paid to Charlotte County or for the water that is
provided to your residence by Charlotte County.

Response: Utilities, Inc. of Florida is regulated by the Florida Public Service Commission. The rates charged
to the Customer have been reviewed and have been approved by the Florida Public Service Commission (FPSC).
There are certain components that go into an application for a rate change that

FPSC requires from the utility. The rates you are charged for wastewater service are approved and regulated by
FPSC.

You mentioned that you do not have a swimming pool, so why are the rates so high? A swimming pool does not
require wastewater service. The water used for a pool is billed under your water charges if or when water is
added to the pool.

IT you don”’t mind reading some 49 pages of the application filed by Utilities, Inc. of Florida, aka Utilities,
Inc. of Sandalhaven under Docket 150102 concerning the rates you question, the details of the process
including the customers input are found in that Docket. It is found on the Florida Public Service Web page
at: http://www.psc.state If you would like to follow the process for Consumers on a rate case,

please follow the link 1 have provided at: http://www.psc.state.fl._us/Publications/RateCaseOverviews The
records are all public information

and there are also contact telephone numbers for assistance on pending rate cases.
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Rate Case Overviews - Florida Public Service Commission
www.psc.state.fl._us

Utilities, Inc. of Florida does not have any jurisdiction or authority to control the rates charged to you by
Charlotte County or to any of their customers. In most cases, utilities of this nature are regulated by a
municipality. |1 cannot tell you why Charlotte County rates are different from Utilities, Inc. of Florida’s
rate. Perhaps a better explanation can be obtained from them concerning how theilr rates are

developed for the services that they provide.

I hope the information provided is helpful. Please do not hesitate to contact me if additional information is
requested.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

From: paddy mccarthy [mailto:paddy mccarthy@hotmail.com]
Sent: Monday, January 09, 2017 4:55 PM

To: Elise Christian <ESChristian@uiwater.com>

Subject: Re: FPSC REQUEST NO. 1230946W

Elise, not good enough, your approval was granted on 12/20/2016. Your bills are prior to that decision.

This matter will not rest with your reply. I"m willing, able and can go all the way with this to the
appropriate parties. As an old disabled Marine we always go towards the fight! Now is the time to answer the
complaint why my bill is so high for two residents living in 1800 sq. ft., with out a pool! Please explain why
my bill from you was three times (3X) what Charlotte county charged me for incoming water? None of this makes
any sense.

Regards,
Patrick McCarthy

From: Elise Christian <ESChristian@uiwater.com>
Sent: Monday, January 9, 2017 11:21 AM
To: paddy_mccarthy@hotmail .com
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Cc: PSCREPLY@PSC.STATE.FL.US
Subject: FPSC REQUEST NO. 1230946W

Dear Mr. McCarthy:

This correspondence is in reference to your complaint to the Florida Public Service Commission (FPSC)
concerning the wastewater rates charged to you by Utilities, Inc. of Florida for service at 8793 Conch Ave.,
Placida, FL.

In your complaint you stated that charges for wastewater service by Utilities, Inc. of Florida are higher than
the charges you pay to Charlotte County for water and requested FPSC to review the wastewater charges. The
utility filed an application/request with the FPSC to charge a certain rate for wastewater. The
application/request included the required documentation for the requested rates. After the FPSC reviewed the
filing and all required changes were made, the current rates were approved by FPSC. The current rates charged
to you for wastewater service at 8793 Conch Ave. are regulated and are approved by FPSC.

A copy of the current approved tariff dated 12/20/2016 with the current rates that were approved on 12/20/2016
is included with this correspondence. The new rates will be charged for service on and after 12/20/2016. On
12/23/2016, a notice was mailed to all Utilities, Inc. of Florida Customers informing the Customers that the
utility filed a request with FPSC to increase/decrease its rates. The notice provides information about the
Docket Numbers for each area serviced by Utilities, Inc. of Florida, the dates for the Customer hearings, the
time and the locations for the Customer hearings that are scheduled by FPSC. 1 have included a copy of the
notice with this correspondence.

Please contact our Customer Service Department at 1-866-842-8432 it you require additional assistance. The
FPSC is included in this correspondence.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

Company response entered by R.Castillo

01/23/17 REQUEST FOR SUPPLEMENTAL RESPONSE
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Please provide the PSC the billing history for the customer going back to September 1, 2016 to the present.
Please respond to the PSC by February 1, 2017. R.Castillo

FhIhhkhkhkhkhkhkhkhkhkhkhkhkhkxkix

From: Rey Castillo

Sent: Wednesday, January 25, 2017 10:12 AM
To: "paddy_mccarthy@hotmail.com”

Cc: "ESChristian@uiwater.com”

Subject: FPSC Complaint #1230946W

Patrick Murphy,

Please understand that we are looking at only the Wastewater Residential Service Charges and what you pay
Charlotte County for water is a completely different matter and we do not regulate government owned utilities.
The PSC approved the rates for Utilities, Inc. of Florida that currently operates in Charlotte County as a
Wastewater Utility.

IT you had opened a wastewater service account with UIF back in September 2016 your rates would be based on
the Wastewater Tariff for Residential Service approved by the PSC and effective on June 9, 2016 ( Please
review Tariff sheets 8.1 and 8.2 attached to this message)

The Residential Service amount of Deposit would be $156.00 at that particular time.

Your billing statement (Bill Date 12/13/2016) vyou are being billed correctly based on Tariff for Residential
Service approved by the PSC and effective on June 9, 2016

Please observe that the Billing statement for January (Bill Date 01/11/2017) the particularly the Meter
Readings

Previous Meter Reading 11/22/2016 ( Previous rate effective June 9, 2016)
Current Meter Reading 12/20/2016 ( New rates are effective on December 20, 2016 and going forward)
Usage for the 28 days was actually 3,000 gallons

The bill states 2,893 gallons at $16.41 per 1,000 gallons ... this is because the water consumed being charged
at the rate of $16.41 per 1,00 gallons based on the Tariff for Residential Service approved by the PSC
effective on June 9, 2016 the water consumed at this rate is from November 22nd through December 19, 2016 .
Then the other 107 gallons at $15.98 per 1,000 gallons is charged for the water consumed on December 20,
2016. Now this new rate was approved by the PSC effective December 20, 2016 going forward ( Please review
Tariff attached to this message).
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01/25/2017 - Company response received via Email. DScott.
Company response indicates the following:

From: Elise Christian <ESChristian@uiwater.com>

Sent: Wednesday, January 25, 2017 12:38 PM

To: paddy mccarthy

Cc: PSCREPLY; Rey Castillo

Subject: RE: FPSC REQUEST NO. 1230946W

Attachments: SANDALHAVEN APPROVED TARIFF 2.10.16.pdf

Mr. McCarthy,

Docket 150102-SU was approved by the Florida Public Service Commission on 2/10/2016. A
copy of the signed and approved Tariff is attached. The Dockett for the rate reduction is
separate and was effective as of 12/20/2016. The reduction appeared on your January bill.
There is not any adjustment or reduction for prior bills, they were billed correctly.

Please do not hesitate to contact me if additional information is required.
Elise Christian

From: paddy mccarthy [mailto:paddy_mccarthy@hotmail.com]
Sent: Thursday, January 19, 2017 1:13 PM

To: Elise Christian <ESChristian@uiwater.com>

Cc: PSCREPLY@PSC.STATE.FL.US; rcastill@psc.state._fl_us
Subject: Re: FPSC REQUEST NO. 1230946W

Elise, the new approved rate that became effective 12/20/2016, Dockett No.2011-01-S is a

reduction

of Utilities rates. To date your request, Docket No. 150102-SU is still being reviewed by PSC and
not

approved. Will Utilities adjust their invoices from 12/20/2016 to reflect this reduction?

Regards,
Patrick McCarthy

From: Elise Christian <ESChristian@uiwater.com>
Sent: Wednesday, January 11, 2017 3:22 PM

To: paddy mccarthy

Cc: PSCREPLY@PSC.STATE.FL.US
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Subject: RE: FPSC REQUEST NO. 1230946W
Dear Mr. McCarthy,

Please see the attached information from Docket No. 150102-SU filed by Utilities, Inc. of Sandalhaven
July 6, 2015. The rate reflected on this Docket is the current rate billed prior to the new approved rate
that became effective on 12/20/2016 for service on or after that date.

You asked why your rates for wastewater service provided to you by Utilities, Inc. of Florida, formally
known as Utilities, Inc. of Sandalhave is higher than the rates you paid to Charlotte County or for the
water that is provided to your residence by Charlotte County.

Response: Utilities, Inc. of Florida is regulated by the Florida Public Service Commission. The rates
charged to the Customer have been reviewed and have been approved by the Florida Public Service
Commission (FPSC). There are certain components that go into an application for a rate change that
FPSC requires from the utility. The rates you are charged for wastewater service are approved and
regulated by FPSC.

You mentioned that you do not have a swimming pool, so why are the rates so high? A swimming pool
does not require wastewater service. The water used for a pool is billed under your water charges if or
when water is added to the pool.

IT you don”’t mind reading some 49 pages of the application filed by Utilities, Inc. of Florida, aka Utilities,
Inc. of Sandalhaven under Docket 150102 concerning the rates you question, the details of the process
including the customers input are found in that Docket. It is found on the Florida Public Service Web page
at: http://www.psc.state ITf you would like to foplease follow the link I have provided at
http://www._psc.state.fl .us/Publications/RateCaseOverviews The records are all public information and there
are also contact telephone numbers for assistance on pending rate cases.

Rate Case Overviews - Florida Public Service Commission www.psc.state.fl.us

Some publications and reports are Acrobat PDF files and require Acrobat Reader to view.
Any PDF files will be labeled as a PDF. Download a free copy of ...

utilities, Inc. of Florida does not have any jurisdiction or authority to control the rates charged to you by
Charlotte County or to any of their customers. In most cases, utilities of this nature are regulated by a
municipality. 1 cannot tell you why Charlotte County rates are different from Utilities, Inc. of Florida’s
rate. Perhaps a better explanation can be obtained from them concerning how their rates are developed for the
services that they provide.
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I hope the information provided is helpful. Please do not hesitate to contact me if additional information is

requested.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@Quiwater.com
Website: www.uiwater.com

From: paddy mccarthy [mailto:paddy_mccarthy@hotmail.com]
Sent: Monday, January 09, 2017 4:55 PM

To: Elise Christian <ESChristian@uiwater.com>

Subject: Re: FPSC REQUEST NO. 1230946W

Elise, not good enough, your approval was granted on 12/20/2016. Your bills are prior to that
decision.

This matter will not rest with your reply. I"m willing, able and can go all the way with this to the
appropriate parties. As an old disabled Marine we always go towards the fight! Now is the time

to answer the complaint

why my bill is so high for two residents living in 1800 sq. ft., with out a pool! Please explain why
my bill from

you was three times (3X) what Charlotte county charged me for incoming water? None of this

makes any

sense.

Regards,

Patrick McCarthy

From: Elise Christian <ESChristian@uiwater.com>
Sent: Monday, January 9, 2017 11:21 AM

To: paddy_mccarthy@hotmail .com

Cc: PSCREPLY@PSC.STATE.FL.US

Subject: FPSC REQUEST NO. 1230946W

Dear Mr. McCarthy:

This correspondence is in reference to your complaint to the Florida Public Service Commission (FPSC)
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concerning the wastewater rates charged to you by Utilities, Inc. of Florida for service at 8793 Conch Ave.,
Placida, FL.

In your complaint you stated that charges for wastewater service by Utilities, Inc. of Florida are higher than
the charges you pay to Charlotte County for water and requested FPSC to review the wastewater charges. The
utility filed an application/request with the FPSC to charge a certain rate for wastewater. The
application/request included the required documentation for the requested rates. After the FPSC reviewed the
filing and all required changes were made, the current rates were approved by FPSC. The current rates charged
to you for wastewater service at 8793 Conch Ave. are regulated and are approved by FPSC.

A copy of the current approved tariff dated 12/20/2016 with the current rates that were approved on 12/20/2016
is included with this correspondence. The new rates will be charged for service on and after 12/20/2016. On
12/23/2016, a notice was mailed to all Utilities, Inc. of Florida Customers informing the Customers that the
utility filed a request with FPSC to increase/decrease its rates. The notice provides information about the
Docket Numbers for each area serviced by Utilities, Inc. of Florida, the dates for the Customer hearings, the
time and the locations for the Customer hearings that are scheduled by FPSC. |1 have included a copy of the
notice with this correspondence.

Please contact our Customer Service Department at 1-866-842-8432 if you require additional assistance. The
FPSC is included in this correspondence.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

Company response entered by R_Castillo

0370672017 A letter was sent to the customer. eplendl
March 6, 2017

Mr. Patrick McCarthy

8793 Conch Avenue
Placida, FL 33946
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RE: FPSC Inquiry Number 1230946W
Dear Mr. McCarthy:

The Governor®s office forwarded a copy of your correspondence regarding Utilities, Inc. of Florida (UIF) to
the Florida Public Service Commission (FPSC). The FPSC regulates investor-owned electric, and natural gas
utilities throughout the state, and investor-owned water and wastewater utilities In those counties which have
opted to transfer jurisdiction to the FPSC. The FPSC has authority in the telephone industry which is limited
to the Lifeline Assistance Program, Florida Relay Service, and pay telephone service. We appreciate the
opportunity to respond to you.

You expressed concern that wastewater rates are higher than water rates. Most utilities™ wastewater gallonage
charge is higher than the water gallonage charge. The water gallonage charge recovers the costs of pumping the
water to each residence. The gallonage charge for wastewater service recovers the reverse process of
collecting and treating the wastewater. It is more expensive to collect and treat wastewater than it is to
pump potable water. Also, the stringent requirements imposed by the Department of Environmental Protection on
wastewater utilities has forced the utilities to make substantial investments in their operating plants.

The FPSC is aware that all potable water pumped to a residence is not personally consumed. Some is used for
watering lawns, filling up pools, etc. To compensate for this fact, a cap is automatically placed on the
wastewater bill so the consumption beyond that level is considered to be irrigational in nature. That cap is
normally 10,000 gallons. Therefore, all water consumed in the residence beyond the cap does not return through
the wastewater collection system for treatment.

You also expressed concern about Docket 150102-SU, UIF"s application for increase in wastewater rates iIn
Charlotte County by Utilities, Inc. of Sandalhaven. On August 10, 2015, the FPSC approved an interim rate
increase. On April 18, 2016, the FPSC issued Proposed Agency Action (PAA) granting Sandalhaven®s application
for a rate increase. The interim rates were replaced by the final approved rates.

On April 12, 2016, the FPSC issued Order No. PSC-16-0143-FOF-WS for Docket No. 150235-WS, which approved the
acknowledgement of corporate reorganization and request for approval of name change from Utilities, Inc. of
Sandalhaven to Utilities, Inc. of Florida (UIF).

On August 31, 2016, UIF filed an application with the FPSC for an increase in water and wastewater rates in
Charlotte County. At present, UIF customers in Charlotte County are billed approximately $125.65 for 5,000
gallons of wastewater. Using UIF"s requested final rates, a Charlotte County UIF customer would pay $50.02 for
5,000 gallons of wastewater.

The FPSC"s evidentiary hearing on UlF"s rate case will be held in Tallahassee, tentatively slated for May
2017. Witnesses from UIF, FPSC staff, and the Office of Public Counsel, who represents customers, will present
testimony and exhibits and be cross-examined by the Commissioners and other parties. The Commission will

Request No. 1230946W Name MCCARTHY ,PATRICK MR. Business Name
PAGE NO: 123




carefully consider all evidence before making a decision. The Commissioners are tentatively expected to vote
on this matter at the June 6, 2017 Commission Conference. We will add your comments to the correspondence
side of Docket 160101-WS.

I have enclosed a rate case overview and our brochures "Utility Ratemaking in Florida" & ""Rate Case
Procedures™ for your review. If you have additional questions or need further assistance, please call
1-800-342-3552. If you would like updated case information, please visit the FPSC"s website,

www . Floridapsc.com and click on the Clerk®s Office tab, then tap Dockets and type in number 160101-WS.

IT you have any questions or concerns please contact Ms. Ellen Plendl at 1-800-342-3552 or by fax at
1-800-511-0809.

Sincerely,

Randy Roland

Regulatory Program Administrator

Office of Consumer Assistance & Outreach

RR:mep

Enclosures (3)

03/13/2017 Received correspondence from the customer stating that his monthly bills reflect 3,000 each month,
including when family was visiting in February for ten days. eplendl

0371372017 FAX TO CO. See attached customer correspondence regarding his consumption concerns. He states
that his monthly bills reflect 3,000 each month, including when family was visiting in February for ten days.
Please provide 24 month consumption history and all billed charges as well as monthly billing statement
amounts.

Please indicate how the company receives/obtains the monthly meter reading for billing purposes.

Please provide another report by March 22, 2017. eplendl

03/20/2017 - Company response received via Email. DScott.

03/20/2017 Reviewed report. UIF indicated that it gets the consumption from Charlotte County Utilities. The
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consumption is rounded to the nearest 1000 gallons by Charlotte Utilities. The company provided the
consumption history and all bills since the account was established on September 1, 2016. eplendl

0372172017 A letter was sent to the customer as follows:
March 21, 2017

Mr. Patrick McCarthy
8793 Conch Avenue
Placida, FL 33946

RE: FPSC Inquiry Number 1230946W
Dear Mr. McCarthy:

This 1s a follow up to your recent correspondence and the inquiry filed on your behalf by the the Florida
Public Service Commission (FPSC) about Utilities, Inc. of Florida (UIF). You expressed concern about the
wastewater gallonage billed to your account.

We have learned from UIF that the company provides your residence with wastewater service and Charlotte
County Utilities provides your residence with water service. According to UIF, Charlotte County provides the
meter reading to UIF each month. UIF also reports that the usage is billed in 1,000 gallon increments and 1is
rounded up or down by Charlotte County to the closest gallon.

UIF indicates that the company established account 5423755713 in your name at 8793 Conch Avenue, Placida,
Florida 33946 on September 1, 2016. I have enclosed the wastewater consumption history as provided by
Charlotte County to UIF for your records.

You again expressed concern that wastewater rates are higher than water rates. Most utilities®™ wastewater
gallonage charge is higher than the water gallonage charge. The water gallonage charge recovers the costs of
pumping the water to each residence. The gallonage charge for wastewater service recovers the reverse process
of collecting and treating the wastewater. It is more expensive to collect and treat wastewater than it is to
pump potable water. Also, the stringent requirements imposed by the Department of Environmental Protection on
wastewater utilities has forced the utilities to make substantial investments in their operating plants.

You may contact the Charlotte County Board of County Commissioners regarding your consumption concerns by
using the following information:

Chairman Bill Truex
Charlotte County Board of County Commissioners
18500 Murdock Circle, Suite 536
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Port Charlotte, FL 33948

Telephone: 941-743-1300
Email: assistant@charlottecountyfl.gov

IT you have any questions or concerns please contact Ms. Ellen Plendl at 1-800-342-3552 or by fax at
1-800-511-0809.

Sincerely,

Randy Roland

Regulatory Program Administrator

Office of Consumer Assistance & Outreach

RR:mep

Enclosure

0372372017 Received email as follows:

From: Randy Roland

Sent: Thursday, March 23, 2017 11:38 AM
To: Ellen Plendl

Subject: FW: Base Charge

FYl. Also, see the portion in red ..FYI

From: paddy mccarthy [mailto:paddy_mccarthy@hotmail.com]
Sent: Thursday, March 23, 2017 11:18 AM

To: Randy Roland

Subject: Fw: Base Charge

Mr. Roland FYI.

From: Elise Christian <ESChristian@uiwater.com>
Sent: Thursday, March 23, 2017 10:06 AM

To: paddy mccarthy

Subject: RE: Base Charge
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Dear Mr. McCarthy:

This correspondence is in reference to your request for information concerning what the wastewater Base
Facility Charge is for and what the charge is used for. |1 referred your questions to the Utility"s Staff that
is involved with the Rate Applications that are filed with the Florida Public Service Commission (PSC).

Please see the information below and also please see the correct date for the hearing in July.

In any full rate case, the PSC determines the amount of the total revenue required per year. This reflects the
sum of annual operating expenses, recovery of a portion of capital investments made, and a return on those
investments and after completing an exhaustive investigation of the utility"s books and records through its
auditors. Once that total revenue requirement is determined by the PSC, the PSC then designhs the rate
structure encompassing two components:

1. The Base Facility Charge (BFC) is conceptually designed to generate revenue reflecting the fixed costs
of providing service irrespective of volume of wastewater generated. The majority of the utility"s expenses
are fTixed.

2. The Volumetric Charge (Usage) reflects revenue that covers costs that are dependent on the volume of
wastewater generated each month. In the context of Sandalhaven, this includes the cost of power and the cost
of wastewater treatment and disposal by a third party, the Englewood Water District (EWD). As of November
2015, we no longer treat and dispose of the daily wastewater flow at our treatment plant. Instead, EWD
provides that function.

The sum of these two components reflects the full cost of providing wastewater service each month to your
residence. The PSC has wide latitude in allocating the percentage of the total revenue that is recovered

through the BFC and through the volumetric rate. The rate structure is designed to offer the utility an

opportunity to earn a return on its iInvestment, not a guarantee.

As noted in Mr. Roland"s correspondence to you, the current rate structure limits the volumetric charge to no
more than 10,000 gallons per month based on the measurement of the water volume that passes through your water
meter. Water used in excess of 10,000 gallons per month is assumed to be used for irrigation or other outside
uses and thus s not returned to our collection system. The current rate application proposes a reduction of
the cap to 8,000 gallons per month and a reduction in the BFC currently charged to the Sandalhaven customers.

The PSC"s rules historically do not allow the utility to establish reserve funds for use in the future.
Rather, the utility must request a change in the rates following the expenditure of its own capital and
borrowed funds in order to create an opportunity to recover that expenditure. This request is In the form of
an application for a rate increase that also takes into account the utility"s current annual expenses and the
depreciation of previous investments in accordance with the PSC"s rules and regulations.

In Mr. Randy Roland®s correspondence to you, he reference the incorrect date of the agenda conference. The
correct date is July 12, 2017. Perhaps he thought the Commission would automatically consider the final vote
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at the next regularly scheduled agenda conference, but that®s not the case with the pending Docket Number -
160101-WS. Attached is a copy of the notice that was sent to the Customers.

The PSC will meet on July 12, 2017 to decide the new rates. Following that decision, the PSC writes up and
publishes its Order within 20 days. A 2l1-day protest period then commences. Thereafter, the utility notifies
all customers of the new rates. The new rates are normally expected to be effective no sooner than early
September and no later than late September. The exact date will be identified in the customer notice mailed at
least five days iIn advance of that date.

Please do not hesitate to contact me if additional assistance is requested.

Regards,

Elise S. Christian

Customer Relations Specialist
Phone: 1-866-842-8432

Fax: 407-869-6961

Email: eschristian@uiwater.com
Website: www.uiwater.com

From: paddy mccarthy [mailto:paddy mccarthy@hotmail.com]
Sent: Thursday, March 09, 2017 10:41 AM

To: Elise Christian <ESChristian@uiwater.com>

Subject: Base Charge

Elise, can you explain what the Waste water base charge is for, and what that charge is used for?.
Thanking you in advance,

Patrick McCarthy

Acct#5423755713

0372572017 Received email as follows:

From: paddy mccarthy [mailto:paddy_mccarthy@hotmail.com]
Sent: Saturday, March 25, 2017 10:28 AM

To: Randy Roland; eschristian@Quiwater.com

Subject: Thank You
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Mr. Roland, thank you for your response and checking into our concerns. | have one question for the PSC and
Utilities Inc.

IT all the usage is based on Charlotte County records then why are Utilities Inc. invoice"s for billing of
days always more

then the Charlotte County bill? We checked and compare each record and none are the same since September 2016.
I have checked

the table for water rates for Englewood and Western Charlotte County and the published rates are much lower. 1
would love to put

this matter to rest. How can we switch to Charlotte County for both in and out?

Thanking you once more,

Patrick McCarthy

Account # 5423755713 (U.1.)

03/28/2017 FAX TO CO. See customer®s March 25, 2017 email above regarding concerns that the usage date range
from the UIF bills is not identical to the Charlotte County usage date range.

1) Please indicate the usage date range and how UIF arrives at the date range.

2) Please indicate the reason the date range is not in concert with Charlotte County"s range if UIF is using
the gallonage provided by Charlotte County.

3) Please provide another report by April 7, 2017. eplendl
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Request No. 0925991W Name ZAMFIR ,NICUSOR MR. Business Name

Consumer Information Florida Public Service PSC Information
Commission - Consumer Request
2540 Shumard Oak Boulevard

Name: NICUSOR ZAMFIR Assigned To: VIOLET FARIA

Entered By: DH

Business Name: Tallahassee, Florida 32399

Date: 02/19/2010
Svc Address: 413 CITADEL DRIVE 850-413-6100 .

Time: 10:45

o . Via: E-FORM
County- Seminole Phone: (407)-682-2668 Utility Information Prelim Type: IMPROPER
Company Code:WS251

City/Zip: Altamonte Springs / 32714- Company: PO:
Account Number: 1816310000 Attn. Karen Sasic0925991W Disputed Amt: 0.00
Caller®s Name: NICUSOR ZAMFIR Response Needed From Company? Y

Supmntl Rpt Req"d: / /

. ) Date Due: 03/12/2010 o

Mailing Address: 413 CITADEL DRIVE Fax: (407) 869-6961 R |[Certified Letter Sent: / /

) ) Certified Letter Rec*d: / /
Interim Report Received: 7/ /

City/Zip: ALTAMONTE SPRINGS ,FL 32714- _
Reply Received: 03/12/2010 Closed by: vF

Can Be Reached: _
Reply Received Timely/Late: T Date: 03/29/2010
Closeout Type: GI-28

E-Tracking Number: 23647 Informal Conf.: N Apparent Rule Violation: N

Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

————— Original Message-----

From: contact@psc.state.fl.us [mailto:contact@psc.state.fl._us]
Sent: Thursday, February 18, 2010 5:18 PM

To: Consumer Contact

Subject: E-Form Other Complaint TRACKING NUMBER: 23647

Complaint filed with PSC

Select County: SEMINOLE
CUSTOMER INFORMATION

Name: Nicusor ZamfFir
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Telephone: 407-682-2668
Email:
Address: 413 Citadel Dr Altamonte Springs 32714

BUSINESS INFORMATION

Business Account Name: Nicusor Zamfir
Account Number: 1816310000
Address: 413 Citadel Dr Altamonte Springs Florida 32714

COMPLAINT INFORMATION

Complaint: Other Complaint against Utilities, Inc. of Florida

Details:

I have paid my utilities bill Ffaithfully ever since | moved to this address 5 years ago. A couple of weeks ago
my bank decided not to complete payment on my last bill and has not notified me of said action. Neither did
Utilities Inc. of Florida at the time. As a result, Utilities Inc of Florida left a yellow slip on our door
today, the 18th of February 2010, stating that they would disconnect the service on the 19th of February 2010.
That yellow slip was left in our door at 9 AM in the morning. After noticing it at 2 PM and calling Utilities
Inc of Florida we came to know that we needed to fully pay our bill by 5 PM that same day in order to keep our
Water service. I don"t know if I"ve ever seen any measure such as this to pass as legal. Any kind of contract
has at least a 2 week notice, should something go wrong and termination is the solution. 1 don"t know how to
explain this to you, but 1°ve never felt so unimportant as a customer and as a human being in my entire life.
Their tone is completely Inappropriate and would not even listen to my request for help or at least acceptance
of partial payment. Their reply has been it is not our policy to do that" all along. In my opinion, such
company should not operate in the state of Florida. This is not the kind of service that represents our
county, nor the Florida State overall. | request that something be done about this and 1 would like to receive
a written notice of saild action.

As far as | have found out, their only complaint address is the address our bill comes from. That would be
simply a waste of time to complain about them to them. Isn"t that weird? It"s like communism inside a small

portion of our state. 1| understand that there Is no competition for theilr service in our area, but there
should at least be some limits to how horrible they handle their customers. 1 am extremely disappointed with
this company and their service to us as never-late paying customers even in these difficult times. 1 wonder

how horrible they treat customers who actually have trouble paying their bill every month, and we all know in
times like these there are plenty such cases.

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.
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2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood
03/12/2010 - Company response received via fax. /EEstelle
03/15/10- Reviewed Company Response:

Customer was cc: In the response. Utilities Inc states customer was billed on the following dates with the due
dates as follows:

- 12/6/09 - due 12/28/09 - $0.00 past due - $70.93 current charges - total $70.93

- 01/7/10 - due 01/29/10 - $70.93 past due - $108.33 current charges - total $179.26
- 1/15/10 - payment received $70.93, balance due $108.33

- 1/28/10 - payment $108.33 returned.

- 2/07/10 - due 03/01/10 - $108.33 past due - $85.35 current charges - total $193.65

Customer made a payment on 1/28/10 of $108.33 but the bank returned the payment the same day. On 2/2/10 a
disconnection notice was generated and mailed to customer advising of the balance due of $108.33. Notice
stated payment was due by 2/12/10. On 2/7/10 the new bill generated with prior balance on it and the due date
reflected was only for the current charges.

On 2/17/10 order to disconnect was issued due to non-payment. Customer paid the balance on 2/18/10 and
restored the same day.

03/29/2010 - Having received no further contact from the customer, this complaint is closed this date as
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GI-28. VFaria

Request No. 0938922W

Name FELICIANO ,CATHERINE MS.

Business Name

Consumer Information

Name: CATHERINE FELICIANO

Business Name:

Svc Address: 304 LONESOME PINE DRIVE

County- Seminole Phone: (646)-831-1131

City/Zip: Longwood / 32779-
Account Number: 0831410000
Caller™s Name: CATHERINE FELICIANO

Mailing Address: 304 LONESOME PINE DRIVE

City/Zip: LONGWOOD ,FL 32779-

Can Be Reached:

E-Tracking Number: 24368

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Utility Information
Company Code:WS251

Company:
Attn. Karen Sasic0938922W

Response Needed From Company? Y
Date Due: 05/13/2010

PSC Information

Assigned To: VIOLET FARIA
Entered By: DH

Date: 04/22/2010

Time: 11:02

Via: E-FORM

Prelim Type:DELAY IN

PO:

Disputed Amt: 0.00

Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Reply Received: 05/12/2010
Reply Received Timely/Late: T
Informal Conf.: N

Supmntl Rpt Req"d: / /

Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Closed by: Vg

Date: 05/27/2010

Closeout Type: GI-29
Apparent Rule Violation: N
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Please review the "incorporated” Internet correspondence, located between the quotation marks on this form, in
which the customer reports the following:

From: contact@psc.state.fl_us [mailto:contact@psc.state.fl_us]
Sent: Wednesday, April 21, 2010 7:48 PM

To: Consumer Contact

Subject: E-Form Delay iIn Service TRACKING NUMBER: 24368

Complaint filed with PSC

Select County: SEMINOLE
CUSTOMER INFORMATION

Name: Catherine Feliciano

Telephone: 6468311131

Email: felicianocathy@aol .com

Address: 304 Lonesome Pine Dr Longwood 32779
BUSINESS INFORMATION

Business Account Name: Catherine Feliciano Account Number: 0831410000
Address: 304 Lonesome Pine Dr Longwood Florida 32779

COMPLAINT INFORMATION

Complaint: Delay in Service against Sanlando Utilities Corporation

Details:
This has been an ongoing issue with Sanlando Utilities Corp., now Utilities Inc., for almost 2 years regarding
the unbelievable process I must go through in order to make payments on time. Thus, preventing my

interruption of service. About 1 1/2 years ago, my banking institution stopped all payments coming out of my
checking account because I was a victim of identity theft, including the water bill payment that was in
transition at the time. 1 immediately contacted Utilities Inc. to advise them. That was November 24th,
2008, and ever since then Utilities Inc. blocked my account in such a way that 1 am unable to make payments
unless | was to pay in person, therefore, interrupting my service for days. It was never taken into account
that I am an 8am to 5pm working mother with small children, who most definitely need water services In my
home at all times. Utilities Inc. and their unprofessional and unethical staffing has no regards for
anything other than money. They have been extremely rude and disrespectful, disconnecting my phone calls

the minute I ask to speak to a supervisor. After my 3rd call yesterday, | was connected to a supervisors
voicemail, and even after leaving a message, ""Patricia”™, the supervisor, has not contacted me at all.
Yesterday, the representative dared to tell me, "do what you gotta do' when I advised her that I will contact
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PSC because she gave me no other alternative.

My water services were once more disconnected again yesterday morning, April 20th, 2010, and when 1 called
to make payments, the representative had no intentions on accommodating me with a pay by phone being that my
account has been blocked by them and I had no way of making payments because they close at 4pm and I get out
of work at 5pm. 1 immediately made a payment of $160.00 after 5pm yesterday, and called this morning, April
21st, 2010, twice providing my transaction ID # 110061819. Both representatives assured me that I had a
pending reconnect for today. When 1 returned home, 1 discovered that the water was not turned back on. 1
cannot cook, clean, shower, or even flush my toilets. This is inhumane and I request credit for the 2 days I
have had without service due to the inconvenience of payment options. 1 also request that Utilities Inc.
remove the unnecessary block to my account effective immediately. | expect to be contacted on my mobile
phone 646 831-1131 as a courtesy, before any interruption of service. Furthermore, 1 expect a phone call
from a supervisor, or management with authority and professionalism to discuss this matter. *

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®"s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the
following e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us

Fax - 850-413-7168

Mail - 2540 Shumard Oak Blvd.
Tallahassee, Florida 32399-0850

Case taken by Diane Hood

05/12/2010 - Company response received via email. DScott.

5/13/10- Reviewed Company Response:
On 1/27/09, customer was advised that documentation from her bank would be needed before the company would be
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open to accept payments through Bill Matrix. Due to ldentity theft her bank stopped paying from the bank
account. Bill Matrix is a paying agent for Sanlando and that company accepts payments from Bill Matrix as a
convenience to customer. Ms. Feliciano would have to contact Bill Matrix to obtain and provide info to
remove block.

On 4/4/10, a disconnection letter was generated and customer was advised $88.50 was delinquent (total on
account $151.19).

On 4/8/10, new bill generated with past due balance and current charges. On that bill there was a message
stating records indicate prior balance remained unpaid.

On 4/20/10, an order to disconnect was issued. Customer made a payment on 4/21/10. Tech went out to premise
to restore service and while restoring service was running thru the meter. Tech knocked on door but no
answer. A tag was left requesting contact due to the running water. As a precaution if water is running
within a home, company will not leave on to avoid damage. On 4/22/10 services were restored. Customer was
disconnected properly per FAC Rules. Vfaria.

05/27/2010 - Having received no further contact from the customer, this complaint is closed this date as
GI-29. VFaria
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Request No. 0944986W Name JOAZ

,JOSHUA MR. Business Name

Consumer Information

Name: JOSHUA JOAZ

Business Name:

Svc Address: 785 MAHOGANY LANE

City/Zip: Altamonte Springs / 32714-

Account Number:

Caller™s Name: DAVID STILLINGS

Mailing Address: 622 EASTWOOD CT.

City/Zip: ALTAMONTE SPRINGS ,FL 32714

Can Be Reached:

E-Tracking Number: 24704

County- Seminole Phone: (407)-620-2519 Utility Information

Florida Public Service
Commission - Consumer Request
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399
850-413-6100

Company Code:WS251
Company:

Attn. Ann Raponi0944986W

PSC Information

Assigned To: SHONNA MCCRAY
Entered By: DH

Date: 05/24/2010

Time: 08:55

Via: E-FORM

Prelim Type: QUALITY OF
PO:

Disputed Amt: 0.00

Response Needed From Company? Y

Date Due: 06/15/2010
Fax: (407) 869-6961 R

Interim Report Received: 7/ /

Supmntl Rpt Req"d: / /
Certified Letter Sent: /7 /

Certified Letter Rec"d: / /

Reply Received: 06/14/2010
Reply Received Timely/Late: T

Informal Conf.: N

Closed by: gpMm

Date: 06/30/2010

Closeout Type: GI-30
Apparent Rule Violation: N

Please review the "incorporated" Internet correspondence,

which the customer reports the following:

————— Original Message-----

From: contact@psc.state.fl.us [mailto:contact@psc.state.fl._us]

Sent: Friday, May 21, 2010 8:10 PM
To: Consumer Contact

Subject: E-Form Other Complaint TRACKING NUMBER: 24704

Complaint filed with PSC

Select County: SEMINOLE
CUSTOMER INFORMATION

Name: David Stillings

located between the quotation marks on this form, in
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Telephone: 407 620 2519
Email: davidscottfl@yahoo.com
Address: 622 Eastwood Ct Altamonte Springs 32714

BUSINESS INFORMATION

Business Account Name: Joshua Joaz
Account Number:
Address: 785 Mahogany Lane Altamonte FL 32714

COMPLAINT INFORMATION

Complaint: Other Complaint against Utilities, Inc. of Florida

Details:

I am the home owner at 785 Mahogany Lane. The sewer backed up and I called Utilities Inc about the problem. 1
checked the clean out at the road and it was backed up further somewhere under the road. Utilities inc told us
that it was my problem but 1 told them the clog was under the road in the 6" drain. They still told me it was
my problem. 1 rented a snake and snaked the drain. It Ffinally cleared about 20" under the road. | don"t think
this should have been my problem and 1 want compensation for renting the snake and time invested in taking
care of this “problem.” I have 4 hours invested and $40 for the rental, so a total of $200 is what I"m seeking
from Utilities Inc for dealing with this sewer back up. ™

Per Consumer Complaint Rule 25-22.032, please use the following procedures when responding to PSC complaints.
1. Complaint resolution should be provided to the customer via direct contact with the customer, either
verbally or in writing, within 15 working days after the complaint has been sent to the company.

2. A response to the PSC is due by 5:00 p.m. Eastern time, of the 15th working day after the complaint has
been sent to the company.

3. The response should include the following:
a) the cause of the problem
b) actions taken to resolve the customer®s complaint
c) the company®s proposed resolution to the complaint
d) answers to any questions raised by staff in the complaint
e) confirmation that the company has made direct contact with the customer

4. Send your written response to the PSC, and copies of all correspondence with the customer to the following
e-mail, fax or physical addresses:

E-Mail - pscreply@psc.state.fl.us
Fax - 850-413-7168
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