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September 25, 1997 

TO: 

FROM: 

RE: 

DIVISION OF RECORDS AND REPORTING 

DIVISION OF LEGAL SERVICES (JAEGER)Pt~ 
DOCKET NO. 960S4S-WS - Investigation of utility rates 
Aloha Utilities, Inc. in Pasco County 
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Please file the attached letters dated September 10th, 
September 12th and September 15th, 1997 in the above referenced 
docket. 
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Marty Deterding, Esquire 
Harold McLean, Esquire 
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Florida House of Representatives 
Mike Fasano 
Representative, 45th District 
Majority Whip 

Reply tu: 
81 8217 Massachusetts Avenue 

New Port Richey, FL 34653-3 I I 1  
(813) 848-5885 

0 323 'The Capitol 
lallahassee, FL 32399-1300 
(904) 488-8528 

September 10, 1997 

Steve Watford, Vice-president 
Aloha Utilities, Inc. 
25 14 Aloha Place 

Committees 
Vice Chair, Community Colleges 

& Career Prep 
Finance & Taxation 
Governmental Operations 
Regulated Services 

Mr. Dale Dougherty of 7958 Avenal Loop, New Port Richey has contacted me ahout an ongoing 
problem he has had with his water meter. Mr. Dougherty reports that he has contacted your office 
every month for the past two years to complain that his water meter is not fkctioning properly. He 
also reports that your office refuses to give him a new meter. I would appreciate it very much if you 
would look into Mr. Dougherty's complaint and see if there is any way that he can be assisted. 

Thank you in advance for your assistance in this matter. 

Yours truly, 

Mike Fasano 
State Representative, District 45 

MFIyg 

cc: Dale Dougherty 
Ralph Jaeger, Public Service Commission 



Florida House of Representatives 
Mike Fasano 
Representative, 45th District 
Majority Whip 

Reply to: 
fl 8217 Massachusetts Avenue 

New Port Richey, FL 34653-3 I I I 
(813) 848-5885 

0 323 The Capitol 
Tallahassee, FL 32399-1300 
(904) 488-8528 

Steve Watford, Vice President 
Aloha Utilities, Inc. 
2514 Aloha Place 

Committees 
Vice Chair, Community Colleges 

&Career Prep 
Finance & Taxation 
Governmental Operations 
Regulated Services 

September 12, 1997 
. ,  . . _.. 

r . j  j ..I 
, ,. I.. 

! :  

Holiday, FL 34691 

1 . .  
-% e . ford: 

Mrs. Joseph Patterson of 4839 Sandpointe Drive in New Port Richey (372-2673) called to report that 
she has very low water pressure. I would greatly appreciate any assistance you can provide to 
Mrs. Patterson. 

Thanks in advance for your help. If I can ever do anything for you, please do not hesitate to contact 
me. 

Yours truly, e Mike Fasano 

State Representative, District 45 

MF/cmh 
cc: Dr. Richard Ganity, Department of Environmental Protection 

Dr. Marc Yacht, Pasco County Health Department 
Ralph Jaeger, Public Service Commission 
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Harold McLean 

Rep Mike Fpsano 

Florida House of Representatives 

P&GE: 001-006 

Contact: aCrg Giordano (813) 848-5885 
Date; September IS, 1997 

Aloha Utilities has released a most self-serving and deceptive docummt in a desperate attempt to 
make its customers believe that the utility is on their side. Instead of working on behalf of its 
customers for the past two years, during which its seltish disregard for its customers has been 
repeatedly revealed, this arrogant water utility is hying to play public relations CRtCh-up. Not only 
is the utility blatantly ettrmPting to paint itself as the hnt-line fighter for its customers, it is 
atbmphg to instill fearin its CuStomeR In the September issue of "Water News," which began to 
arrive in mailboxes on September 12,1997, a majority of the newsletter WBS devoted to an article 
entitled ''Water CoMXms May Trigger Sharp Rate Increase." The newslew wns printed and mailed 
by Aloha Utilities ai the expense of its customas. The article twists the truth in so many contorted 
directom that it would be lau&!~le if it wasn't so serious. It is RepmmWive Mike Fasano's hope 
that the customers of this monopolistic utility not be deceived. 

"When I read the article I was outrag& Fasaao snid. "Aloha Utilities, which for years has become 
rich on the b&s of its customers, has made a sudden about face. Aloha is trying to pin the blame 
on everyone else for the outregeous rate incresseS ir has asked for in the past and we c m t l y  
seeking." 

Alob fails to mention that it applied to the Public Service Cornmission m 1995 €or an 83?h rate 
increase to be cbged to all the customen in the Seven Springs Senice Delivery Area. The Public 
Service Commission initially approved the entire 83% inc-. After the Public Service 
Commission granted the rate increme, Stare Representative Fasano, in conjunction with the 
cudamas of Aloha Utilities, filed apmtest. 'Ihe filing of the protest forced the utility to deposit the 
granted rate increase Ldo an escrow Bccount. The protest alrro necessitated the scheduling of a public 
hearing in Pasco Couaty, which was held over two days in September, 1996. Three Public Service 
Commissioners were in attendance. 
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Florida House of Representatives 
MikeFsrrrno 
R-w, 45th Disrria 

Wty to! 
0 M 1 7 M a u r h u ~ A v ~ w  

Mjority Whip 

New Port Riohoy, PL 34653-3 I 1  I 
(813) 848-5885 

0 323 The Clpitol 
T I u . h s l q  PL 32399-1300 
(904) 488-8528 

?he above rekmccd d c l e  Writtm by Aloha Utilities maLes the outragwus sktumnt that ‘‘atartbg 
in January of 1996 we began receiving a relatively small numbex of complaints of water 
discoloration h n  customers Living in the Wyndtree and Chelsea Place subdivisions.” A similar 
statement was made at the September, 1996 public hearing by Aloha Utilities vice-president Steve 
W a t f d .  When aeLed to explain how his company handlad customer complaintn, and to pmduce 
documentetiw to support hia claim, Mr. Watford w unable to do so. Aloha Utilities does indeed 
hew a fsulty customer service hacking system. The tirst complaints ahout Aloha Utilities came in 
Repmentative Fasaao’s office in March, 1995. Hundreds of complaints followed, with most being 
directed to Aloha Utilities either verbally or through Written correspondence. Petitions signed by 
366 people in Wynd- and Chelsea Place, and Ned with the Public Service Commission, culled 
for “an open public hearing for the purpose of investigating the utility rates, water quality and othcr 
imguluritios connected with Aloha Utilities.” Enthe subdivisions served by Aloha Utilities hardly 
constitutes a nlatively small number of complaints. Can Aloha Utilities look the nearly loo0 
customers (as reported in The Sr. Perersburg Times. September I 1, 1996) who showed up at the 
September, 1996 public hearings straight in tbe eye and say they represent a relatively small number 
of Complaints? 

In the article Aloha states that less than 200 complaints regarding black, smelly water have been 
received by the utility. For Aloha Utilities to maintain in September, 1997 that less thao two 
hundred complaints have beenrecdved regarding this issue demonstrates the despemte attempts of 
this utility to bide the truth from the public. The office of State Represadatin Mike Fasano, during 
the two month period between the end of May, 1997 to the end of July, 1997, fonvarded letters to 
Steve Watford with the names of nearly 60 customers who called to complain about their water. 
Either Aloha Utilities has done absolutely nothing to improve its customer service system, or it is 
engaging in a plan of deliberate deception. 

Aloha Utilities further writes “what Rxpmentative Pasano and the news media have not told ow 
custom~s is that the cost of any actions taken in hopes of correcting the problem will ultimately be 
bomc by ALL customers M e r  they expniencing the problem or not.” What Aloha Utilities 
fails to mention is that the self-appointed board of directors of this utility are multi-millionaires 
many times over. The stoekholdas have been the bmeficiaries of welldocumenM sweetheert deals 
relating to the operation of this utility. The cost of correcting this problem would be a mere drop 
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Florida House of Representatives 
Mike Fwno 
RcpnnmMivc. 45tb Disbiet 
waitu whip 

Rsply 10: 
0 8217 M d u r a t a  Avonue 

Naw pon Ridw. PL 31653-3 I I I 
(813) W 8 8 5  

Tdnhaaaq FL 323594300 
0 323 The crpltol 

(W) (8m28 

in the vast ocean of tinanCi nsources available to Aloha‘s board of directors. Instead, in their 
gned, Aloha’s oviners want to pass on the entire cost of correcting this problem to its customers. 
By trying to mobilizc thost who may not be experiencing ongoing poor water problems to protest 
Aloha is attempting to divide its customers againit each other. Instead of just biting the bullet and 
iXug its problem, Aloha is trying to divert attention away from the real problem, i.e. its customers, 
despite the claims made in the newsletter, am still receiving black, smelly Wer.  

Aloha Utilities bas called upon its customers to contact the Public Service Commission to let their 
choice of three options be made known. The article states that if the customers do not choose 
Aloha’s alternative then “failure to i n f m  the PSC of your preference jura intxeases the chance that 
you will have dtemativw 2 or 3 chosen for you.” Aloha fails to mention that it is the one who 
presented a nearly ten million dollar plan to clean up its water system and to have it paid for entirely 
by its customers. 

While attempting to look like the champion of its customers Aloha failed to mention that it bas 
already applied for another rate &ease to cover the cost of its relocation of water lines along State 
R o d  54. That rate. increase application has not been acted upon by the Public Service Commiesion 
because of Aloha’s ~~fusal to allow the Commission to audit its books. For a utility who belatedly 
is attempting to appear 88 though it cares fa its customers to refuse access to its books only makes 
one wonder what they have to hide. Aloha also Wed io mention that, when ordered by the Public 
Service Commission earlier this year to clean up its water and refund the money held in escrow, an 
appeal was made to the Commission to overhun that decision. 

“It is my hope that the customen of Aloha Utilities will see through thii transparent newsletter,” 
Representntive Pam0 states. “I’ve had people tell me they have had problems with Aloha Utilities 
for over a decade. While the worst pmblema occur in and near Chelsea Place and Wyndtree, I’ve 
had mnny calla from customers all through the Seven Springs Service Delivery Area with similar 
complaints. If Aloha believes that it can turn its customers against themselves then Aloha is sadly 
mistaken. The only entity responsible for this sed situation is Aloha Utilities and Aloha Utilities 
alone.” 

(Copy of “Water News” attached) 
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Aloha Utilities, Inc. September# 1997 

mn N c w a m n  
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TAKIIIO m rROnDtz 

a u A m  WATER 

unumrn~wicm. 
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YOU WITH HIGH 

AND WA8TKWATUI 

ALOHA VnUTllrn 

WELCOMES ANV 

COMMLNTS YOU 

MAY WVL CON- 

CERNINCi rnt. 
N m m i  BEND 

OOMMum 10: 

Conmion Control P m v ,  
Great Pmgress Made! 

we d h a s e d  o new cam 

we were implementing to 
ruriat you in minimizing the 
natural corrosion of the 
copper w l l a  pipes in yow 
home. Utilitier mund mC 
counw have undertaken 

sion c-x4rol program thal 

this pmgram. in 
paR u 1 D  reauil of 
lule changes made 
by the Unilad Stat= 
Ealvlmnmootai Pr* 
leaion Agency 
(U.S.E.P.A). 

7he U3.EP.A. 
made thew rule 
chvoeor brad on 
tbct rcrarch into a 
nationwide problem 
concerning Uia eC 
f a t  on water quality 
from horns copper 
water piping. 
U.S.E.P.A. deter- 
mined thn drinking 
water frequently 
contained dissolved 

tective bpnir on the innw 
walls of UH pips. l l l l 0  bu- 
ricrictatopmvantthawatcr 
carried Rwn actually corn 
ing into contact with the 
capper pipe. Lib 011 things 
in life, N o u l i  h perfect. 
This barrier is MI 100% 
cffativo Md wme w m  
lion will still take piace. 
bowwar, nt gnatty reduced 
overall lovok 

Since we begu, the addi- 
I . .  . -. ..... -. . , ....... 

coppu D home copper wa- 
tcr piping aged and wr- 
mdcd. 

Io lus April 1996 M 
begrn adding a corrosion 
inhibitor to the water that 
we pmdum. This inhibitor 
CICSDE Ihc piping and then 
places I microscopic pro- 1 tion of tho inhibitor A m i -  

with Ihs i n h i b b  mnufac- 
turn. our angincc~ and the 
Florida. Lkpnrlment of En- 
vironmental Pmtcclioo 
wlo 0KRm thir pro!gm 
for the U.S.E.P.A.) to fine 
tune the p- to Win 

d, we have been working 

msximum benefit from the 
wrrwion control program. 

Rccmily, we completed 
the fint round of water lening 
m n m p  of 60 cudomer's 
homes to dstamlne how the 
p r o m n ~  is pmcadi. 

We arc very pleased with 
the oulcome of lhe testing. To 
dnto in-home water capper 
levels bave been rcduccd by 
approximately 35%. The 
chart below ahowt bofore and 
a h  in-homc Water coppcr 
levela found ot the s l a t i f i  
90th pmcentile (avdue that is 
rqnmul to tho FDEP) for the 
60 h o r n  rampled. ban 

show dramatic 
impovcmmt in- 
d i d n g  that tbc 
rate of copper 
w m i o n  (and 
therefore the 
level of coppsr 
d i u a l d  in yaur 
Mnking water 

.......... 

dramaticaily. 
F h e r  fw 

ing. In appmxi. 
mately six 
months we will 

hanm again. We 
teatinginthole& 

feel confident that we will 
awn bo abb to report to yar 
that M greater reductions in 
the tale of copper mnusioa 
lus bwn achmvd 

perfom mte1 
. 
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WattrI*n rlplz 

Water Concerns May Trijjger Shaq Rate Increase! 

I n the last "Water News" 
we told you about a problem 
that was occurring in one small 
section of our service area. 

Starting in January of 1996 
we began receiving a relatively 
small number of complaints of 
water discoloration from cua- 
tomera living in the Wyndtree 
and Chelsea Place subdivi- 
sions. We expended consider- 
ible resources investigating the 
cause of the problem. It was not 
uncommon to find one cus- 
tomer experiencing the problem 
and the neighbors immediately 
next door completely unaf- 
fected. In addition, in each and 
every instance, the water enter- 
ing the affected customer's 
home was clear and clean and 
Exhibited no discoloration. 
These two facts led us to con- 
clude that the discoloration was 
most likely occurring after the 
water entered the home. 

With the help of the Florida 
Department of Environmental 
Protection (FDEP) we deter- 
mined the cause of the problem. 
rhe FDEP lab identified the 
black substance in the water as 
oopper sulfide. Copper sulfide 
forms when the copper piping 
in the home corrodes causing 
:opper to be dissolved into the 
water. This dissolved copper 
:hen combines with sulfide 
:generated in the hot water sys- 
em of the home when sulfur 
.educing bacteria break down 
iaturslly occurring sulfur com- 
nounds) to form coppor sulfide. 
t is important to note that our 
mater contains no copper or 

sulfide when it enters you1 
home. 

The formation of copper sul- 
fide should be miaimized and 
the discolored water problem 
should be sreatly reduced if the 
leaching of copper into the wa- 
ter from the home piping can be 
controlled. 

We began adding a corrosion 
inhibitor to the water in late 
April 1996 to minimize copper 
corrosion and leaching. To date, 
the program has been very suc- 
cessful (see relatod story on 
Page 1). As we continue to  add 
the corrosion inhibitor chemi- 
cal, the concentration of copper 
in the water of the affected 
homes will continue to reduce. 

This discolored water issue 
has been the subject of a great 
deal of media attention, spear- 
headed by Representative 
Fasaao, over the last year or so. 
If one were to believe the media, 
every customer of our utility is 
experiencing the water discol- 
oration problem. We know that 
this is not the case as the actual 
number of eomplaints that we 
have received regarding this is- 
sue represent less than 200 cus- 
tomers out of the 8,200 cua- 
tomers we serve in the Seven 
Springs Water System service 
area. We state this not to mini- 
mize or make light of the prob- 
Iom being exporicnced by those 
that are affected, however, it is 
important to  keep the actual 
magnitude of the problem in 
focus. What Repreienlatlve 
Fasaon nod the n e w  media 
bare not told anr customers Is 
tbst the coat of any actIan8 
taken In hopes of correctlog 
Ihe problem will nltlmately he 
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Water Concerns May T m r  Sharp Rate Increase! brinu~d 
borne by ALL errtomerr 
whether they a re  experlenc- 
ing the problem or not. 

At a public hearing held last 
year in a wastewater related 
rate proceeding, a relatively 
small, but vocal and well or- 
chestrated group of customers, 
convinced the Florida Public 
Service Commission (PSC) 
that the water discoloration 
problem and general dissatis- 
faction with water quality was 
much larger nod wider spread 
than WE believe either actually 
is. At that hearing, FDEP ex- 
perts testified that Aloha was 
i n  full  compliance with all 
Stkte and Federal water 
statutes. Nevertheless, the PSC 
Staff recommended to the 
Commissioners that a study be 
performed to determine the op- 
tions for improving overall wa- 
ter quality primarily for the 
purposes of iddressing the dis- 
coloration problem. The PSC 
required us to study methods 
of removing sulfide from our 
raw water which, in the view 
of our consulting engineer, 
will not reaolve the discol- 
oration problem for those cus- 
tomer's now experiencing it. 
Based on the most recent infor- 
mation available from the wa- 
ter industry nationwide and 
from university reeearchers 
who have recently concluded 
studies in this area, simply 
reducing the level of sulfur in 
the water would have no bene- 
ficial effect on those cus- 
tomers currently effected by 
the disooloration problem. 

As a result of the PSC order 
requiring the Utility to com- 
plete this study on sulfur re- 

moval. the Utility filed an ex- 
tensive and coatly study on 
June 10, 1997. It took three 
months to complete this study 
and it has now been reviewed 
by the PSC Staff for approxi- 
mately the same length of time. 
The cost of the study in con- 
sulting engineering fees alone 
was over $50.000. That cost 
will ultimately be born by the 
Utility rate payers. Baaed on 
the fact that the Utility was 
already meeting all State and 
Federal standards for water 
quality we felt that no further 
water quality improvements 
other than continuing the cur- 
rent corrosion control program 
were necessary and we still 
stand by that conclusion. 

The Commission is currently 
considering several alterna- 
tives. most of which if ordered 
by the Commission, will result 
in substantial expenditures of 
monies by Aloha Utilities in an 
attempt to improve water qual- 
ity. Whatever monlei are re- 
qulrcd by the Commliiloa to  
be ipent for thia prrpoae wlll 
ultimately have to be paid for 
by ALL evitomeri through 
r u b r t r ~ t l a l  increaies In rata. 
While the Utility anticipates 
that at some poiot in time im- 
provement# will have to be 
made to centralize water treat- 
ment and meet anticipated fu-  
ture environmental regulatory 
requirements, we do not bc- 
lieve immediate change8 cur- 
rently being considered by the 
PSC are necessary or in the 
best interest of the customers at 
this time and any one of them 
will most definitely require a 
substantial and immediate in- 

crease in rates. 
Please review the alternatives 

that are expected to be consid- 
ered as outlined on Page 2 of 
this newsletter prior to Septem- 
ber 25", and contact the PSC at 
their "BOO" number aa listed or 
in writing at: 

Dlvklon 01Rte0rdi a d  Raporiln~ 
Florida hblk hrviw Cnmmirbn 
1540 Shunmrd Omk Boukvard 
Tallahawe, FlorYm 323994850 
i-80034aassa 

i&fomnca Aloha Utllftk* Inr. 
PSC Docket Number 960S4SWS 
when yon contact PSC to vdca 
your eonccrn 

The more people who call or 
write the PSC, the more likely it 
is that your positions will be 
heard and conridered. If you 
believe that water quality im- 
provements (beyond that re- 
quired by law) are worth the 
cost, let the PSC know. But a 
vote for improvements with no 
rate increase is not an option 
that the PSC can Ieg.lly con- 
sider. Let your voice be heard. 



Florida House of Representatives 
Mike Fasano 
Representative, 45th District 
Majority \\'hip 

Reply to: 
l3 8217 Massachusetls Avenue 

New Pod Richey, FL 34653-31 I I 
(813) 848-5885 

0 323 'The Capitol 
Tallahassee, FL 32399-1300 
(92.1) (SS-5528 

September IO, 1997 

Steve Watford, Vice-president 
Aloha Utilities, Inc. 
25 14 Aloha Place 

Corn inittees 
Vice Chair, Community Colleges 

& Career Prep 
Finance & Taxation 
Governmental Operations 
Regulated Services 

hlr. Dale Dougherty of 7958 Avena1 Loop, New Port Richey has contacted me about an ongoing 
problem he has had with his water meter. Mr. Dougherty reports that he has contacted your office 
every month for the past two years to complain that his water meter is not functioning properly. He 
also reports that your office refuses to give him a new meter. I would appreciate it very much if you 
would look into Mr. Dougherty's complaint and see if there is any way that he can be assisted. 

Tliank you in advance for your assistance in this matter. 

Yours truly, 

bf& 
Mike Fasano 
State Representative, District 45 

MF/gg 

cc: Dale Dougherty 
Ralph Jaeger, Public Service Commission 

I 



Florida House of Representatives 
Mike Fasano 
Representative, 45th District 
Majority Whip 

Reply to: 
S 8217 Massachusetls Avenue 

New Port Richey, FL 34653-31 I I 
(813) 848-5885 

0 323 The Capitol 
Tallahassee, FL 32399-1300 
(904) 488-8528 

Steve Watford, Vice President 
Aloha Utilities, Inc. 
2514 Aloha Place 

Committees 
Vice Chair, Community Colleges 

& Career Prep 
Finance & Taxation 
Governmental Operations 
Regulated Services 

September 12, 1997 

Holiday, FL 34691 

1 
Mrs. Joseph Patterson of 4839 Sandpi%e Drive in New Port Richey (372-2673) called to report that 
she has very low water pressure. I would greatly appreciate any assistance you can provide to 
Mrs. Patterson. 

Thanks in advance for your help. If I can ever do anything for you, please do not hesitate to contact 
me. 

Yours truly, 

rt/cl(k. Mike Fasano 

State Representative, District 45 

MFIcmh 
cc: Dr. Richard Garrity, Department of Environmental Protection 

Dr. Marc Yacht, Pasco County Health Department 
Ralph Jaeger, Public Service Commission 
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From: 
Rep Mike Fpsano 

FYI 
I 

Florida House of Representatives 

PRESS RELEASE 

contact: Oreg Giordano (813) 848-5885 
Date: September 15,1997 

Aloha Utilities hes released a most self-serving and deceptive document in a den- attempt to 
makc its customas believe that thc utility is on thcir side. h t c a d  of working on bebalf of its 
customers for thc p a t  two ycm, during wbich its sellish disregard for its customers lm botn 
rcpratedly revcded. thir snogsnt water utility is hying to phy public relations carcb-up. Not only 
is the utility blataotly etumptins to paint itself as the front-line fighter for its astoma, it is 
aaemptiOg to Wll ftar in its nrstomas. la the Sepkmbu issue of 'Watcr New," which began to 
arrive in mailboxes on September 12,1997, a majority of the n c w s l e ~  WBS devoted to M article 
entitled "Water Concerns May Trigger Shnrp Rate J~CIWSC." The newsletterwas printed and mailed 
by Alohautilitits at thc aq~nsc of itscustomers. The article twists the tndh in 80 many contorted 
directiom lhat it would be laughable ifit wasn't so serious. It is Repr*len$tive Mike Fasano's hope 
that the customers of this monopolistic utility not be deaived. 

"When I nad the d c k  I was outraged," Fasano said. "Aloha Utilities, which for years has become 
rich on the backsofits customers. has made a sudden about face. Aloha is tryins to pinthc blame 
on everyone else for the outrageous zatc incrrsspJ it hss asked for m the past and me c d y  
seeking." 

Aloha Ws to mention that. it applied to the Public Sewioe Commission in 1995 for a~ 83% rate 
incnese to be charged to all the customers in the Sew Sprinss Suvice Delivory Arch The Public 
Service Commission initially approval the gnin 83% inucase. After thc Public Service 
Commission grantsd tbe rate incnasc. State R e p m d v e  Flseno, in ConjuDeZion with the 
W(0mas of Aloha Utilities, filed apmtest. nK filine of the protart f0x-d tbe utility to deposit the 
granted rate increase into an mcmw BoooMt. The protest also necessituted the ackhdbq ofa public 
bearing in P w o  cnurly, which was hcld over lvm daya in September, 1996. Tlmc Public Service 
ConmissioaeR WCEC in aneadance. 
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Florida House of Representatives 

The above nfcrend article mitan by Aloha Utititiea malres tbe outrageous statmat that''&ubg 
in January of 1996 wc began receiving a relatively small number of complaints of water 
discoloration ffom customers Living in the W y n b  and Chelsea Place subdivisions." A similar 
Btatnnmt was made at the SEptanber, 1996 public henring by Aloha Utilities vice-president Steve 
Watford. When asked to explain how his company handled cuatom~ complaints, and to produce 
doclnnentstim to support bia claim, Mr. Watford wm unable to do 90. Aloha Utilities d a s  indeed 
have a Eaulty customer aervice tracking system. The first complaints about Aloha Utilities came in 
Rspnsentative Fasano'a oflice in March, 1995. Hundreds of complaints followal, with most b c i  
d i d  to Aloha Utilities either verbally or through Writtencmmpondcnce. Petitions signed by 
366 people in Wyndhw and Chelsea Place, and filed with the Public Service commission, called 
for ''an open public hearing for the purpose of investigating the utility rates, water quality and other 
imgulnritie~ connected with Aloha Utiliriee." Entirr subdivisions served by Aloha Utilities hardly 
constiMes a &tiveiy small number of complaints. Can Aloha Utilities look the nearly lo00 
customas (as reported in Thc SI. P erersburg Times, September 1 I ,  1996) who ahowed up at the 
Sepmber, 1596 public hearings straight in the eye and say they represent a nMvely small number 
of complaints? 

In the article Aloha states that less than 200 complaints ngarding black, smelly water have been 
received by the utility. For Aloha Utilitiee to maintain in Septemb, 1997 that less than two 
hrardnd &ts have bee0 received regarding this iasue demonstrates the deapernte attempts of 
this utilityto hide thehuthfmm tbcpublic. 'Ihe office of State Rcpmcnm 'vc Mike Fasano. during 
the two month puiod betwan the end of May, 1997 to the end of July, 1997, forwarded letter9 to 
Steve Watford with the names of nearly 60 customem who called to complain about their water. 
Either Aloha Utilitiu has done absolukly nothing to improve its Cllstomer service system, or it is 
engasing in a p h  of deliberste deception. 

Aloha Utilities further writes "what Representative Fasano and the news media have not told ow 
custom is fhat the cost of any actions taken in hopes of comcting the problem will ultimately be 
bomc by ALL customesa nbcfher they are experiencing the problem or not." What Aloha Utilities 
fails to mention ia that the self-appointed board of directors of this utility are multi-millionahs 
manytimesover. ?hcstockholdershavebeenBe~6ciariesof~~entedsweetheartdeals 
relating to the operation of this utility. Th wst of correcting this problem would be a men drop 
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in the vast ocean of tinaaCial nsollt’ces available to Aloha’s board of directors. Instead, in their 
greed, Aloha’s ownem want to pass on the entire cost of correcting this problem to its customers. 
By wing to mobfizz those who may no( be experiencing ongoing poor water problem3 to protest 
Aloha is a#emptine to divide its customers against each other. Instead of just biting tbe bullet and 
tiXing its problem, Aloha is Qing to d i d  a t idon  away from the ml problem, i.e. its customers, 
despite the claims made in the ncwdettcr, am still receiving black, smelly water. 

AlobaUtilitia hns called upon ita customers to contact the Public Service commission to let their 
choice oftbnc options be made known. Thc article Statts that ifthc cutmuem do not choose 
Aloha’s alternative. then ‘Wm to infDrm the PSC of your pnferenajuw incnaseS the chance that 
you will have dternativa 2 m 3 chosen for you.” Aloha fails to mention tbat it is the one who 
presented a nearly ten million dollar plan to clean up its water system and to have it paid for entirely 
by its customers. 

While attempting to look like the champion of ita customers Aloha fded to mention that it has 
already applied for another ratt iacreasc to c o w  the cost of its relocation of water lines along State 
Road 54. That rate increcrse application h not been acted upon by bre Public service Commission 
bccausc of Aloha’s refusal to allow thc Commission to audit its books. For a utility who belatedly 
is adtempting to appesa asthougb it cansfor its customers to refme access to its books only malres 
one wonder what they have to hide. Aloha also failed to mention that, wlren ordeml by the Public 
Service Commisrion earlier this year to clean up its water aad nfund the money held in escrow, au 
appeal was made to ik Commission to ovemrn that deciaion. 

“It is my hope tbat the customers of Aloha Utilities will see through thii tramparent newsletter," 
Repnsentstvc Peseno m a  “I’ve bed people tell me they have bsd problem with Aloha Utilities 
for over a decede. While the worst problem occur in and near Chelsea Place snd Wyndtme. I’ve 
had many calla from custolwrs all through the Seven Springs Service Delivery Area with similar 
complaints. If Aloha believes that it can tum its c u s t o m  against themselves then Aloha is sadly 
mistaken. The only entity nsponaible for this pad situation is Aloha Utilities and Aloha Utilities 
alOnC.” 

(Copy of  ‘Water News” attached) 
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I n the last "Water News" 
we told YOU about a problem 
that WII occurring in one small 
section of our service area. 

Starting in January of 1996 
we began receiving a relatively 
small number of complainti of 
water discoloration from cus- 
tomers living in the Wyndtree 
and Chelsea Place subdivi- 
sions. We expended consider- 
able resources investignting the 
cause of the problem. It was not 
uncommon to find one cus- 
tomer experiencing the problem 
and the neighbors immediately 
next door completely unaf- 
fected. In nddition. in each and 
every instance, the water enter- 
ing the affected cuitomer's 
home was c leu  and clean and 
exhibited no discoloration. 
These two frets led us to con- 
clude thrt the discoloration was 
most likely occurring after the 
water entered the home. 

With the help of the Florida 
Department of Environmental 
Protection (FDEP) we deter- 
mined the cnuse of the problem. 
The FDEP lab identified the 
black substance in tho wnter ns 
copper rulfide. Copper iulfide 
forms when the copper piping 
in the home corrodes cauBing 
copper to ba dialolvcd into tbe 
wnter. This dissolved copper 
then combiner with sulfide 
(generated in the hot water rys- 
tom of the home when rulfur 
reducing bacteria break down 
naturally occurring sulfur com- 
pounds) to form copper rutfidc. 
It is important to note that our 
water contains no copper or 
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sulfide when it enters you1 
home. 

The formation of copper SUI. 
fide Bhould be minimized and 
the discolored water problem 
should be greatly reduced if the 
leachina of copper into the wa- 
ter from the home piping can he 
controlled. 

We began adding a corrosion 
inhibitor to the water in late 
April 1996 to minimize copper 
corrosion and Ienching. To date, 
the program has been very suc- 
cessful (see related story on 
Page 1). As we continue to add 
the corrosion inhibitor chemi- 
Zal, the concentration of copper 
in the water of the affected 
homes will continue to reduce. 

This  discolored water issue 
has been the iubject of a great 
h l  of modia attention, rpwr- 
headed by Representative 
Palano, over the last year or go. 
If one were to believe the media, 
:very cuitomer of our utility is 
:xperiencing the water discol- 
)ration problem. We know that 
.his is not the case as the actual 
lumber of complainti that we 
lave received reguding this i i -  
iue represent less thnn 200 cus- 
omers out of the 8.200 cus- 
omen we serve in the Seven 

Springs Water System service 
area. We state this not to mini- 
mize or make light of the prob- 
lem being experienced by thole 
that are affected, however. it is 
important to keep (be actual 
magnitude o f  the problem in 
Emus. What Repreieatatlve 
Farano and the mew modi8 
hare not told our customers la 
tbmt the cost sf m y  actlona 
taken In bopea of corrcethg 
the problem will ultlmrtrly be 
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borne by ALL cnatomeri 
whether they are erperlenc- 
ing the problem o r  not. 

At a public hearing held last 
year in a wastewater related 
rate proceeding, a relatively 
small, but vocal and well or- 
chestrated Oroup of customers, 
convinced the Florida Public 
Service Commiaiion (PSC) 
that the water discoloration 
problem and general disiatis- 
faction with water quality was 
much larger and wider spread 
than we believe eithcr actually 
is.  At that hearing, FDEP ex- 
perts testified that Aloha was 
i n  fu l l  compliance with all 
State and Federal water 
statutes. Nevcrthelesr, the PSC 
Staff recommended to the 
Commissiouers that a itudy be 
performed to determine the op- 
tions for improving overall wa- 
ter quality primarily for the 
purposes of addrerring the dis- 
coloration problem. The PSC 
required us to rtudy methods 
of romoving sulfide from our 
raw water which, in the view 
of our consulting onginoer, 
will not reiolve the dircol. 
oration problem for thoie CUI- 
tomer's now experiencing it. 
Bared on the moat recent infor- 
mation available from the wa- 
ter industry nationwide and 
from univcraity reeearchers 
who have recently concluded 
studies io this area, simply 
reducing the level of sulfur io 
the water would havo no bene- 
ficial effect on those cus- 
tomers currently effected by 
the discoloration problem. 

As a result of the PSC order 
requiring the Utility to com- 
plete this study on sulfur re- 
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moval, the Utility filed an ex- 
tensive and coatly study on 
June 10. 1997. It took three 
months to complete this study 
and it has now been reviewed 
by the PSC Staff for approxi- 
mately the name length of time. 
The cost of the study in con- 
sulting engineering fess alone 
was over $50,000. Tbat coat 
will ultimately be born by the 
Utility rate payers. B a r d  on 
the fact that the Utility was 
already meeting all State and 
Federal standards for water 
quality we felt that no further 
water quality improvements 
other than continuing the cur- 
rent corrosion control program 
were necessary and we still 
stand by that conclusion. 

The Commission is currently 
considering several alternm- 
tives, most of which if ordered 
by the Commission. will result 
in substantial oxponditurer of 
monies by Aloha Utilities in an 
attempt to improve water qual- 
ity. Wbatever monler are re- 
quired by the Cornmlraloa to 
be rpent for  I h b  pnrpmo all1 
nltiaataly have to be paid for 
by ALL cuatomeri through 
# n b r t a d a l  Incream 1st rates. 
While the Utility anticipalei 
that at some point in time im- 
provementi will have to be  
made to centralize water troat- 
ment and meet anliciprted fu- 
turo environmental rcgjulatory 
requirements, we do not be- 
lieve immediate changer cur- 
rently being considered by the 
PSC are necessary or in the 
best interest of the customers at 
this time and any one of them 
will most definitely require a 
substantial and immediate in- 

crease in rates. 
Please review the alternatives 

that are expected to be conrid- 
ered as outllned on Page 2 of 
this newsletter prior to Septcm- 
bar 25*, and contact the PSC at  
their "BOO" number aa listed or 
io writing at: 

Tallmbllleo. Florlda 3u)9-oMo 
1 ~ 3 5 6 2  

Relomnce Abba UUllUes, lac,, 
PSC Docket Nnmkr 96M4SWS 
when p u  coatact PSC to vdco 
your eonem. 

Tbe more people who call or 
write the PSC, the mom likely it 
is that your positions will be 
heard and considered. If you 
believe that water quality im- 
provements (beyond that te- 
quired by law) are worth the 
cost, let the PSC know. But a 
vote for improvements with no 
rate increase is not an option 
that the PSC can legnlly con- 
sider. Let your voice be heard. 




