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CLERK 

D. Bruce May. Jr. 
8504255607 
bruce.rnay@hklaw.com 

August 10,2010 

Ms. Ann Cole, Director 
Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Betty Easley Conference Center, Room 1 10 
Tallahassee, FL 32399-0850 

Re: In Re: Application for increase in water and wastewater rates in Alachua, 
Brevard, DeSoto, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, 
Polk, Putnam. Seminole, Sumter, Volusiu, and Washington Counties by Aqua 
Utilities Florida, Inc., Docket No. 080121-WS - Phase I1 Monitoring Report 

Dear Ms. Cole : 

In accordance with Order No. PSC-10-0297-PAA-WS in Docket No. 080121-WS, 
enclosed are the original and fifteen (15) of the following reports and summaries relative to the 
Aqua Utilities Florida, Inc. ("AUF") Phase I1 Monitoring Plan for the month of June, 2010: 

1 .  Management Quality Performance Report; 

2. Florida Complaint Support Information Report; 

3. Florida Score Card; 

4. 

CC)>M 
APA 

Call Center Monitoring Statistics - June 2010; 

5. Call Quality Report; 

ssc: 6 .  Estimated Read Reoort: 
f gaM 
BPPC __ 

I ,  

7. Aged Service Orders Report; and, 
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Ann Cole 
August 10,2010 
Page 2 

8. Overview 0. - m e  0 4onitoring Reports 

Please acknowledge receipt of this filing by stamping the extra copy of this letter “filed” 
and returning the copy to me. Thank you for your assistance. 

Sincerely, 

HOLLAND & KNIGHT LLP 

DBM:kjg 
Enclosure 

cc: Ralph Jaeger, Esq. 
Caroline Klancke, Esq. 
Erik Sayler, Esq. 
Earl Poucher 
Charles Beck, Esq. 
Cecilia Bradley, Esq. 
Kimberly A. Joyce, Esq. 
Troy Rendell 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Management Quality Performance Report 

June 2010 



QUALITY PERFORMANCE REPORT 

:lorida Customers 

I 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 

Jun-IO 

Move In or Move Out 
Pay by Phone - Speedpay 
Verify Account Balance 
Customer Account Changes 
Shut-Off Notice 
Explain Bill 
Payment Arrangement 
Restore Service 
Payment Confirmation Number 
High Bill Complaint 
No Water 
Verify Receipt of Payment 
Dispute Bill 
Turn On or Turn Off Service 
Service Line Leak 
Zip Check Sign up 
Meter Problem 
Leak Adjustment 
Payment Location Inquiry 

Percent 
18% 
14% 
11% 
9% 
5% 
5% 
5% 
4% 
4% 
3% 
2% 
2% 
2% 
2% 
2% 
1% 
1% 
1% 
1% 

Total Calls 
1,051 
803 
632 
504 
285 
279 
263 
236 
230 
174 
140 
132 
107 
96 
90 
64 
57 
54 
45 

Boil Water Notice Inquiry 1% 45 
All Other Calls 8% 453 
Total calls 100% 5,741 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Florida Complaint Support Information Report 

June 2010 



Florida Customer Contacts 
June 2010 
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Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Florida Scorecard - Operational Service Metrics 

June 2010 



Customer Service -JUNE 
I Target I Actual 

Read Rate of Metered Accounts 
99.00% 

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

Overall Estimate Rate 
0.80% 

98.90% 

99.10% 

0.50% 

I 15% 0.10% Accounts Estimated>SO days 

I I I 0.03% 0.06% 
Percentage of Active Accounts Not Billed 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Call Center Monitoring Statistics 

June 20 10 



Page 1 

Average 
#CSRIDay 
Calls Answered 

Call Center Stats 100713.xls 

call work completed by the CSR 
The average number of CSRs who logged in 
each day during the stated month 

63S 63.7 62.7 65.6 66.7 66.6 

83,685 70,540 82,038 80,920 75,001 90,666 Total Calls less abandoned calls 



Aqua Utilities Florida Inc. 
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Florida Public Service Commission 

Phase I1 Monitoring 

Call Quality Report 

June 2010 
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Aqua Utilities Florida Inc. 
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Florida Public Service Commission 

Phase I1 Monitoring 

Estimated Read Report 

June 2010 



ESTIMATION RATE BY STATE 

TX NonSEPA N1 NY IL IN MO OH Year Month PA NC VA FL 

0.3 0.5 0.9 0.8 3.5 1.4 0.2 0 3  1.1 2W9 August 0.6 1 0.7 
0.4 0.6 0.6 0.9 3 1.2 0.1 0.1 1.1 

0.4 0.3 0.3 1.5 4.7 0.1 0.1 0.9 

0.2 0.3 0.3 0.3 2.1 3.9 0.1 0.3 2 

0.4 0.2 0.3 0.3 0.3 1.3 0.9 0.1 0.1 0.5 

2 w 9  September 0.7 0.9 0.8 

2009 November 0.4 0.8 0.5 0.3 
0.8 0.5 0.5 0.4 2.2 1.5 0.4 0.2 0.8 

0.2 0.3 0.4 0.5 2.8 1.8 0.4 0.2 0.6 

0.2 0.4 0.4 0.3 1.1 4 0.7 0.2 2.7 
0.3 0.3 0.2 0.3 1.5 1 0.6 0.2 0.7 

0.4 0.3 0.3 0.3 0.3 0.8 1 0.1 0.2 0.5 
0.3 0.3 0.3 0.4 1.4 1.1 0.2 0.2 0.7 

2W9 October 0.5 0.7 0.4 

2W9 December 0.4 1.1 5.2 
2010Ja""ary 0.3 1.2 1.3 
2010 February 0.4 2 15.4 
2010 March 0.3 1.3 0.8 
2010 April 0.3 0.7 
2010 May 0.3 0.6 
2010 June 0.3 0.7 0.5 
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Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Aged Service Orders Reports 

June 2010 



Aqua America Aged Service Orders' 
FL -All Florida 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

Page 1 of 17 

*Designated Types 

06/04/2010 
IS Sewices 



Aqua America Aged Service Orders' 
84 - Leesburg 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

Totals 1 0 0 0 0 0 0 0 0 0 0 1 

*Designated Types 

Page 2 of 17 
06/W2010 

IS Sewices 



Aqua America Aged Service Orders' 
85 -Lake Suzy 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

0 0 0 0 0 0 0 0 0 0 0 0 
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*Designated Typr  

06/M/2010 
IS Services 



Aqua America Aged Service Orders' 
86 - Putnam 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

Page 4 of 17 

'Designated rypr  

06/04/2010 
ISServicer 



Aqua America Aged Service Orders’ 
07 -Lake Gibson 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

‘Designated Types 

Page 5 of 17 06/04/2010 
IS Sewices 



Aqua America Aged Service Orders* 
00 - Monica Pkwy/Sarasota 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

Page 6 of 17 

*Designated ryper 

06/04/2010 
IS Services 



MISCELLANEOUS 

Aqua America Aged Service Orden* 
89 - SeminolelFL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

0; fl 
0 0 

0 0 

" 
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Aqua America Aged Service Orders* 
90 - Ocala 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

01 nl 

01 

"I 

"I "I "I 

Page 8 of 17 06/04/2010 
IS sewice$ 



Aqua America Aged Service Orders* 
91 -Palm Beach 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

.Designated Types 

Page 9 of 17 06/04/2010 
IS Serwicer 



Aqua America Aged Service Orders’ 
92 -South Seas 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

USD LAB - DISCOLORED WATER I 01 
0) 

MSMT MISCEUNEOUS MAINTENANCE I 01 01 

LpgT Lpg - TASTE & ODOR 

PRES PRESSURE - DISTRIBUTIO 
REPR REPAIRJINVMGATION 
RMTR READ METER SERVICE 

RRMT RE-READMEl 
SLM SEWER LATERAL MAIN 
SVLK SERVICE LEAK 

I I 

RPST REPAIR STREET I 01 

I C 

TOFF TURN WATER OFF I 01 
TONN TURN WATER ON 01 

Totals 0 

01 nl 

Page 10 of 17 ~ /04R010  
IS Sewices 



Aqua America Aged Service Orders' 
93 -Sunny HillsMlashington 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

*Derimated Types 

Page 11 of 17 06/04/2010 
ISSewicer 
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Aqua America Aged Servlce Orders' 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

*Designated Types 

Page 12 of 17 ffi/C4/2010 
IS Services 



Aqua America Aged Service Orders' 
95 - Sebring 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/4/2010 

Page 13 of 17 06/04/2010 
Isservice5 



Aqua America Aged Service Orders' 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/4/2010 

F I  -FOUNTAIN LAKES 

Page 14 of 17 

*Designated Typer 

06/04/2010 
lSseWiceS 



Aqua America Aged Service Orders' 
NO - No Orders 

Status: 0 - Needs to be Worked in the Fleld 
Run Date: 6/4/2010 

*Designated Tvper 

Page IS O f  17 06/04/2010 
IS sewice* 



Aqua America Aged Service Orders' 
FL -All Florida 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 1 of 16 

*Designated Types 

6/14/2010 
IS Services 



Aqua America Aged Service Orders* 
84 - Leesburg 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 2 of 16 6/14/2010 
IS services 



Aqua America Aged Service Orden' 
65 - Lake Suzy 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 3 Of 16 6/14/2010 
IS Services 



Aqua America Aged Service Orders' 
86 - Putnam 

Status: 0 - Needs to be Worked in the Field 
Run Date: 5/11/2010 

Page 4 O f  16 

*Designated Types 

6/14/2010 
ISSeNiCes 



Aqua America Aged Service Orders* 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

*Designated Types 

page 5 Of 16 6/14/2010 
IS services 



Aqua America Aged Service Orders' 
00 - Monica PkwylSarasota 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 6 of 16 

*Designated ryper 

6/14/2010 
IS sewices 



Aqua America Aged Service Orders' 
89 - SeminoleIFL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

*Designated Types 
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Aqua America Aged Service Orders' 
90 - Ocala 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 8 of 16 6/14/2010 
IS sewice 



Aqua America Aged Service Orders' 
91 -Palm Beach 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

Page 9 of 16 

'Designated rvper 

6/14/2010 
IS Services 



Aqua America Aged Service Orders' 
92 -South Seas 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/1112010 

*Designated Tvpu 

Page 10 of 16 6/14/2010 
ISSewicer 



Aqua America Aged Service Orders' 
93 -Sunny HillsMTashington 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

'Designated Typr 

Page 11 of 16 6/14/2010 
ISServices 



Aqua America Aged Service Orden* 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

'Designated ryper 

Page 12 Of 16 6/14/2010 
IS services 



Aqua America Aged Service Orders' 
95 - Sebring 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/11/2010 

'Designated Types 

Page 13 of 16 6/14/2010 
ISSewice~ 



Aqua America Aged Service Orders' 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/11/2010 

F I  - FOUNTAJN LAKES 

L 

Page 14 of 16 
6/14/2010 
ISServicer 





Aqua America Aged Service Orders' 
FL - Ail Florida 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/18/2010 

SVLK ISERVKELEIW I 0) I] 0) 0) 01 0) 0 )  0 )  0) 01 01 1 
TOFF ITURNWATEROFF 01 11 01 01 01 01 01 01 01 01 01 1 
TONN ITURN WATER ON I 01 01 01 01 01 01 01 01 01 01 01 0 

Totals 7 4 1 0 0 0 0 0 0 0 0 I?. 

Page 1 of 19 
6/18/2010 
ISSewices 



Aqua America Aged Service Orders' 
84 - Leesburg 

Status: 0 - Needs to be Worked in the Field 
Run Date: 611812010 

Totals 0 1 0 0 0 0 0 0 0 0 0 1 

"I 
0 

*Designated Types 

Page 2 of 19 



Aqua America Aged Service Orders* 
85 - Lake Suzy 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

HIGH CONSUMPTION 

page 3 of 19 

‘Designated Tvper 

6/18/2010 
IS Sewices 
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1 10 



Aqua America Aged Service Orders' 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

*Designated Typa 

Page 5 of 19 
6/18/2010 
IS Services 



Aqua America Aged Service Orders' 
88 - Monica Pkwy/Sarasota 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

*Designated Types 
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6/18/2010 
IS Sewices 



Aqua America Aged Service Orders* 
89 - Seminole/FL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

*Designated Types 

Page 7 of 19 6/18/2010 
IS Services 



Aqua America Aged Service Orders* 
90 - Ocala 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/18/2010 

*Designated ry- 

Page 8 of 19 6/18/2010 
IS Services 



Aqua America Aged Service Orders* 
91 -Palm Beach 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/18/2010 

‘Designated ryper 
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IS Sewices 



Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 -Needs to be Worked in the Fieid 
Run Date: 6l1812010 

*Designated Types 

Page 10 of 19 6/18/2010 
IS Sewices 



Aqua America Aged Service Orders' 
93 -Sunny HillsMfashington 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/18/2010 

iERVlCES 
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'Designated Types 
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Aqua America Aged Service Orders' 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

'Designated Types 

page 12 Of 19 
6/18/2010 
ISSewicer 



WNCE - MIYELIANEOI 
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WENT 

READ METERSERVICES 
REPAIR STREET 

Aqua America Aged Service Orders’ 
95 - Sebring 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

.Designated Types 

Page 13 of 19 6/18/2010 
IS Services 



Aqua America Aged Service Orders' 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/18/2010 

F l  -FOUNTAIN LAKES 

'Designated 1- 

Page 14 of 19 6/18/2010 
IS Services 



Aqua America Aged Service Orders' 
NO - No Orders 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/18/2010 

Page 15 Of 19 6/18/2010 
IS Services 



Aqua America Aged Service Orders* 
FL -All Florida 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 1 Of 16 

‘Designated Types 

5/25/2010 
IS services 



Aqua America Aged Service Orders' 
84 - Leesburg 

Status: 0 -Needs to be Worked in the Fieid 
Run Date: 6/25/2010 

*Derimated Type 

Page 2 of 16 6/25/2010 
IS Services 



Aqua America Aged Service Orders' 
85 -Lake Suzy 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

*Derimated Types 

Page 3 of 16 6/25/2010 
IS Services 



Aqua America Aged Service Orders* 
86 - Putnam 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

MSYrr MIXELUNEOUS MAINTEN&NC€ I 
PRES PRESSURE-DISTRIBUTION 
REPR REPAIRJINVESTIGATION I 
RMTR READ METER SERVICES 
RPST REPAIRSTREET I 
RRMT RE-REA0 METER 
SLM SEWER lATEWL MAIN I 
SVLK SERVICELEAK 
TOFF TURN WATER OFF I 
TONN TURN WATER ON 

4 

4 

4 

4 
Totals 0 0 

01 01 01 nl 

*Designated r y p s  
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ISSewicer 



Aqua America Aged Service Orders' 
87 -Lake Gibson 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 5 of 16 6/25/2010 
ISSewices 



Aqua America Aged Service Orders' 
88 - Monica PkwylSarasota 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 6 Of 16 

*Derlgnated lyper 

6/25/2010 
IS service. 



Aqua America Aged Service Orders' 
89 - SeminolelFL Comm 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

'Derignated Types 

Page 7 of 16 6/25/2010 
IS Services 



Aqua America Aged Sewice Orders' 
90 - Ocala 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/25/2010 

*Designated T y p r  

Page 8 of 16 
6/25/2010 
1sservicer 
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Aqua America Aged Service Orders' 
91 -Palm Beach 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 9 of 16 6/25/2010 
ISServiCer 



Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 10 of 16 

*Designated Types 

6/25/2010 
ISSewicer 



Aqua America Aged Senrice Orders* 
93 -Sunny HillsMlashington 

Status: 0 - Needs to be Worked in the Fleld 
Run Date: 6/25/2010 

*Designated Types 
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IS Sewices 



Aqua America Aged Service Orders' 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 12 of 16 
6/25/2010 
IS sewicer 



Aqua America Aged Service Orders' 
95 - Sebring 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 13 of 16 

'Designated Types 

6/25/2010 
IS services 



Aqua America Aged Service Orders* 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

F l  - FOUNTAIN LAKES 

Page 14 of 16 

*Designated Types 

6/25/2010 
ISSewices 



Aqua America Aged Service Orders' 
NO - No Orders 

Status: 0 - Needs to be Worked in the Field 
Run Date: 6/25/2010 

Page 15 of 16 
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Aqua Utilities Florida, Inc. 

Overview of June 2010 Monitoring Reports 

AUF's Phase II monitoring reports for the month of June 2010 reflect good quality of service. The 
following addresses data reported in the Aged Service Orders and the Management Quality 
Performance Reports, which indicate a slight increase in customer complaints and in service orders that 
remain open past 7 days. It is important to note that AUF's internal goal is to close out all service orders 
within 7 days if possible; however, this is not always possible. It is also important to note that AUF's 
monitoring system may indicate that certain sewice order requests remaining open when, in fact, 
those service orders have been closed. Indeed, in June there were several instances where service 
orders were intentionally left open to ensure that the appropriate follow-up occurred. In those cases, 
although the orders were actually cancelled, AUF's system sti l l  tracked those items as open in order to 
confirm that all follow up work had been performed. With that background information, AUF offers the 
following specific information for the Aged Service Orders and the Management Quality Performance 
Reports for June 2010: 

In the lnterlachen system there was a slight increase in the service order requests for "Other 
Water Quality." This was primarily caused by a planned outage due to the replacement of a 
hydropneumatic tank in the system. 

In the Lake Gibson Estates system there was a slight elevation in "no water" service orders. This 
was primarily due to repairs being made to the system in June. 

In the Valencia Terrace system there was an increase in the amount of "no water" service orders 
due to a break which occurred on June 11,2010. The main break was contained through 
isolation valves. The initial main break caused 10 customers to be without water. However, 
during the repair process, it became necessary to move to another isolation valve to make the 
repairs. This caused a total of 60 customers to be affected. Each of the affected customers 
received a Boil Water Notice. The repairs were completed that evening and service was 
restored. 

For the Summerfield / Fairfax Hills subdivision located in our Ocala Oaks system, there was a 
slight increase in the number of "no water" service orders, which was primarily caused by a 
planned outage due to the replacement of a hydropneumatic tank in the system. 

In the Orange Hill system there was an increase in the "no water" service orders caused by a 
main break which occurred on June 1,2010 and June 6,2010. 

In the Sunny Hills system, there was an increase of "color l a b  service orders due to a line break 
that stirred things up and caused a number of color complaints. These were resolved by 
flushing the lines. 


