From:

Walter Trierweiler

To: Amber Norris; Andrea Mick; Shalonda Hopkins

Subject: FW: Docket No. 160101-WS, Please see attachments

Date: Tuesday, February 14, 2017 1:14:30 PM

Attachments: Amended Notice of Sevice of 8th Roas (Nos. 195-216) to UIF.PDF

Amended OPC"s 8th ROGs to UIF Nos 195-216.docx
Amended OPC"s 8th ROGs to UIF Nos 195-216.pdf

Ok, try to follow along:

This is the amended version of 8" OPC Roggs, but it did not correct the misstatement:
IRog 211b references Ul-Labrador. Since the introduction to that subpart references
Ul-Longwood (and Ul-Labrador is not mentioned) | assume you intended that that
subpart to be Ul-Longwood. Please confirm and I will make that change in the
response.

Customer Noticing. In Seminole County which consists of Ul-Sanlando water and
wastewater, Ul-Longwood wastewater, and UIF-Seminole County (subsystems: Bear Lake,

Crystal Lake, Jansen, Little Wekiva, Oakland Shores, Park Ridge, Phillips, Ravenna, Park /

Lincoln Heights, Weathersfield / Trail Wood, Oakland Hills):

a. How did UIF ensure that Ul-Sanlando customers received the correct customer

notice and rate schedule applicable to their address?

b. How did UIF ensure that Ul-Labrador customers received the correct customer

notice and rate schedule applicable to their address?
This amended version changed this:

Please find attached the Amended 8th Set of Interrogatories to UIF plus NOS.
It was amended to fix a typo on page 11 (No. 212 was previously shown twice).

In a later email OPC confirmed that:

Hi Marty,

You are correct, it should read “Ul-Longwood.”
Thanks for making the change.

Erik

| did not receive an updated amended copy to reflect that change, Labrador to Longwood-OPC
intended for us to make that change to correct the typo ourselves.

Walt Trierweiler
Senior Attorney
Florida Public Service Commission
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In Re: Application for increase in water and )

wastewater rates in Charlotte, Highlands, ) DOCKET NO. 160101-WS
Lake, Lee, Marion, Orange, Pasco, Pinellas, )
Polk, and Seminole Counties by Utilities, Inc. ) February 2, 2017
of Florida )
)

NOTICE OF SERVICE

Pursuant to Section 350.0611, Florida Statutes, the Citizens of the State of Florida, by and
through J. R. Kelly, Public Counsel, serve this notice that they have served their Amended Eighth
Set of Interrogatories (Nos. 195-216) to Martin S. Friedman, Coenson Friedman, P.A., 766 N. Sun

Drive, Suite 4030, Lake Mary, FL 32746 on this 2nd day of February, 2017.

J.R. Kelly
Public Counsel

/s/ Erik L. Sayler

Erik L. Sayler
Associate Public Counsel

Office of Public Counsel

c/o The Florida Legislature

111 West Madison Street, Room 812
Tallahassee, FL 32399-1400

(850) 488-9330

Attorneys for the Citizens
of the State of Florida





CERTIFICATE OF SERVICE

DOCKET NO. 160101-WS

| HEREBY CERTIFY that a true and correct copy of the foregoing Citizens’ Notice of

Service has been furnished by electronic mail to the following parties on this 2nd day of February,

2017.

Walter Trierweiler

Danijela Janjic

Wesley Taylor

Florida Public Service Commission
2540 Shumard Oak Blvd., Room 110
Tallahassee, FL 32399-0850

Email: wtrierwe@psc.state.fl.us
Email: djanjic@psc.state.fl.us

Email: wtaylor@psc.state.fl.us

John Hoy

Utilities, Inc. of Florida

200 Weathersfield Avenue
Altamonte Springs, FL 32714-4099
Email: jphoy@uiwater.com

Martin S. Friedman, Esquire
Coenson Friedman, P.A.

766 N. Sun Drive, Suite 4030
Lake Mary, FL 32746

Email:
mfriedman@coensonfriedman.com

Patrick C. Flynn

Utilities, Inc. of Florida

200 Weathersfield Avenue
Altamonte Springs, FL 32714-4099
Email: pcflynn@uiwater.com

/s/ Erik L. Sayler
Erik L. Sayler
Associate Public Counsel
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 BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION



In Re: Application for increase in water and	) 

wastewater rates in Charlotte, Highlands,	)		DOCKET NO. 160101-WS

Lake, Lee, Marion, Orange, Pasco, Pinellas,	)	

Polk, and Seminole Counties by Utilities, Inc.	)		February 2, 2017

of Florida					)

                                                                        )	



AMENDED CITIZENS’ EIGHTH SET OF INTERROGATORIES

TO UTILITIES, INC. OF FLORIDA (Nos. 195-216)



Pursuant to § 350.0611(1), Florida Statutes, Rule 28-106.206, Florida Administrative Code and Rule 1.340, Florida Rules of Civil Procedure, the Citizens of the State of Florida, through the Office of Public Counsel (“Citizens” or “OPC”) propound the following interrogatories to Utilities, Inc. of Florida, to be answered on or before 20 days from the date of service as established by the Order Establishing Procedure, Commission Order No. PSC-16-0558-PCO-WS. 

DEFINITIONS

1. “UIF” or “company” means Utilities, Inc. of Florida. The terms “UIF” and "company" encompasses Utilities, Inc. of Florida, together with the officers, employees, consultants, agents, representatives, attorneys, affiliates, and any other person or entity acting on behalf of Utilities, Inc. of Florida.

2. “UI” means Utilities, Inc. The term “UI” encompasses Utilities, Inc. together with the officers, employees, consultants, agents, representatives, attorneys, affiliates, and any other person or entity acting on behalf of Utilities, Inc. 

3. As used herein the terms "you," "your," and "company" refer to Utilities, Inc. of Florida, as defined in the previous paragraph, together with the officers, employees, consultants, agents, representatives, affiliates, and attorneys of Utilities, Inc. of Florida, as well as any other person or entity acting on behalf of Utilities, Inc. of Florida 



INSTRUCTIONS

A. Documents or reports to be identified shall include all documents in your possession, custody and control and all other documents of which you have knowledge.

B. To the extent an interrogatory calls for information that cannot now be precisely and completely furnished, such information as can be furnished should be included in the answer, together with a statement that further information cannot be furnished, and a statement as to the reasons therefore. If you expect to obtain further information between the time answers are served and the time of hearing, you are requested to state this fact in each answer. If the information which cannot now be furnished is believed to be available to another person, identify such other person and the reasons for believing such person has the described information. 

C. In the event any interrogatory herein calls for information or for the identification of a document which you deem to be privileged, in whole or in part, the information should be given or the document identified to the fullest extent possible consistent with such claim of privilege and specify the grounds relied upon for the claim of privilege.

D. Separate answers shall be furnished for each interrogatory, although where the context permits, an interrogatory may be answered by reference to the answer furnished to another interrogatory.	

E. Documents or reports to be identified shall include all documents in your possession, custody and control and all other documents of which you have knowledge. If a document is produced in response to an interrogatory, please produce a scanned copy of the originals and all versions that are different in any way from the original, whether by interlineation, receipt stamp or notation. If the Utility does not have possession, custody, or control of the originals of the documents requested, please produce a scanned copy of the version(s) in the possession, custody, or control of the Utility, however, made.

F. For each interrogatory, identify the name, address, telephone number, and position of the person responsible for providing the answer. Also, indicate the witness who will sponsor the response and be able to answer cross-examination questions concerning the response. 

G. Please provide all responses to these requests that include work papers, data, calculations and spreadsheets in non-password protected and executable PC-compatible computer program/models/software. Formulae, links, and cells, formatting, metadata and any other original features assisting in calculation should be intact. To the extent the data requested is not available in the form requested, please provide the information in the form that most closely matches what has been requested.

H. To the extent practicable, OPC requests that responsive documents which cannot be provided in original electronic format be provided on compact disk(s) or other agreed upon electronic medium in an OCR (Optical Character Recognition) searchable PDF format with bate stamp numbering. OPC also requests that responses for each interrogatory request be provided in separate electronic folders that include the documents responsive to that request.

I. Please construe “and” as well as “or” either disjunctively or conjunctively as necessary to bring within the scope of these interrogatories any information or data which might otherwise be construed to be outside the scope.




INTERROGATORIES

Eagle Ridge.  Please Refer to Attachment 4 d. (10) i. of the utility’s response to staff’s second deficiency letter (Document No. 08956-16). PDF Pages 50 – 62 are labelled Cypress Lakes Test Year 2015 Customer Billing Complaints and Resolutions. PDF Pages 63 – 65 are labelled Eagle Ridge Test Year 2015 Customer Billing Complaints and Resolutions. 

Please explain why these pages are duplicated in the response. 

If this is in error, please provide the correct 2015 Customer Complaints for Cypress Lakes and for Eagle Ridge, separately.









Summertree Interconnection. Please refer to the MFRs for UIF-Pasco County, Schedule F-1 for the Summertree System. Since the system has been interconnected with the Pasco County Water System please provide the following information:

Monthly gallons pumped

Monthly gallons purchased

Monthly gallons sold

Monthly gallons for Other Uses





Summertree Interconnection.  Please describe the steps being taken by UIF and Pasco County to maintain proper disinfectant levels, minimize the amount of flushing, and maintain water pressure in the Summertree system since the interconnection.









Summertree Interconnection.  When does UIF project that the Summertree wells will be retired, and does UIF have any plans to delay the retirement of the wells until after the flushing has been minimized and/or water pressure issues resolved?









Summertree Interconnection.  In order to maintain the proper levels of disinfectant and water pressure in the Summertree water system, please describe what UIF plans to do and whether any of the existing Summertree water treatment plant can be repurposed to support maintaining the proper levels of disinfectant and water pressure. 









Pro Forma Plant. Please refer to Exhibit PCF -1 and the response to Staff ROG 82.a. Please provide the status of the Cypress Lakes Hydro Tank Replacement project.



Pro Forma Plant. Please refer to Exhibit PCF – 3 and the response to Staff ROG 84.a. Please provide the status of the bidding for the construction of the equalization tanks, headworks equipment and associated components. 









Pro Forma Plant. Please refer to PCF – 5 for the LUSI Sludge dewatering project. What is the capacity of the proposed Solar Organite system to process sludge?









Pro Forma Plant. Please refer to PCF – 37. The same documents are provided to support engineering and survey costs for exhibits PCF 37, 38, 39, 40, 42, 43, and 44. Please describe how these documents support the “CPH (CEI, As Built, ROW permits)” in the Bid Information and Budget Breakdown Sheets in each of the referenced Exhibits?









Pro Forma Plant. Please refer to the MFRs for LUSI, Schedule F-1 for the Lake Saunders system. Please provide a specific accounting for the “Other Uses” for the Lake Saunders WTP.









Pro forma projects.  Please identify which of the pro forma projects identified in the test year request letter, UIF MFRs, and Mr. Flynn’s testimony will not be placed into service by December 31, 2017. 









Pennbrooke.  At the February 1, 2017 customer service hearing, customers testified about a proposed tank replacement project.  Please explain whether that tank was replaced, when it was placed into service, and at what cost; and if not replaced, why not. 













Customer Noticing.  When sending customer notices related to the rate request and customer service hearings, what portions of the Commission approved customer notice did UIF send to the customers (i.e., did UIF send the entire customer notice approved by the Commission staff, if not entire, what portions were sent, and why)?









Customer Noticing.  Please describe how UIF used its website and other online social media to notify customers about its requested rate case, the time and location of customer service hearings, the proposed rate change(s) affecting their individual system(s), and how customers could contact the FPSC, FDEP, or FOPC with their concerns.









Customer Noticing.  In the notices sent to customers for the customer service hearings, please explain how UIF tailored each of the Commission approved notices to each system for the proposed rate increase so that customers understood which rate schedule(s) applied to their address.





Customer Noticing.  In counties with multiple systems, like Seminole County, how did UIF ensure that the proper customer notice with the proper rate schedule reached the proper customer?   









Customer Noticing.  In Seminole County which consists of UI-Sanlando water and wastewater, UI-Longwood wastewater, and UIF-Seminole County (subsystems: Bear Lake, Crystal Lake, Jansen, Little Wekiva, Oakland Shores, Park Ridge, Phillips, Ravenna, Park / Lincoln Heights, Weathersfield / Trail Wood, Oakland Hills): 

How did UIF ensure that UI-Sanlando customers received the correct customer notice and rate schedule applicable to their address?

How did UIF ensure that UI-Labrador customers received the correct customer notice and rate schedule applicable to their address?

How did UIF ensure that the customers of UIF-Seminole County systems received the correct customer notice and rate schedule applicable to their address?











212. Customer Service. Please describe the customer service provided to the customers of Utilities, Inc. of Florida (UIF). Please include the following information in your response. 

a. What phone numbers are provided to the customers in each system to call for bill inquiries, emergencies related to the water or wastewater systems, quality of service concerns, general information, etc.? 

b. How are these phone numbers provided to the customers of each system?

c. What other options does the utility provide customers for these same concerns and how are these options communicated?

d. When a customer contacts the utility how is the contact logged in, tracked, and resolved? What controls are included and what software is used? 

e. What supervisory reviews are made of the number of calls and how the calls are resolved? 

f. How many customer call centers does UIF utilize? 

g. How are the call center(s) organized and how are calls routed?

h. How are customer concerns routed to field staff?

i. What parameters are established for field staff responses?





j.   Customer Service. Please provide a list and full description of the company codes used to classify customer contacts. 



[bookmark: _GoBack]





Customer Service Metrics. Please identify each customer service metric, and identify the benchmark(s) at which UIF believes supports a finding of adequate or satisfactory customer service. Provide the results of the metrics for the period 2013 – 2016. 









Customer Service Metrics. Please describe all customer service performance metrics (or equivalent) used by UI in its customer call centers when evaluating customer service.  As part of this response, please describe each metric’s benchmark and/or acceptable performance level. Please provide monthly metric results for 2013 – 2016.







Customer Service Metrics.  How does UIF’s customer service compare to other UI systems in the US, what is the basis for the comparison, and if not compared, why not?



Customer Service Metrics.  How does UIF’s customer service rank when compared to other non-UI systems in the US, what is the basis for the comparison, and if not compared, why not?







J.R. Kelly

Public Counsel



						

      /s/ Erik L. Sayler       

Erik L. Sayler
Associate Public Counsel 



Office of Public Counsel

c/o The Florida Legislature

111 W. Madison Street, Room 812

Tallahassee, FL 32399-1400

(850) 488-9330



Attorney for the Citizens of 

the State of Florida 


AFFIDAVIT

STATE OF ____________________

COUNTY OF __________________



BEFORE ME, the undersigned authority, personally appeared __________________________, who deposed and stated that he/she provided the answers to interrogatories ________________________ served on ______________________ by ________________________ on ________________________ and that the responses are true and correct to the best of his/her information and belief.



DATED at _____________, ________________, this day of _____________, 2017.

Sworn to and subscribed before me this _______________ day of ___________________, 2017.





____________________________

NOTARY PUBLIC



State of ______________________ at Large

My Commission Expires: __________________________
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CERTIFICATE OF SERVICE

	I HEREBY CERTIFY that a true and correct copy of the foregoing Amended Citizens’ Eighth Set of Interrogatories to Utilities, Inc. of Florida (Nos. 195-216) has been furnished by electronic mail to the following parties on this 2nd day of February, 2017:



		Walter Trierweiler 

Danijela Janjic 

Wesley Taylor 

Florida Public Service Commission

2540 Shumard Oak Blvd., Room 110

Tallahassee, FL 32399-0850

Email: wtrierwe@psc.state.fl.us

		Martin S. Friedman, Esquire

Coenson Friedman, P.A.

766 N. Sun Drive, Suite 4030
Lake Mary, FL 32746
Email: mfriedman@coensonfriedman.com



		Email: djanjic@psc.state.fl.us 

Email: wtaylor@psc.state.fl.us







		Patrick C. Flynn / John Hoy

Utilities, Inc. of Florida
200 Weathersfield Avenue
Altamonte Springs, FL 32714-4099
Email: pcflynn@uiwater.com

Email: jphoy@uiwater.com



		

		













      /s/ Erik L. Sayler       

Erik L. Sayler

								Associate Public Counsel					








BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In Re: Application for increase in water and )

wastewater rates in Charlotte, Highlands, ) DOCKET NO. 160101-WS
Lake, Lee, Marion, Orange, Pasco, Pinellas, )
Polk, and Seminole Counties by Utilities, Inc. ) February 2, 2017
of Florida )
)

AMENDED CITIZENS’ EIGHTH SET OF INTERROGATORIES
TO UTILITIES, INC. OF FLORIDA (Nos. 195-216)

Pursuant to § 350.0611(1), Florida Statutes, Rule 28-106.206, Florida Administrative Code and
Rule 1.340, Florida Rules of Civil Procedure, the Citizens of the State of Florida, through the
Office of Public Counsel (“Citizens” or “OPC”) propound the following interrogatories to Utilities,
Inc. of Florida, to be answered on or before 20 days from the date of service as established by the
Order Establishing Procedure, Commission Order No. PSC-16-0558-PCO-WS.

DEFINITIONS

1. “UIF” or “company” means Ultilities, Inc. of Florida. The terms “UIF” and "company"
encompasses Utilities, Inc. of Florida, together with the officers, employees, consultants,
agents, representatives, attorneys, affiliates, and any other person or entity acting on behalf

of Utilities, Inc. of Florida.

2. “UI” means Utilities, Inc. The term “UI” encompasses Utilities, Inc. together with the
officers, employees, consultants, agents, representatives, attorneys, affiliates, and any other

person or entity acting on behalf of Utilities, Inc.

3. As used herein the terms "you," "your," and "company" refer to Utilities, Inc. of Florida,
as defined in the previous paragraph, together with the officers, employees, consultants,
agents, representatives, affiliates, and attorneys of Utilities, Inc. of Florida, as well as any

other person or entity acting on behalf of Utilities, Inc. of Florida





INSTRUCTIONS

Documents or reports to be identified shall include all documents in your possession,

custody and control and all other documents of which you have knowledge.

To the extent an interrogatory calls for information that cannot now be precisely and
completely furnished, such information as can be furnished should be included in the
answer, together with a statement that further information cannot be furnished, and a
statement as to the reasons therefore. If you expect to obtain further information between
the time answers are served and the time of hearing, you are requested to state this fact in
each answer. If the information which cannot now be furnished is believed to be available
to another person, identify such other person and the reasons for believing such person has

the described information.

In the event any interrogatory herein calls for information or for the identification of a
document which you deem to be privileged, in whole or in part, the information should be
given or the document identified to the fullest extent possible consistent with such claim

of privilege and specify the grounds relied upon for the claim of privilege.

Separate answers shall be furnished for each interrogatory, although where the context
permits, an interrogatory may be answered by reference to the answer furnished to another

interrogatory.

Documents or reports to be identified shall include all documents in your possession,
custody and control and all other documents of which you have knowledge. If a document
is produced in response to an interrogatory, please produce a scanned copy of the originals
and all versions that are different in any way from the original, whether by interlineation,
receipt stamp or notation. If the Utility does not have possession, custody, or control of the
originals of the documents requested, please produce a scanned copy of the version(s) in

the possession, custody, or control of the Utility, however, made.





For each interrogatory, identify the name, address, telephone number, and position of the
person responsible for providing the answer. Also, indicate the witness who will sponsor

the response and be able to answer cross-examination questions concerning the response.

Please provide all responses to these requests that include work papers, data, calculations
and spreadsheets in non-password protected and executable PC-compatible computer
program/models/software. Formulae, links, and cells, formatting, metadata and any other
original features assisting in calculation should be intact. To the extent the data requested
is not available in the form requested, please provide the information in the form that most

closely matches what has been requested.

To the extent practicable, OPC requests that responsive documents which cannot be
provided in original electronic format be provided on compact disk(s) or other agreed upon
electronic medium in an OCR (Optical Character Recognition) searchable PDF format with
bate stamp numbering. OPC also requests that responses for each interrogatory request be
provided in separate electronic folders that include the documents responsive to that

request.

Please construe “and” as well as “or” either disjunctively or conjunctively as necessary to
bring within the scope of these interrogatories any information or data which might

otherwise be construed to be outside the scope.





195.

196.

INTERROGATORIES

Eagle Ridge. Please Refer to Attachment 4 d. (10) i. of the utility’s response to staff’s
second deficiency letter (Document No. 08956-16). PDF Pages 50 — 62 are labelled
Cypress Lakes Test Year 2015 Customer Billing Complaints and Resolutions. PDF Pages

63 — 65 are labelled Eagle Ridge Test Year 2015 Customer Billing Complaints and

Resolutions.
a. Please explain why these pages are duplicated in the response.
b. If this is in error, please provide the correct 2015 Customer Complaints for Cypress

Lakes and for Eagle Ridge, separately.

Summertree Interconnection. Please refer to the MFRs for UIF-Pasco County, Schedule F-
1 for the Summertree System. Since the system has been interconnected with the Pasco
County Water System please provide the following information:

a. Monthly gallons pumped

b. Monthly gallons purchased

C. Monthly gallons sold

d. Monthly gallons for Other Uses





197.

198.

199.

200.

Summertree Interconnection. Please describe the steps being taken by UIF and Pasco
County to maintain proper disinfectant levels, minimize the amount of flushing, and

maintain water pressure in the Summertree system since the interconnection.

Summertree Interconnection. When does UIF project that the Summertree wells will be
retired, and does UIF have any plans to delay the retirement of the wells until after the

flushing has been minimized and/or water pressure issues resolved?

Summertree Interconnection. In order to maintain the proper levels of disinfectant and
water pressure in the Summertree water system, please describe what UIF plans to do and
whether any of the existing Summertree water treatment plant can be repurposed to support

maintaining the proper levels of disinfectant and water pressure.

Pro Forma Plant. Please refer to Exhibit PCF -1 and the response to Staff ROG 82.a. Please

provide the status of the Cypress Lakes Hydro Tank Replacement project.





201.

202.

203.

Pro Forma Plant. Please refer to Exhibit PCF — 3 and the response to Staff ROG 84.a.
Please provide the status of the bidding for the construction of the equalization tanks,

headworks equipment and associated components.

Pro Forma Plant. Please refer to PCF — 5 for the LUSI Sludge dewatering project. What is

the capacity of the proposed Solar Organite system to process sludge?

Pro Forma Plant. Please refer to PCF — 37. The same documents are provided to support
engineering and survey costs for exhibits PCF 37, 38, 39, 40, 42, 43, and 44. Please
describe how these documents support the “CPH (CEI, As Built, ROW permits)” in the

Bid Information and Budget Breakdown Sheets in each of the referenced Exhibits?





204.  Pro Forma Plant. Please refer to the MFRs for LUSI, Schedule F-1 for the Lake Saunders
system. Please provide a specific accounting for the “Other Uses” for the Lake Saunders

WTP.

205. Pro forma projects. Please identify which of the pro forma projects identified in the test
year request letter, UIF MFRs, and Mr. Flynn’s testimony will not be placed into service

by December 31, 2017.

206. Pennbrooke. At the February 1, 2017 customer service hearing, customers testified about
a proposed tank replacement project. Please explain whether that tank was replaced, when

it was placed into service, and at what cost; and if not replaced, why not.





207.

208.

209.

Customer Noticing. When sending customer notices related to the rate request and
customer service hearings, what portions of the Commission approved customer notice did
UIF send to the customers (i.e., did UIF send the entire customer notice approved by the

Commission staff, if not entire, what portions were sent, and why)?

Customer Noticing. Please describe how UIF used its website and other online social

media to notify customers about its requested rate case, the time and location of customer
service hearings, the proposed rate change(s) affecting their individual system(s), and how

customers could contact the FPSC, FDEP, or FOPC with their concerns.

Customer Noticing. In the notices sent to customers for the customer service hearings,
please explain how UIF tailored each of the Commission approved notices to each system
for the proposed rate increase so that customers understood which rate schedule(s) applied

to their address.





210.

211.

Customer Noticing. In counties with multiple systems, like Seminole County, how did
UIF ensure that the proper customer notice with the proper rate schedule reached the proper

customer?

Customer Noticing. In Seminole County which consists of Ul-Sanlando water and

wastewater, Ul-Longwood wastewater, and UIF-Seminole County (subsystems: Bear

Lake, Crystal Lake, Jansen, Little Wekiva, Oakland Shores, Park Ridge, Phillips, Ravenna,

Park / Lincoln Heights, Weathersfield / Trail Wood, Oakland Hills):

a. How did UIF ensure that Ul-Sanlando customers received the correct customer
notice and rate schedule applicable to their address?

b. How did UIF ensure that Ul-Labrador customers received the correct customer
notice and rate schedule applicable to their address?

C. How did UIF ensure that the customers of UIF-Seminole County systems received

the correct customer notice and rate schedule applicable to their address?





212.

Customer Service. Please describe the customer service provided to the customers of

Utilities, Inc. of Florida (UIF). Please include the following information in your response.

a. What phone numbers are provided to the customers in each system to call for bill
inquiries, emergencies related to the water or wastewater systems, quality of service

concerns, general information, etc.?

b. How are these phone numbers provided to the customers of each system?

c. What other options does the utility provide customers for these same concerns and how

are these options communicated?

d. When a customer contacts the utility how is the contact logged in, tracked, and

resolved? What controls are included and what software is used?

e. What supervisory reviews are made of the number of calls and how the calls are

resolved?

f.  How many customer call centers does UIF utilize?

g. How are the call center(s) organized and how are calls routed?

h. How are customer concerns routed to field staff?

i.  What parameters are established for field staff responses?
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213.

214,

215.

j. Customer-Service: Please provide a list and full description of the company codes used

to classify customer contacts.

Customer Service Metrics. Please identify each customer service metric, and identify the
benchmark(s) at which UIF believes supports a finding of adequate or satisfactory

customer service. Provide the results of the metrics for the period 2013 — 2016.

Customer Service Metrics. Please describe all customer service performance metrics (or
equivalent) used by Ul in its customer call centers when evaluating customer service. As
part of this response, please describe each metric’s benchmark and/or acceptable

performance level. Please provide monthly metric results for 2013 — 2016.

Customer Service Metrics. How does UIF’s customer service compare to other Ul systems

in the US, what is the basis for the comparison, and if not compared, why not?
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216.  Customer Service Metrics. How does UIF’s customer service rank when compared to other
non-Ul systems in the US, what is the basis for the comparison, and if not compared, why

not?

JR. Kelly
Public Counsel

/s/ Erik L. Sayler

Erik L. Sayler
Associate Public Counsel

Office of Public Counsel

c/o The Florida Legislature

111 W. Madison Street, Room 812
Tallahassee, FL 32399-1400

(850) 488-9330

Attorney for the Citizens of
the State of Florida
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STATE OF

AFFIDAVIT

COUNTY OF

BEFORE ME,

the undersigned authority, personally appeared

, who deposed and stated that he/she provided the answers to

interrogatories

served on by

on and that the responses are true

and correct to the best of his/her information and belief.

DATED at

: , this day of , 2017.

Sworn to and subscribed before me this day of

2017.

NOTARY PUBLIC

State of

at Large

My Commission Expires:
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CERTIFICATE OF SERVICE

| HEREBY CERTIFY that a true and correct copy of the foregoing Amended Citizens’
Eighth Set of Interrogatories to Utilities, Inc. of Florida (Nos. 195-216) has been furnished by

electronic mail to the following parties on this 2" day of February, 2017:

Walter Trierweiler Martin S. Friedman, Esquire
Danijela Janjic Coenson Friedman, P.A.
Wesley Taylor 766 N. Sun Drive, Suite 4030
Florida Public Service Commission Lake Mary, FL 32746
2540 Shumard Oak Blvd., Room 110 Email:
Tallahassee, FL 32399-0850 mfriedman@coensonfriedman.com
Email: wtrierwe@psc.state.fl.us
Email: djanjic@psc.state.fl.us Patrick C. Flynn / John Hoy
Email: wtaylor@psc.state.fl.us Utilities, Inc. of Florida

200 Weathersfield Avenue

Altamonte Springs, FL 32714-4099
Email: pcflynn@uiwater.com
Email: jphoy@uiwater.com

/s/ Erik L. Sayler
Erik L. Sayler
Associate Public Counsel




mailto:WTRIERWE@PSC.STATE.FL.US

mailto:WTRIERWE@PSC.STATE.FL.US

mailto:mfriedman@coensonfriedman.com

mailto:DJANJIC@PSC.STATE.FL.US

mailto:WTAYLOR@PSC.STATE.FL.US

mailto:pcflynn@uiwater.com

mailto:jphoy@uiwater.com




2540 Shumard Oak Blvd.
Tallahassee, FL. 32399-0854
P: (850) 413-6584

E: wtrierwe@psc.state.fl.us

From: Sayler, Erik [mailto:SAYLER.ERIK@leg.state.fl.us]

Sent: Thursday, February 02, 2017 4:25 PM

To: Roberts, Brenda; Danijela Janjic; John Hoy; Marty Friedman (mfriedman@coensonfriedman.com);
Patrick C. Flynn (pcflynn@uiwater.com); Walter Trierweiler; Wesley Taylor

Cc: Christensen, Patty; Vandiver, Denise

Subject: RE: Docket No. 160101-WS, Please see attachments

Please find attached the Amended 8" Set of Interrogatories to UIF plus NOS.

It was amended to fix a typo on page 11 (No. 212 was previously shown twice).
If you have any questions, please let me know.

ELS

From: Roberts, Brenda

Sent: Thursday, February 02, 2017 2:49 PM

To: Danijela Janjic <djanjic@psc.state.fl.us>; John Hoy <jphov@uiwater.com>; Marty Friedman
(mfriedman@coensonfriedman.com) <mfriedman@coensonfriedman.com>; Patrick C. Flynn
(pcflynn@uiwater.com) <pcflynn@uiwater.com>; Walter Trierweiler <wtrierwe @ psc.state.fl.us>;
Wesley Taylor <wtaylor@psc.state.fl.us>

Cc: Sayler, Erik <SAYLER.ERIK@leg.state.fl.us>; Christensen, Patty
<CHRISTENSEN.PATTY@leg.state.fl.us>; Vandiver, Denise <VANDIVER.DENISE@leg.state.fl.us>

Subject: Docket No. 160101-WS, Please see attachments

To All Parties of Record:

Please see the attached OPC’s Notice of Service plus OPC’s Eighth Set of
Interrogatories (Nos. 195-216) and OPC’s Eighth Request to Produce
Documents (Nos. 63-88) to Ultilities, Inc. of Florida.

Brenda S. Roberts
Office of Public Counsel
850-488-9330
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