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DIRECT TESTIMONY OF RICHARD DURBIN 

Q .  

A. 

F l o r i d a ,  32399-0850. 

Q .  

A .  

Would you please s t a t e  your name and address. 

My name i s  Richard Durbin;  2540 Shumard Oak Boulevard, Tal lahassee, 

By whom are you employed and i n  what capaci ty? 

I am employed by t h e  F lo r i da  Pub l i c  Serv ice Commission as a Regulatory 

Consul tant i n  the  D i v i s i o n  o f  Consumer A f f a i r s .  

Q .  

p ro fess iona l  experience. 

A .  

o f  Science i n Commerce degree. 

Please g i v e  a b r i e f  desc r ip t i on  o f  your educat ional  background and 

1 graduated from t h e  U n i v e r s i t y  o f  L o u i s v i l l e  in 1975 w i t h  a Bachelor 

I have worked a t  t h e  F lo r i da  Pub l i c  Serv ice Commission since 1992 and 

have h e l d  var ious pos i t i ons  w i t h i n  t h e  Div 

t h a t  t ime.  

Q. 
A .  

What are your present responsi b i  1 i t i e s  

I work i n  the  Bureau o f  Complaint Reso 

s i o n  o f  Consumer A f f a i r s  s ince  

w i t h  the  Commission? 

u t i o n  where I am p r i m a r i l y  

responsib le  f o r  both i n i t i a l  and con t inu ing  education o f  t h e  analysts .  I 

i d e n t i f y ,  develop, and mainta in  t r a i n i n g  resources i nc lud ing  the  D i v i s i o n ’ s  

I n t r a n e t .  I a l s o  serve as the  f i r s t  p o i n t  o f  contact  when a customer 

requ i res  a higher l eve l  o f  s t a f f  member i n t e r v e n t i o n .  

Q .  What i s  t h e  purpose o f  your testimony? 

A.  The purpose o f  my test imony i s  t o  advise t h e  Commission o f  t h e  number 

o f  consumer contacts received by t he  Commission concerning Aloha U t i l i t i e s ,  

t h e  na ture  o f  t he  complaints received by t h e  Commission, and the  adequacy 

o f  t h e  company’s response t o  those complaints.  
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Q .  

received? 

A .  

consumer contacts between January 1, 1999, and October 31, 2001. 

Q.  

January 1. 1999? 

A.  E x h i b i t  JRD-2 i s  a c h a r t  i n d i c a t i n g  t h a t ,  between January 1, 1999, and 

October 31, 2001, the  PSC logged 193 complaints against  Aloha U t i l i t i e s .  

Q.  I n  how many o f  those complaints was i t  the  determinat ion o f  S t a f f  t h a t  

Aloha was i n  apparent v i o l a t i o n  o f  t h e  F lo r i da  Admin i s t ra t i ve  Code o r  the 

company tariff? 

A .  Two. One was a complaint  i n  which i t  appeared t h a t  t h e  company had sent 

t h e  customer an improper b i l l .  The o ther  apparent v i o l a t i o n  concerned a delay 

i n  connect ion o f  serv ice i n  a t ime y manner. 

Q .  Has t h e  company responded i n  a t i m e l y  manner t o  t h e  complaints? 

A. Aloha has provided a response i n  a t i m e l y  manner i n  92% o f  t he  cases t h a t  

were f i l e d  i n  1999, 2000, and year - to -da te  2001. 

Q .  What were the  most common types of complaints t h e  PSC received? 

A .  High b i l l s  and water q u a l i t y  concerns, i nc lud ing  “b lack water” complaints,  

were t h e  two most common complaints.  

Q .  

w i t h  o t h e r .  s imi lar ly  s i t u a t e d ,  water and wastewater companies? 

A .  E x h i b i t  JRD-3 is  a comparison o f  t h e  number o f  complaints per 1,000 water 

customers f o r  s im i la r ly  s i t u a t e d  Water and Wastewater companies. It inc ludes 

o ther  Class A and 8 Water and Wastewater companies i n  Pasco County p lus  other  

How many consumer contacts  concerning Aloha U t i l i t i e s  has the Commission 

Attachment JRD-1 i s  a chart i n d i c a t i n g  t h a t  t h e  Commission received 294 

How many complaints has t h e  PSC had logged against  Aloha U t i l i t i e s  s ince 

How does the  number o f  complaints f i l e d  against  Aloha U t i l i t i e s  compare 
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sel  ected C l a s s  A companies outs ide  o f  Pasco County. 

The cha r t  i n d i c a t e s  t h a t  Aloha U t i l i t i e s  had 15.16 complaints per  1 , 0 0 0  

customers for t h e  p e r i o d  January I, 1999 through November 13, 2001. Other 

companies ranged from a low o f  -024 complaints per  1,OO customers by F l o r i d a  

C i t i e s  Water Company - Lee County D iv i s ion  t o  a h igh o f  13.45 complaints per  

1,000 customers by Jasmine Lakes U t i  1 i t y  Corporat ion.  

Q .  Does t h i s  conclude your test imony? 

A ,  Yes i t  does. 
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DOCKET NO. 010503-WU 
JRD- 3 

Complaints 
1999 - 2001 

Company Name 
Aloha Utilities 
Florida Cities Water Company - Lee County Division 

Number of 
water 

customers 

~ 

Florida Public Utilities Company (Fernandina Beach 
System ) 
Florida Water Services 
Forest Hills Utilities, Inc. 
Jasmine Lakes Utilities Corporation 
Lindrick Service Corporation 
Mad Hatter Utility, Inc. 

~ 

Marion Utilities, Inc. 
United Water Florida. Inc. 

( I  ) Source: Consumer Activity Tracking System 
(2) Source: Water andlor Wastewater Annual Report for 
year ending 12/3I/2OOO 

25,096 

6.866 
161 1 25,738 
9 I -2,264 

1,561 
2,351 
2,156 
4,568 

105 32,256 

I I 

Complaints 
per 1,000 
customers 

15.16 
0.24 

0.58 
6.26 
3.98 
13.45 - 
13.19 
5.10 
7.09 
3.26 


