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Re: In re: Application for increase in watedwastewater Rates in Alachua, Brevard, DeSoto, 
Hardee, Highlands, Lake, Lee Marion, Orange, Palm Beach, Pasco, Polk, Putnam, 
Seminole, Sumter, Volusia, and Washington Courities by Aqua Utilities Florida, Inc. 

Dear Ms. Cole: 

Enclosed for filing on behalf of Intervener, Yes Companies, LLC d/b/a Arredondo Farms 
(“Yes”) are the original and fifteen (15) copies of each of the testimony and exhibits of the 
following Yes Witnesses: 

1. KimKurz 
2. Shawn Harpin 
3. Jeremy Gray 
4. Mallory Starling 
5.  Mike Green 
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Kelly Sullivan, Esq. (via overnight delivery and ernail) 
Troy Rendell (via overnight delivery and email) 
Kimberly A. Joyce, Esq. (via overnight delivery and email) 
Robert Lloyd (via U.S. Mail and email) 
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

YES COMPANIES, L,LC 

DIRECT TESTIMONY OF KIM KURZ 

DOCKET NO. 100330-WS 

Q. Name and business address: 

A. My name is Kim Kurz. My business address is 2401 15th Street, Ste. 350, Denver, CO 

80202. 

Q. By whom are you employed and what is your position: 

A. I am employed by YES! Communities Inc. YES! Communities Inc. is a related 

corporate entity to Yes Companies, LLC (“Yes”). My position is Director of Special 

Projects. 

Q. Please describe your duties and responsibilities in that position: 

A. I am responsible for all of the utility expense and pass through charges to our residents 

in all of Yes’s 68 communities, to include the functionality of our billing system. I am 

responsible for other special projects as assigned. 
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Q. Describe your educational background and professional experience: 

A. I received my undergraduate degree from Elon College with a B.S. in Accounting. I 

have over 20 years of experience in accounting and property management of mobile 

24 home communities. 
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Q. Have you previously appeared and presented testimony before state regulatory 

bodies? 

A. Only during this rate case, Docket 100330-WS. 

Q. What is the purpose of your testimony? 

A. The purpose of my testimony is to provide information as it relates to the residents of 

Arredondo Farms who experience the following regarding their water and waste water 

services supplied by AQUA Utilities of Florida (“Aqua”): 

1. Rate increases and generally high rates 

2. Poor water quality regarding taste and sediment build up 

3. Billing andor meter reading errors 

4. Poor customer service quality 
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Moreover, this testimony is based on my personal knowledge of Yes’s operations and a 

review of Yes’s business records kept in the ordinary course of Yes’s business. 

Q. Are you sponsoring any exhibits in this case? 

A. Yes, I am sponsoring the following exhibits, which are attached to my testimony: 

Exhibit KK1 - Yes Water/Waste Water rate comparisons spreadsheet 

Exhibit KK2 - Aqua rate increase analysis 

Exhibit KK3- Resident Complaint forms, with statements, and copy of bills 

Exhibit KK4 - Photos of plumbing parts and sediment damage 

Q. Were these exhibits prepared by you or under your direction and supervision? 
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A. Yes. Exhibits KK1 and KK2 were prepared directly by me or prepared directly under 

my supervision. Exhibit KK3 includes complaint forrns completed by residents in 

Arredondo Farms, bills provided by Aqua, and other documents prepared by me. This all 

constitutes the business records of Yes and are kept in the ordinary course of business of 

Yes. I am a custodian of those business records. Additionally, Exhibit KK4 includes 

photos of damaged plumbing parts and sediment damage at Arredondo Farms. These 

photos were taken by me or under my supervision between March and April, 201 1. 

Q. Please summarize your testimony: 

A. Yes owns and operates 68 mobile home communities in 12 states. The company 

provides affordable housing to over 15,000 residents in these communities. Part of the 

affordability factor for our residents is the cost of their utilities. 

Out of those 68 communities, the residents of 26 of these are billed for water and waste 

water directly by a utility company. One of those is Arredondo Farms, which is serviced 

by Aqua. None of the other 25 communities are experiencing the combination of high 

rates, poor quality, billing errors, and poor customer service issues like those that the 

Arredondo Farms residents are experiencing with Aqua. Seven (7) communities are 

serviced with a well and/or waste water treatment facility which Yes owns and operates. 

The other 35 communities are sub-metered by YES. Yes bills the residents in order to 

recapture water and waste water provided by a utility company to a master meter. Yes 

reads meters, monitors rates, provides monthly bills, and collects payments monthly for 
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over 8,000 residents in these communities. Yes understands the challenges Aqua faces to 

manage utility billing communities. However, Yes does not understand or experience the 

chronic billing errors, high delinquency, and unhappy customers that arise at Arredondo 

Farm by virtue of Aqua’s predatory billing practices, high rates, and poor quality service. 

In addition, these 35 communities’ average cost of water and waste water for 5,000 

gallons of usage is $43.84. This is reflected in Exhibit KK-1. The same usage with Aqua 

is $135.60. That is a higher bill by $91.76 or a difference of over 200%. 

I got involved with the issues at Arredondo Farms in 2010 when the previous Manager 

Sandee Johns stated that she was receiving frequent complaints from her residents 

regarding the service provider, Aqua. Frankly, it was not until our new manager, Mallory 

Starling, got involved that we thoroughly understood .the nature and extent of the 

problem. Ms. Starling sent me example bills of our vacant homes that had no usage that 

were being charged $52.72. She also sent me examples of bills from residents using 

normal usage of 6000 gallons that were being billed almost $145. I began investigating 

their bill structure and found that Aqua imposed a 93% rate increase at the end of 2009. 

This is reflected in Exhibit KK-2. 

As Ms. Starling continued to address resident concerns, she found that not only were 

residents’ rates increased but many were receiving ex.tremely high bills due to back 

billing errors. In addition, she also found that residents were complaining of poor 

customer service from Aqua’s customer service line when residents called to ask about 

their bill. I have spoken to a number of Aqua employees in order to fix billing errors. 
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We put together a complaint form for Ms. Starling to use to begin tracking the nature of 

the complaints. By the end of 201 0 we had 64 written complaints which were all 

submitted on the PSC website. This is reflected in Exhibit KK-3. She also began 

obtaining copies of the residents’ bills when billing issues were brought to her attention. 

Upon review of the bills, we noticed many types of billing errors and back billing 

corrections. Residents were receiving large back charges due to different types of 

charges not being assessed over a 12 month period. Some were waste water facility 

charges, which for 12 months amounts to over $400. Others were waste water usage 

charges which could accumulate to thousands of dollars in charges. Many residents were 

not being charged usage for water or waste water for over a year resulting in back usage 

charges that were being billed at the highest usage tier as if they used all the water in one 

month. This is clearly a predatory practice by Aqua. When the resident, or Ms. Starling, 
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or I tried to call the 1-800 customer number, we were handled very unprofessionally with 

no resolution. I visited the community in March 201 ]I in order to speak to residents 

directly. Here are just some examples of what I heard. Additional examples may be 

provided at the final hearing in this matter. The records of these correspondences are 

business records of Yes and kept in the ordinary course of business of Yes. I am a 

Eugene Davk: 71 1 7 SWArcher Rd, #46 
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352-240-6596 

I met with Eugene Davis at his home to discuss the water provided by Aqua. He 

has owned his home in the community since August 2007. His complaint is a 

major billingproblem. He received a $900+ charge on his bill in October 2010. 
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When he called Aqua’s customer service line, lie was told that they had neglected 

to charge him for sewer for a period of time and was now back billing him. 

Eugene told them that he would not be able to pay the full bill. They agreed to 

place him on a payment plan of $60 extra per month until it is paid ofJ: 

Katherine Smith: 71 1 7 SW Archer Rd. #35 

352- 792-2934 

Katherine was paying her bill monthly since her move in. However, Aqua was not 

registering a read for usage each month. Theji were only charging her for the 

base fees. She received an $8004- charge on her bill in February 201 1. When 

Katherine called Aqua’s customer service line!, she was told that they had 

neglected to charge her for the usage portion of water and sewer for a 12 month 

period of time, which had accumulated to 33,800 gallons of usage and was now 

back billing her. Katherine brought her bill to us to review. Afer  review, we 

noticed that this bill showed the usage for just one period. Therefore she was 

being charged at the highest usage tier. 

Justin Houlker: 71 17 SWArcher Rd, #97 

352- 494- 7935 

Mr. Houlker s complaint is a major billing problem. He received a $900+ charge 

on his bill in November 201 0. When he called Aqua s customer service line, he 

was told that they had neglected to charge him for usage for a period of time and 

was now back billing him. Justin told them that he would not be able to pay the 
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full bill, They agreed to place him on a payment plan of $38 extra per month until 

it is paid 08 

MaryAnn Walker: 71 I 7 S W Archer Rd. #2;?05 

No longer in home 

MaryAnn rented her home from Yes since March 2008. As a result of a billing 

error which resulted in a high water bill she h m  since moved out and abandoned 

her home. The community was charged $606.25 on this account due to the 

abandonment. The home remains vacant resulting in lost rent of $530per month. 

This account is aperfect example of a number of billing errors all on one 

account. Aqua was showing this site as inactive, meaning they did not think 

anyone lived there. When they realized it, they attempted to get meter reads, had 

to swap out the meter. When they did, they used the beginning read from the old 

meter and ending read from the new meter resulting in a billing 222,500 gallons. 

They finally fixed that but charged the resident for 12 months base facility 

charges. 

Monica Thomas: 71 I7  SWArcher Rd. #2321 

352-353-9357 

I met with Monica Thomas at her home to discuss the water provided by Aqua. 

She has owned her home in the community since December 2007. She had 

several complaints. Her Jirst complaint is a major billing problem. She received 

a $900+ charge on her bill in October 201 0. When she called Aqua s customer 
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service line, she was told that they had neglected to charge her for sewer for a 

period of time and was now back billing her. Monica told them that she would 

not be able to pay the fill bill. They refused to allow her to pay on apayment 

plan. They turned her water offin December. Her two children had to move to 

their grand-mother s home while they were without water. She ended up 

borrowing money in order to pay the balance in full which was required to get the 

water turned back on. She also states that the water often smells of bleach. 

Monica’s story demonstrates the predatory billing practices employed by Aqua. 

William and Margaret Wright: 71 I 7 S W Archer Rd. #2407 

352-335-514 7 

I met with Bill and Margaret Wright and their daughter Judy Donavan at their 

home to discuss the water provided by Aqua. They have owned the home in the 

community since 1999. Bill and Margaret are retired seniors on fixed incomes. 

They had several complaints. They pay on time consistently. They do not drink 

the water because it is foul tasting. The water is hard and needs additional 

special cleaning supplies for getting out spots and soap. 

The first complaint is a major billingproblem. They received a $2,0881- charge 

on their bill in February 201 1. When Margaret called Aqua’s customer service 

line, she was told that they had neglected to charge her for the usage portion of 

water and sewer for a I9  month period of time, which had accumulated to 93,700 

gallons of usage and was now back billing her. Margaret told them that she 

would not be able to pay the Jill bill. Afer speaking to many supervisors she 
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spoke to someone named Patrick. Patrick asked her how much she could afford. 

She was already paying $52.72 for facility fees and now usage. She said she 

could afford $25 more or $75 per month. The payment plan was written for $25 

per month for 84 months. What nobody at the customer service department 

reviewed or corrected was that this the bill showed this 93,700 usage for the 

billing period of 1/11 -2/8, not 19 months, and it charged Margaret at the highest 

tier of over $20 per 1000 gallons. 

The next bill the Wrights received was for 5600 gallons. I looked at the meter and 

it was not spinning and reflecting no leaks. I was unable to determine how this 

couple could be using this much water. This represents a bill for $1 3 8 . 6 8 ~ 1 ~ ~  the 

$25 payment plan - $1 63.68 per month. Again, this is a predatory billing practice 

by Aqua. 

Joyce Helms: 71 17 SWArcher Rd, #2621 

352-284-581 1 

I met with Joyce Helms at her home to discuss the water provided by AQUA 

Utilities. She has rented her home from the community since January 201 0. 

Joyce has several complaints. 

The first complaint is that the rates are excessive. There are 2people in the 

household and their water bill averages $1 00-1 30 per month. 
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In August 201 0, Joyce received a large bill for $424.97. The billing period was 

from 1/28/10-8/12/10 which had already been billed and paid for. 

Joyce does not drink the water straight from the tap. She purchases bottled water 

to drink andplters water with a Brita to cook. 

Finally, Joyce has experiencedplumbing issues and clogs that the Yes 

maintenance staff has handled. In December 201 0, Joyce brought us a particle 

from her home that was clogging her plumbing that was the size of the head of a 

pencil. 

Teresa Jawis: 71 I 7  SWArcher Rd. #2 

352-262-8604 

I met with Teresa Jarvis at her home to discuss the water provided by Aqua. She 

has rented her home from Yes since June 2008. She had several complaints. 

HerJirst complaint is that the water is disgusting. She will not drink it or allow 

her 2 kids to drink it. She has a 7 month old and a 9 year old. They do cook with 

it unless it is boiled$rst. The water stains dishes and she told me that special 

cleaningproducts are needed to get the stains offof the shower doors and other 

surfaces. 

She explained that the water is too expensive, especially given the low quality 

provided by Aqua. When sheJirst moved in the water ran about $60per month. 
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Her household of 4pays over $120per month, a 40-50% increase. This in 

addition to the cost ofpurchasing bottled water. She cannot afford Aqua’s bills. 

Kathleen Delano: 71 I 7 SWArcher Rd. #34 

352-871 - 7205 

I met with Kathleen Delano at her home to discuss her water provided by Aqua. 

She rents her home from Yes. She had several complaints. 

Her first complaint concerned the rate. Her household has 4 people. She 

currently pays $1 80-200 per month for an average bill. 

Her second complaint was regarding the water quality. Kathleen is helping to 

raise her 4 month old grand-daughter. She stopped using the water directly from 

the tap after her grand-daughter got sick to her stomach after having formula 

prepared with the water. She purchases bottled water for any cooking and 

consumption. 

While I was there, Kathleen wanted me to read a notice from Aqua that she 

received in the mail. It was regarding a rate change to be effective April I ,  201 1 

It stated to look up the proper schedule to see the rate change. Arredondo is in 

Group 4 for water yet the notice did not include a schedule for Group 4. 

Finally, Kathleen stated that when she called the customer service line for AQUA, 

the representative was very rude and was unable to assist with her problem. 
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Lola Ferguson: 71 I7 SW Archer Road #2010 

352-3 71 -9043 

I met with Lola Ferguson at her home to discuss the water provided by Aqua. She 

has owned her home in the community since September 1999. She had several 

complaints. 

Herfirst complaint is about sand in her water lines. She had to have her water 

heater replaced in June 201 0 because of sand that built up inside the unit. She 

was also experiencing low water pressure. She had to get her lines cleaned and 

replaced in her guest bathroom. The lines were full of sand. 

She attended the hearings that the PSC held in Gainesville regarding the last 

Aqua rate increase. She spoke about the sand in her lines. An Aqua 

representative promised her he would coordinate getting her lines flushed and 

nothing ever happened. I have found it is common for Aqua to make promises 

before the PSC that they do not intend to follow through with. 

Lola does not drink the water unless she has boiled it. 

She has also experienced a serious billing problem. She was given a notice of an 

unpaid balance that she hadpaid. They shut her water ofl It was offall 

weekend. They turned it back on when they found out they had not applied the 

payment properly. This is yet another predatory billing practice by Aqua. 
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Randy Andersen: 71 1 7 S W Archer Rd #2331 

352-682-5443 

I met with Randy Andersen at the office to discuss his water provided by Aqua. 

He has owned his home in the community since June 2008. He had several 

complaints. 

His first complaint was regarding the rate. His household has 2 people. He 

currently pays $85-1 00 per month for average bill. 

His second complaint was regarding the water quality. He has experienced a 

very high level of calclfication in the appliances andplumbing of his home. He 

stated that the calcium build up has plugged his water lines on several occasions 

creating very low pressure until cleaned out. .He has had to replace his hot water 

heater due to the calcium build up and corrosion. His shower heads clog 

frequently, requiring removal and cleaning. The poor water quality leads to a 

high amount of maintenance and cost for this struggling household. 

When Randy first moved in it took AQUA 3 weeks to fix a leak near the meter at 

his home. 

Beverly Jane Turner: 71 1 7 SW Archer Rd #2409 

352-226-5997 
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I met with Beverly Jane Turner at her home to discuss her water provided by 

Aqua. She owns her home and rents the site from the community. She had 

several complaints. 

Her first complaint was regarding the rate. Her household has 3 people. She 

currentlypays $118-128per month for an average bill. When she moved into the 

community in 1993 her water bill was $8. 

Her second complaint was regarding the wate,r quality. Beverly will not drink or 

use the water directlyfrom the tap. She states that the water often hasflakes of 

what looks like dandruff in the water. She has purchased a Brita picture and 

filters all water she consumes, including the water she uses for brushing her teeth. 

Several months ago, she had an unexplained charge on her bill. When she called 

Aqua they stated she would need to pay it or have her water turned 08 She paid 

it but believes it was from a home behind her Chat was moved out. This is clearly 

a predatory billing practice by Aqua. 

Finally, she shared complaints about her sewer services. She often experiences 

smells from the treatment plant. She also experienced a sewer back up into her 

tub. Despite calling AQUA regarding the problem, the problem still persisted 

over 3 days. The problem was corrected by her daughter who snaked the line out 

.for her. 
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Virginia Witt: 71 1 7 SW Archer Rd. #2602 

352-3 75-1 21 3 

I met with Virginia at her home to discuss the water provided by AQUA Utilities. 

She has owned her home in the community since 2001. She is a senior on fixed 

income and is the only one in her household. She has several complaints. 

Virginia does not drink the water. It tastes terrible. It also leaves spots on 

everything. She pays monthly for a water softening system. That system costs $38 

per month for the softener system and about $1 5 per month for salt. She changed 

companies and even for the short period without the softener she could not stand 

the water quality. 

The other issue is that her bill and usage has been very consistent between 1800- 

2300 gallons. The March 2011 bill is showing 4,800 gallons and a cost of 

$125.25. I read her meter and determined that it was not moving. She said she 

has experienced no leaks. Aqua is appearing to charge her for water she did not 

use. 

Michelle Einmo : 71 1 7 SW Archer Rd. #2604 

352-3 74-9555 

I met with Michelle Einmo at her home to discuss the water provided by AQUA 

Utilities. Michelle, her husband Eric, and their 3 children have lived in their 

home in the community since October 2006. They own their home andpurchased 

it new. 
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Michelle sfirst concern is regarding her children’s dental history. When her 

family moved to Arredondo Farms her oldest daughter was 7 years old; her son 

was 1; and her 2 year old was born after they moved in. Her daughter had no 

cavities when they moved to Arredondo. She now has 3Jillings. Her middle son 

has 9 cavities and 2 of them require crowns. Her youngest already has one 

cavity. She has been advised that the lack ofjluoride in the water provided by 

Aqua has caused these dental issues for her family. 

Additionally, the Einmo family has experienced very hard water. It leaves a film 

and spots on everything. It requires extra expenses for detergent and cleaners. In 

addition, it has ruined a number of her appliances. The home is just out of 

warranty. Her hot water heater keeps trippin,g the breaker. They believe it needs 

to be replaced due to sediment from the water. The refrigerator water line is 

clogged and frozen. The dishwasher jet dry pump is clogged or jammed. She has 

replaced her coffee maker due to deposits from Aqua’s water. 

In about 2008, the Einmo family received a bill from Aqua for $999,000 which 

was obviously an error. Afer speaking to a number of levels of supervisors in the 

customer service department, someone agreed to correct the problem. The 

problem was due to the meter being swapped for a new one. The beginning 

reading was from the old meter and the ending read was from the new meter 

resulting in a full meter turn and usage of millions of gallons. The Einmo ’s 

thought they had the problem rectiJied but later began receiving collection calls 
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from Aqua regarding their outstanding balance. These calls are a prime example 

of Aqua s predatory billing practices. 

Finally, this family of 5 pays on average about $1 80-200 for water each month. 

This constitutes a 40-50% increase from only a couple years ago. This in 

addition to purchasing bottled water is extremely expensive and unaffordable for 

this struggling family. 

Q. Are you aware whether these problems have continued since your visit to 

Arredondo Farms in March, 2011? 

A. These problems have not only continued but actually gotten worse. Many of the 

residents of Arredondo Farms testified in opposition to Aqua at a public hearing in this 

case before the Public Service Commission in Gainesville, Florida on September 12, 

20 1 1. These verbal reports by residents of Arredondo Farms constitute business records 

of Yes and have been kept in the regular business of Yes. I am a custodian of those 

business records. This testimony demonstrates not only the poor water quality and high 

cost of Aqua’s water, but also the predatory billing practices employed by Aqua in the 

collection of payment from residents of Arredondo Farms. A summary of many 

residents’ testimony is provided below. 

Crifron Pridgen : 71 1 7 SW Archer Rd. #2129 
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Mr. Pridgen testijied that his bills from Aqua CiaveJluctuated greatly during his 

time at Arredondo Farms. He has had bills as high as $450. He testfzed that in 

June or July of 201 I ,  he received an outrageolrdy high bill from Aqua and Aqua 

actually cut o fh is  water when he could Izotpay the amount of the bill. When he 

spoke with Aqua about the situation, he was fbrced to deal with an extremely rude 

and condescending customer service representative. 

Laura Denmark: 71 1 7 S W Archer Rd. #2119 

Ms. Denmark testiJied that her water and wastewater bill from Aqua is higher 

than her electricity bill! She cannot believe that water and wastewater can cost 

so much. Ms. Denmark also testi3ed that Aqua’s water has made her physically 

sick. She was particularly upset about the rude customer service representatives 

at Aqua, and the fact that those customer service representatives have harassed 

her and threatened her with collections when she has had difficulty paying Aqua’s 

high bills. She considers this a predatory billing practice. 

Ms. Evans: 71 1 7 S W Archer Rd. #2425 

Ms. Evans testified that she once received a .bill for $700 from Aqua for a full 

year of service that Aqua allegedly failed to bill her for! She was forced into an 

expensive payment plan from Aqua. She then testified that in January, 201 1, she 

received a bill for over $1,000 from Aqua and when she had difJiculty paying this 

bill, Aqua stooped to shutting offwater service to her home. When this occurred, 
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she had to leave her home with young children for three days and was only able 

to return to the home when she borrowed money to pay Aqua ’s bill. Ms. Evans is 

on afixed income and cannot afford her regular Aqua bill, let alone bills for over 

$1,000. Ms. Evans is appalled at Aqua’s predatory billing practices. 

Eugene Davis: 71 1 7 SW Archer Rd. #46 

Mr. Davis testified about the $900 bill he received that is referenced earlier in 

this testimony. Mr. Davis added that he was threatened with water shut offwhen 

he was unable to pay this bill. Mr. Davis is upset about not only the predatory 

billing practices of Aqua and the high cost of its service, but also the poor quality 

of Aqua s water. He testijied that he cannot wash his car with Aqua s water 

because it will turn the car white. He also testified that the water is of such poor 

quality that he wouldn’t feed it to his cat. Mr. Davis believes that Aqua is 

“robbing ’’ the residents of Arredondo Farms with its predatory billing practices 

and high rates. 

Ben Anderson and Derek Boles: 71 1 7 SW Archer Rd. #2629 

Mr. Anderson and Mr. Boles testi3ed that Aqua bills them on average $1 20 a 

month for water and wastewater service. Mr. Anderson testified in particular that 

this constitutes an almost quadrupling of his bill from only four years ago. The 

testimony further showed that the water is non-potable and destroys plates, 

silverware, glasses, and clothing. They believe Aqua should be ashamed. 
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Willard Miller: 71 1 7 SW Archer Rd. #2205 

Mr. Miller test$ed that he cannot afford Aqua’s current rates, let alone an 

increase in the current rates. He testiJed that the quality of water provided by 

Aqua is so poor that even a horse wouldn ’t drink it. 

Michael Burke: 711 7 SWArcher Rd. #I31 

Mr. Burke testij?ed that he was a maintenance operator in Arredondo Farms for 

three years and Aqua has known about the mdiment and plumbing issues caused 

by its water for years and has taken absolutely no action to correct the problem. 

He testified that Aqua’s customer service agents are rude, condescending, and 

unwilling to respond to service calls in Arredondo Farms, even when the problem 

is caused by Aqua’s substandard water. Mr. Burke testified that in his experience 

with Arredondo Farms, the service provided by Aqua is getting worse, not better. 

Jack Waters: 71 1 7 S W Archer Rd. #89 

Mr. Waters testiJied that on two separate occasions, he discovered that raw 

sewage from Aqua’s wastewater system had backed up the pipes andfilled his 

bathtub. He was absolutely horrified and disgusted by these experiences and the 

poor quality of service provided by Aqua. 
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Regina Lewis: 71 I 7 SW Archer Rd. #2639 

Ms. Lewis testified that the poor quality of water provided by Aqua is causing her 

medical issues. In particular, the sedimentation present in Aqua’s water is 

clogging the lines in her oxygen machine that relies upon to breathe. 

Joyce Helms: 71 17 SWArcher Rd. #2621 

Ms. Helms testiJied that she pays nearly $150 a month for water and wastewater 

+om Aqua. She testiJed that when she boils baby bottles for her grandchildren, a 

thick film develops on the bottles and that film is caused by the poor quality 

water. She testiJied that she often goes months without getting a bill from Aqua 

and must actually call Aqua to receive a bill. When the bill eventually comes, it is 

for an exaggerated and unaffordable amount,. In one instance she received a 

$500 bill. Due to these predatory billing practices of Aqua, Ms. Helms is looking 

for a new place to live. 

Annette Filer: 71 I 7 SW Archer Rd. #2016 

Ms. Filer testiJied that the water provided by Aqua smells bad; similar to the odor 

of smelly feet. Further, she testified that the poor quality of water is causing 

medical issues for her family, She testiJied that the water is of such poor quality 

that her three year old doesn’t even want to take a bath in the water. Her I O  year 

22 



4 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

old childfinds that her medical condition of Eczema flares up after contact with 

Aqua’s water. 

Donald Hainley: 711 7 SWArcher Rd. #2104 

Mr. Hainley testiJed that Aqua’s bills are extremely unaffordable. He wants to 

leave Aqua but feels that he is stuck. He also believes that Aqua engages in 

unfair, predatory billingpractices. In a recent bill, he noticed that Aqua is 

attempting to double bill him for one month’s ,service without any explanation for 

the double-payment. 

Barbara Sacks: 71 17 SW Archer Rd. #2615 

Ms. Sacks testijied that she has lived at Arredondo Farms for fourteen years and 

the rates were reasonable and tolerable until approximately Jive years ago. In the 

pastJive years, however, the rates have “gone crazy. ” Ms. Sacks believes the 

current rates charged by Aqua are absolutely ridiculous and no increase should 

be given to Aqua. Further, she testified that the water provided by Aqua is of 

extremely poor quality, undrinkable, and not evenJit for a dog. 

Khanhung D. Chu: 71 1 7 SW Archer Rd. #2126 and 2627 

Mr. Chu testzfied at length about Aqua ’s predatory billing practices and absurdly 

high rates. He testified that Aqua does not properly read its meters and often 
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sends exaggerated, “estimated bills. Mr. Chu has also suflered extensive 

plumbing damage in his mobile home due to Aqua’s poor quality of water. When 

he has contacted Aqua, both over the telephone and in writing, he has received no 

substantive response from Aqua to his complaints. 

Patricia Copeland: 71 1 7 SW Archer Rd. # I  13 

Ms. Copeland testified that the water is non-drinkable and disgusting. She 

testified that she has had raw sewage from Aqua’s wastewater system back up 

into her home. Finally, she testified that due to Aqua’s high rates, she cannot 

continue to afford her home and will likely have to leave Arredondo Farms. 

Mary Washington: 7117SWArcher Rd. #I10 

Ms. Washington has lived in Arredondo Farms for I I years. During that time, 

she has noticed that the quality of water has decreased dramatically, and in 

particular, during the past five years. She testiped that the rates charged by Aqua 

are excessive and unaffordable, and due to the poor quality of water, she has the 

additional expense of purchasing bottled water. 

Earl McKeever: 7I I 7 S W Archer Rd. #I  3 7 

Mr. McKeever testified that the quality of water provided by Aqua is poor and the 

cost is excessive. He also testified that due to the hardness of the water, he has 
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been forced to purchase expensive water softening devices that he cannot afford. 

Aqua’s rude customer service representatives have provided no financial 

assistance toward the purchase of these devices or credit toward the cost of water 

service. Additionally, Mr. McKeever must also purchase over 100 bottles of 

water each week for cooking and drinking because the water provided by Aqua is 

non-potable. 

Will Conrad: 71 1 7 SW Archer Rd. #I 51 

Mr. Conrad testiped about Aqua’s predatory billing practices. Mr. Conrad 

testiped that he will not receive a bill some months and then get hit with a double 

or triple bill the following month. This is a routine practice of Aqua and he 

cannot afford to pay these high bills. 

Gloria Sheppard: 71 1 7 SW Archer Rd. #3 7 

Ms. Sheppard testij?ed that she routinely receives $130 bills from Aqua. These 

bills are completely unaffordable to Ms. Sheppard. Additionally, she finds that 

Aqua s customer services representatives are rude and condescending when she 

calls to discuss her exorbitant bills or problems with the quality of the water. She 

also believes the water currently provided by Aqua is the worst water she has 

experience in the eleven years she has been at Arredondo Farms. She was also 

told by a doctor that the water is of such poor qualiw, it should not be given to a 

young child. 
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James Bowers: 71 I 7 S W Archer Rd. #23 

Mr. Bowers testified about Aqua’s predatory billing practices. Mr. Bowers’s 

water was shut offwhen he couldn ’t afford to pay an excessive bill provided by 

Aqua. When his water was eventually turned back on, he was assessed a number 

of additional fees and charges that he could not afford. As a result, his $ I  80 bill 

that month increased to over $300. He cannot afford to pay a $300 bill. In July 

201 1, Mr. Bowers was sent a $500 bill by Aqua. He believes no bill is due 

because he didn’t use any water the previous ,month. 

Mitchell Young: 71 1 7 SW Arche,r Rd #2417 

Mr. Young testij?ed that he routinely receives billsfrom Aqua ranging up to $190 

per month. He believes the rates charged by Aqua are unfair, excessive, and 

predatory. He also believes that the customer service representatives of Aqua are 

rude, condescending, and not interested in working with Aqua’s customers. 

Charles Milton: 711 7 SWArcher Rd. #2330 

Mr. Milton testij?ed that he once received a $2,000 bill from Aqua. Mr. Milton 

was advised by Aqua that the high bill was caused by a leak andJixing that leak 

was Mr. Milton s responsibility. Mr. Milton believes that Aqua routinely engages 

in predatory billing practices. In his words, ifyou ure “one penny short or one 
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day late, ’’ Aqua will cut offyour water service. He believes that Aqua forces its 

customers into punitive and unaffordable payment plans in order to maintain 

water service. Because of the predatory rates and billing practices, Mr. Milton is 

planning to relocate from Arredondo Farms. 

Norma Bradley: 71 17 SWArcher Rd. #2106 

Ms. Bradley testified about Aqua ’s predatory billing practices. In particular, she 

testi3ed that Aqua will not send her a bill for several months and then provide an 

exaggerated back bill for several months which she cannot afford. She further 

explained that Aqua is eager to shut offits customers’ water and will only provide 

one notice before doing so. 

Judy Donovan: 71 17 SWArcher Rd. #2407 

Ms. Donovan recounted an experience suffered by her parents residing at unit 

2407 in Arredondo Farms. She testified that in one instance, her parents received 

a $2,000 bill for 99,000 gallons of water usage. When contacted regarding the 

mistake, Aqua explained that they were back billing for over 19 months of usage. 

Ms. Donovan believes this is a predatory practice of Aqua. Further, Ms. 

Donovan explained that current bills show over 6,500 gallons of water usage per 

month, which she estimates is completely inaccurate and exaggerated. 

Additionally, her current bills show an attempt by Aqua to improperly double bill 

for a single month of usage. Ms. Donovan is appalled at the cost of Aqua s 

27 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

Q. How would you conclude your testimony in this case? 

A. AQUA'S extremely high rates, predatory and unfair billing practices, and poor billing 

accuracy has made it unaffordable to live at Arredondo Farms. These issues are unlike 

any we have seen in all of our communities. They have negatively impacted our ability 

to stabilize occupancy, stabilize expenses, and stabilize rents, thus encumbering the value 

of the community and our ability to obtain financing. 

service and the predatory billing practices employed by Aqua. Given the poor 

quality of service provided by aqua, she is not seeing any benefit to the high cost 

of water charged by Aqua. 

Susan Beier: 71 17 SWArcher Rd. #34 and 4 

Ms. Beier is apower of attorney for the owner of units 34 and 4 in Arredondo 

Farms. These are income producing properties but they are not presently 

producing any income because of Aqua 's predatory billing practices and 

exorbitant cost. Ms. Beier testij?ed that the renters in these units have seen bills 

ranging from $255 to $3 77 for one month. Aqua 's only response to these 

exaggerated bills was to blame the customer and respond that the high cost was 

due to leaks in the home. Ms. Beier testij?ed that the exorbitant cost ofAqua 

service is making it impossible to profitably rent or keep these units occupied. 
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The water quality at Arredondo Farms is extremely paor. It is so poor that many 

residents will not drink it and instead must purchase water. Therefore on top of the high 

rates, residents incur additional costs to purchase water. The water is very hard and has 

sediment. The sediment causes clogs in plumbing lines and fixtures. Residents 

experience running toilets and other leaks as a result of the damage the water causes. 

Therefore on top of the high rates, residents incur additional costs due to water leaks and 

plumbing repairs. Our own maintenance staff experiences high maintenance expenses 

replacing water lines, appliances, hot water heater elements, faucets, shower heads, and 

toilet parts as a result of the damage caused by the poor water quality. Quality and rate 

go hand in hand. The residents do not feel they are receiving a quality product for the 

rate that is being charged and given the amount of money they have to spend on bottled 

water and maintenance. Further, the customer service provided by Aqua is rude and 

condescending. 
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~- 

AQUA rate history 
Water Sewer 

2008 
15.86 Base 

0.00369 per g 
14.92 Base Charge 

12.10 0.00242 perg 18-45 
12.1 18.45 

2009 
Tier Charge Tier Charge 

34.96 Base Charge 15.52 Base Charge 
35.05 0.00701 6000 gal 32.95 0.00659 5,000 gal 

41.20 0.00824 next 5,000 gal 0 6000+ 

0.01978 lO,OOO+ 

2010 
Tier Charge per gallon Tier Charge 

15.71 Base Charge 35.44 Base Charge 
36.55 0.00731 5,000 gal 35.55 0.00711 6000 gal 

44.90 0.00898 next 5,000 gal 
0.02067 10,000+ 

2011 Proposed 
Tier Charge per gallon Tier Charge 

17.66 Base Charge 37.87 Base Charge 
32.45 0.00649 5,000 gal 57.18 0.00953 6000 gal 

48.65 0.00973 next 5,000 gal 
0.01298 12,000+ 

5000 gallon customer (Household of 2-4) Rate incr 
Change W per 1000 WW per 1000 - Water Sewer Total 

2008 27.02 34.31 61.33 5.40 6.86 Water 
2009 48.47 77.02 118.48 9:3% 9.69 15.40 
2010 52.26 70.99 123.25 4% 10.45 14.20 

Proposed 2011 50.11 85.52 135.63 10% 10.02 17.10 
Approved 2011 50.97 82.30 133.27 8% 10.19 16.46 Sewer 

10,000 gallon customer (Household of 4-6) 

- Water Sewer Total Change 
2008 39.12 52.76 91.88 
2009 89.67 70.01 159.68 74% 
2010 97.16 70.99 168.15 5% 

Proposed 2011 98.76 95.05 193.81 15% 
Approved 2011 96.02 91.57 187.59 12% 



5000 gallon customer 
Water Sewer Total 

2008 27.02 34.31 61.33 

0.0062 
0.0093 
0.1239 

2009 48.47 70.01 118.48 

-88% 

2010 52.26 7'0.99 123.25 

2011 50.11 95.05 145.16 

'ease History 2011 

Tier 2008 2009 2010 Tier Requested 
Base Charge 14.92 15.52 15.71 Base Charge 17.66 
5,000 gal 0.00242 0.00659 0.00731 6,000 gal 0.00649 
next 5,000 gal 0.00242 0.00824 0.00898 next 6,000 gal 0.00973 
10,000+ 0.00242 0.01978 0.02067 12,000+ 0.01298 
Base Charge 15.86 34.96 35.44 Base Charge 37.87 
6,000 gal 0.00369 0.00701 0.00711 6,000 gal 0.00953 

0.00369 0 0 0 
0.00369 0 0 (3 
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Approved 

35.95 
0.009 27 



Docket No. 100330-WS 
Resident Complaint forms, with statements, and copy of bills 

Exhibit KK3. 1 of 61 

March 23,2011 

Statement regarding interview with Resident 
By Kim Kun, Director of Special Projects, Yes Communities, Inc 

Teresa Jarvis: 7117 SW Archer Rd. #2 
352-262-8604 

Met with Teresa larvis a t  her home to discuss the water provided by AQUA Utilities. She has rented her 
home from the community since lune 2008. She had several complaints. 

Her first complaint is that the water is disgusting. She will not drink it or allow her 2 kids to  drink it. She 
has a 7 month old and a 9 year old. They do cook with it since it is boiled first. The water stains dishes 
and you need special cleaning products to get stains off shower doors and other surfaces. 

The water is too expensive especially for the lack of quality. When she first moved in the water ran 
about $60 per month. Her household of 4 pays over $120 per month, a 40-50% increase. This in 
addition to purchasing bottled water is extreme. 

This statement is true and accurate. 

Teresa Jarvis Date 

Attachment(s): Original complaint filed with Arredondo Farms office 
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./corn mu n it ies 

Water and Sewer Utility Services Complaint Form Tk=4 
*Name: c 1 

*Address : 

*Provider: AQUA Utilities Inc. 

"Account # (found on your water bill): 

*Reason of complaint (check all that apply): 

&-: ]cJ'p/i> C, 6 [J 

Poor water quality 
Low water pressure 
Broken water meter 
Other (Please explain) 

.. 

c.u& c- - 
lh5-s /q% I.?. 

*Signature: 

YOU may also use the followi&o;rods to file a complaint with Florida Public Service Commission. 

By phone: 1-800-342-3552 

By e-mail: contact@Dsc.nate.fl,us 

Or file an electronic complaint at: hna://WWW.r)sc.State.fl.us/consumers/comrr lain%/ 

*Required field 
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Kathleen Delano: 7117 SW Archer Rd. #34 
352-871-7205 

Met with Kathleen Delano at her home to discuss her water provided by AQUA Utilities. She rents her 
home from the community. She had several complaints. 

First was regarding the rate. Her household has 4 people. She currently pays $180-200 per month for 
average bill. 

Second complaint was regarding the water quality. Kathleen is helping to raise her 4 month old grand- 
daughter. She stopped using the water directly from the tap after her grand-daughter got sick to  her 
stomach after having formula prepared with the water. She purchases bottled water for any cooking 
and consumption. 

While I was there, Kathleen wanted me to  read a notice from AQUA that she received in the mail. It was 
regarding a rate change to be effective April 1,2011. It stated to look up the proper schedule to  see the 
rate change. Arredondo is in Group 4 for water yet the notice did not include a schedule for Group 4. 
Not to mention on the schedules they are called "Band" not "Group". 

Finally, Kathleen stated that when she called the customer service line for AQUA, the representative was 
very rud aqd w s u able to  assist with her problem. 

~ 

This statement is  true and accurate. 

Kathleen Delano Date 

Attachment(s): Original complaint filed with Arredondo Farms office and PSC website 
Mailing from AQUA regarding rate change effective April 1, 2011 
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Water and Sewer Utility Services Complaint f:c):17'1 

' + - -  ' : $ I .  of ccrnplaint (check all tha t  apply): ., 
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Lola Ferguson: 7117 SW Archer Road #2010 
352-371-9043 

Met with Lola Ferguson at her home to discuss the water provided by AQUA Utilities. She has owned 
her home in the community since September 1999. She had several complaints. 

Her first complaint is about sand in her water lines. She had to have her water heater replaced in June 
2010 because of sand inside. She was experiencing low water pressure. She had to  get her lines 
cleaned and replaced in her guest bathroom. The lines were full of sand. 

She attended the hearings that the PSC held in Gainesville regarding the last AQUA rate increase. She 
spoke about the sand in her lines. An AQUA representative promised her he would coordinate getting 
her lines flushed and nothing ever happened. 

Lola does not drink the water unless she has boiled it. 

She has also experienced a billing problem. She was giv. n a notice of an inpaid balance that she had 
paid. They shut her water off. It was off all weekend. They turned it back on when they found out they 

This statement is true and accurate. 

,;jgas/ 4i( 
D te 

Attachment( s) : Original complaint filed with Arredondo Farms office and PSC website 
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Water  and Sewer Uti l i ty Services Complaint Form 

T- 

- I r '  I ;  ,dt?I AQUA Util i t ies Inc. 

' r. -' i .. - , I ,  l:f complaint (check all tha t  apply): 

Pl:,sr water qual i ty 

. Liiw water  pressure 
6roke1-1 water meter  
! I ther  (Please explain) 

~ * ,  ', *,. > : I  

' ' r  . .  . . 
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Randy Andersen: 7117 SW Archer Rd #2331 
352-682-5443 

Met  with Randy Andersen a t  the office to discuss his water provided by AQUA Utilities. He has owned 
his home in the community since June 2008. He had several complaints. 

First was regarding the rate. His household has 2 people. He c:urrently pays $85-100 per month for 
average bill. 

Second complaint was regarding the water quality. He bas experienced a very high level of calcification 
in the appliances and plumbing of his home. He stated that the calcium build up has plugged his water 
lines on several occasions creating very low pressure until cleaned out. He has had to replace his hot 
water heater due to the calcium build up and corrosion. His shower heads clog frequently, requiring 
removal and cleaning. This is an extreme amount of maintenance and cost as a result of the poor 
water quality. 

When Randy first moved in it took AQUA 3 weeks to  fix a leak near the meter a t  his home. 

Kim Kurz Date 

This statement is true and accurate. 

Randy Andersen Date 

Attachment(s): Original complaint filed with Arredondo Farms office and PSC website 
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nt Form 

.- v r ~ d .  : ) : I  of complaint (check al l  t h a t  apply): 

i t !  1 ,ken water m e t e r  - l-nt-ier (Please explain) 

'i., i ii- a i I contact @ psc. s ta t e.fl. u s 

15.. file ac electronic complaint at: http://www.psc.state.fl.us/consumers/conlp~aint~; 

, . ! Z . i .  . . . .  
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kun, Director of Special Projects, Yes Communities, Inc 

Beverly Jane Turner: 7117 SW Archer Rd #2409 
352-226-5997 

Met with Beverly Jane Turner a t  her home to discuss her water provided by AQUA Utilities. She owns 
her home and rents the site from the community. She had several complaints. 

First was regarding the rate. Her household has 3 people. She currently pays $118-128 per month for 
average bill. When she moved into the community in 1993 her water bill was $8. 

Second complaint was regarding the water quality. Beverly will not drink or use the water directly from 
the tap. She states that the water often has flakes of  what looks like dandruff in the water. She has 
purchased a Brita picture and filters all water she consumes, to include the water she uses for brushing 
her teeth. 

Several months ago, she had an unexplained charge on her bill. When she called AQUA they stated she 
would need to pay it or have her water turned off. She paid it but believes it was from a home behind 
her that was moved out. 

Finally, she shared complaints about her sewer services. She often experiences smells from the 
treatment plant. She also experienced a sewer back up into her tub. Despite calling AQUA regarding 
the problem, the problem still persisted over 3 days. The problem was corrected by her m r  who 
snaked the line out for her. 

Kim Kurz Date 

This statement is true and accurate. 

Attachment(s): Original complaint filed with Arredondo Farms office 
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March 23, 2011 

Statement regarding intem'ew with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Michelle Einmo: 7117 SW Archer Rd. #2604 
352-374-955s 

Met with Michelle Einmo at her home to discuss the water provided by AQUA Utilities. Michelle, her husband Eric, 
and their 3 children have lived in their home in the community since October 2006. They own their home and 
purchased it new. 

Michelle's first concern is regarding her children's dental history. When her family moved to Arredondo Farms her 
oldest daughter was 7 years old; her son was 1; and her 2 year old was born after they moved in. Her daughter 
had no cavities when they moved to Arredondo. She now has 3 fillings. Her middle son has 9 cavities and 2 of 
them require crowns. Her youngest already has one cavity. She wants to know whether the water has to contain 
certain levels of fluoride. She is willing to pull together dental records if necessary. 

They have experienced very hard water. It leaves a film and spots on everything. It requires extra expenses for 
detergent and cleaners. In addition, it has ruined a number of her appliances. The home is just out of warranty. 
Her hot water heater keeps tripping the breaker. They believe it needs to be replaced due to sediment from the 
water. They refrigerator water line Is clogged and frozen. The dishwasher jet dry pump is clogged or jammed. She 
has replaced her coffee maker due to deposits that no longer was able to be cleaned. 

In about 2008, they received a bill from AQUA for $999,000 which was obviously an error. After speaking to a 
number of levels of supervisors in the customer service department, someone agreed to correct the problem. The 
problem was due to the meter being swapped for a new one. The beginning reading was from the old and the 
ending from the new resulting in a full meter turn and usage of millions of gallons. The Einmo's thought they had 
the problem rectified but later began receiving collection calls from AQUA regarding their outstanding balance. 
Unfortunately it happened so long ago, they no longer have copies of their bills. 

Finally, this family of 5 pays on average about $180-200 for water each month. A 4040% increase from only a 
couple years ago. This in addition to purchasing bottled water is extreme. 

This statement is true and accurate. 

Michelle Einmo Date 

Attachment(s): Original complaint filed with Arredondo Farms office 
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:,Water 

*Name: 

Telephone: s.2 -,a-j7+?355 

*Provider: AQUA Utilities Inc. 
*Account ## (found on your water bill): ~ 3 C - l ; ~ ~  Os(,-, c, - 1 5  - C , ( r . , C . I q 2 s C /  

*Reason of complaint (check all that apply): 

Q 
0 

(0 

Poor water quality 
Low water pressure 
Broken water meter 

c;c> f& 
. 

* c o w &  POT L S c  By phone: 1-800-342-3552 

By e-mail: contact@osc.state.fl.us 

Or file an electronic complaint at: http://www.osc.state,fl.us/consumers/complaints[ 

-n+ ' c ' f t  A I.-)C,L-< h<-;(:( 
YLrKS obo. -3 I c I,L- V , ] / ,  r.1: ' !.;) 

'1 
( 5  , , , , ~ ij I :$I' 1 :iii t-, 

*Required field 
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.-_, 
i 

Water and Sewer Utility Services Complaint F:o;IT- 

I 0 yl - Lp - ..rl.c 

. AQUA Utilities Inc. . .  
r ' ?:,Lly! 

. :i , . .< .,. :. ::'I i>f ccmplaint (check all that apply): , 

............... . . .  

__ . ---. ......... . .  .. - 
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..rml 

SHIRLEY H A U  
7117 SW ARCHER RD UNIT 2607 
GAINESWLLE, R 32608-4656 
Lot: 13261462 Block: 

001612710 0649262 
ARREOONW FARMS 
1336568 PWSlD # FL2010042 

AQUA 
Aqua Utilities Florida, I n c  
762 W. Cancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 
Bryn Mawr, PA 19010-3489 e Mail: custwrv@aquaamerica;om March 16,2010 $ 131.88 April 07,2010 

Tel: 877.987.2782 Questions about your water/sewer service? ... Contact us before the due da 

Mew Size Bdkng Period Days Read Type M e r  Readings Usage Uriits Meter Data 
5658445p 5/8 OYlZ10 32 Actual 179400 5.200 Gallo 

Average Daitj Usage = 162 Gallons TotalDays: 32 Total Usage: 5.200 Gallo 
02m8/10 Actual 174200 

Billing Detail 

Amount Gwed from Last Bill ........................................... $ 45.09 
Total Payments Received ............................................... 45.09 
Remaining Balance ...................................................... 0.00 
Water Base Facility Charge ................................... 
5,000 gallons @ $0.00731 per gallon ................... 
Next 200 gallons @ $0.00898 per gallon .............. 

Current Water Charges ................................................... 54.06 

5,200 gallons Q $0.00711 par gallon ................... 

15.71 
36.55 
1.80 

Sewer Base Fadlity Charge ................................... 35.44 ReadTypes: Actual 0 Estimated CUstOm@r 

Current Sewer Charges .................................................. 72.41 
5.41 Utility Tax ....................................................................... 

Amount Due .................................................................. S 131.88 

36.97 

.. 

Water Usage History 

Message Center (see reverse side for other information) 
9 The due date refers to current charges only. If you do not pay your bill on time, your service could be subject to intemJPtion. To ensure proper credit 

please remember to provide your full 16digit account number when paying you bill. 

Keep top portion for your records. 
Return this portion with your p?iyrIXnt. 

SHIRLEY To: HALL 
7117 SW ARCHER RD UNIT 2607 
GAINESVILLE, R 32608-4656 
LoL: 13261462 Block: 

AQUA WaterlSewer Bill 
Aqua Utilities Florida, Inc. 
762 W. Lancaster Avenue Bryn Maw, PA 19010-3489 

Account Number 
0016127100649262 
Amount Due Current Charas Due Date 

Seqz37720 Cyc-UM9 luplrUBsB1 3na 1 M6 0.382 
0649262 

*****AUTO**MIXED A A D C  1189 C 12'i P 11h2 
SHIRLEY HALL 
PO BOX 5824 
GAINESVILLE FL 32627-5824 

$ 131,88 April 07,2010 
Airiwnt Enclosed 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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March 23,2011 

Statement regarding interview with Resident 
By Kim Kurr, Director of Special Projects, Yes Communities, InC. 

William and Margaret Wright: 7117 SW Archer Rd. #2407 
352-335-5147 

Met with Bi l l  and Margaret Wright and their daughter Judy Donavan a t  their home to discuss the water 
provided by AQUA Utilities. They have owned the home in the community since 1999. Bill and 
Margaret are retired seniors on fixed incomes. They had several complaints. They pay on time 
consistently. They do not drink the water because it is foul tasting. The water is hard and need 
additional special cleaning supplies for getting out spots and soap. 

The first complaint is a major billing problem. They received a $2,088+ charge on their bill in February 
2011. When Margaret called AQUA’S customer service line, she was told that they had neglected to 
charge her for the usage portion of water and sewer for a 19 month period of time, which had 
accumulated to 93,700 gallons of usage and was now back billing her. Margaret told them that she 
would not be able to pay the fill bill. After speaking to many supervisors she spoke to someone named 
Patrick. Patrick asked her how much she could afford. She was already paying $52.72 for facility fees 
and now usage. She said she could afford $25 more or $75 per month. The payment plan was written 
for $25 per month for 84 months. What nobody a t  the customer service department reviewed or 
corrected was that this the bill showed this 93,700 usage for the billing period of l/ll-2/8 not 19 
months, it charged Margaret at the highest tier of over $20 per lo00 gallons. Back billing for 19 months 
for their error is excessive and unfair. 

The next bill the Wrights received was for 5600 gallons. I looked a t  the meter and it was not spinning 
reflecting no leaks. I was unable to determine how this couple could be using this much water. This 
represents a bill for 138.68 plus the $25 payment plan.$16:3.68 per month is extreme. 

3 123 / I ,  
Date 

This statement is  true and accurate. 
L 3-2+ 1 I 

Date 

Attachrnent(s): Original complaint filed with Arredondo Farms office 
Copies of bills of large back usage charge and payment plan. 
Copy of notice for rate increase and public hearing 



Docket No. 100330-WS 
Resident Complaint forms, with statements. and copy of bills 

Exhibit KK3, 17 of 61 

&o m mu n it i es 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): C)Dt> q0 ' C 6 p ~ ? j  / 

*Reason of complaint (check all that apply): 

You may also use the following methods to file a complaint with Florida Public Service Commission. 

By phone: 1-800-342-3552 

By e-mail: contaa@nsc.state.fl.us 

Or file an electronic complaint at: httD://www.osc.st~t~.fl.us/consumers/comDlaint~ 

*Required field 
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AQUA 0009068820649211 WIUIAM M. WRIGHT 
7117 SW ARCHER RD UNIT 2407 
GAINESYILLE, R 32608-4645 ARREDONDO FARMS 
Lot 13261505 Block 1- PWSIO # FI2010042 

A q w  UtilWes Florida, I n c  
762 W. Lanasber Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 
fkvn w, PA 19010-3489 e Mail: custwrv(paquaamerica.com February 10,2011 $ 2,088.06 March 04,2011 

Meter Data MelW Size BillingPeriod Days ReadType MelerRdings usage Unts 

Tel: 877.987.2782 ~uestions about your water/sewer service? ... Contact us before the due date. 

7- 

5 6 W 1 f  5/8 02AlW11 28 Actual 229500 93,700 Gallons 

Average Daily Ugge = 3,346 Gallons Total Days: 28 Total Usage: 93,700 Gallons 
01/11/11 Acbal 135800 

Billing Detail 

Amount Owed from Last Bill ........................................... $ 52.72 
Total Payments Received ............................................... 52.72 
Remaining Balance 0.00 
Water Base Facility Charge ................................... 
5,000 gallons Q $0.00731 per gallon ................... 
Next 5,000 gallons Q $0.00898 per gallon ........... 
Next 83,700 gallons @ $0.02067 per gallon ......... 

...................................................... 
15.71 
36.55 
44.90 

1,730.08 
Current Water Charges ................................................... 1,827.24 

................................... Sewer Base Facility Charge 35.44 
6,000 gallons @ $0.00711 pergallon ................... 
Next 87,700 gallons @ (60.00 per gallon ............... 

Current Sewer Charges .................................................. 78.10 
182.72 Ubltly Tax ....................................................................... 

Amount Due ...................................................._._........_.. t 2,088.06 

42.66 
0.00 

.. 

Water Usage History 

Message Center (see reverse side for other information) . The due date refers to current charges only. If you do not pay your bill on h e ,  your Secvice could be subject to interruption. To ensure proper credit 
please remember to provide your full lWgit account number when paying your bill. 
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35m 

m 
..... Amount Owed from Last Bill 

Remaining Balance 
......... Total Payments Received wu 

E =.I 1ooo' Wa!er Base Facility Charge r;cl lsM 

P 
Next 600 gallons @ $0.00898 I 

Current Water Charges.. 0 

................ 
..... 

(Mo 

5m 

5,000 gallons @ $0.00731 per 

................. 

AQUA 

. . . . . . . . . .  -' ' '  .. 

. . . .  . '. ' ' " '  ' . 

. . . . . . . . . . . . . . . . . . . .  
. . . . . . . . . . . . . . . .  

. . . . . . . . . . . . . . . .  

. . . . . . . . . . . .  

. . . . . . . . . . . . . .  

... . .~ . ..... . .  . -.... I .  :,...- . .  r. 

r 

WUIAM 7117 SW ARCHER M. WRIGHT RD UNIT 2407 0009068820649211 
GAINESVILLE, FL 326084645 AMDONDO FARMS 
Lot: 13261505 Block: 1336568 FWSlD # FL2010042 

- 

Aqua Utilities Florida, Inc. 
762 W. Lancaster Avenue Fax: 866.7806292 Bill Date Total Amount Due Current Charges Due Date 
Sryn M M ,  PA 19010-3489 e Mail: custsuv@aquaamericaxom March 14, 2011 $ 2,201.74 A p d  05,2011 

Tel: 877.987.2782 Questions about your water/sewer service? ... Contact us befwe me due date. 

Meter Data Meter Sze Blkng Pertod Days Read T y p e  Meter Readngs usage M l i S  

56584511 5/8 03/09/11 29 Actual 235100 5,600 Gallons 

Average Daily Usage = 193 Gallons TotalDays 29 Total Usage. 5.600 Gallons 
02/08/11 Actual 229500 

Message Center (see reverse side for other information) 
The due date referi. to current charges only. If you do not pay your bill on time, your service could be subject to interruption. To ensure proper credit 
please remwkxf lo provide your full 16digil account number when paying your bill. 
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0009068820649211 WILLIAM M. WRIGHT 
7117 SW ARCHER RD UNIT 2407 GAINESVILLE, FL 32608-4645 ARREDONDOFARMS 
Lot: 13261505 Block: 1336568 PWSlD # FL2010042 

AQUA 
Aqua Utilities Florida, Inc. 

Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com January 13, 2011 $ 52.72 February 04,2011 

Tel: 877.987.2782 Questions about your water/sewer service? ... Contact us before the due date. 
762 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

Meter Size &lling Period Days Read Type Meter Readrngs Usage Units -- Meter Data 
56584511 9 8  01/11/11 29 Actual 135800 0 Gallons 

12/1 3/10 Actual 135800 
I___-___ 

Total Days. 29 Total Usage: 0 Gallons 

Billing Detail 

Amount Owed from Last Bill 
Total Payments Received.. ............................................ 
Remaining Balance ...................................................... 
Water Base Facility Charge ................................... 
Current Water Charges ................................................... 
Sewer Base Facility Charge ....................... 
Current Sewer Charges ....... 
Utility Tax ....................................................................... 

............... 

Amount Due .................................................................. 

$ 52.72 
52.72 
0.00 

15.71 

35.44 
1.57 

$ 52.72 

15.71 

35.44 

Message Center (see reverse side for other information) 
The due dale refers to current charges only. If you do not pay your bill on time. your service could be subject to interniption. To ensure proper credit 
please remember to provide your full 16-digit account number when paying your bill. 



Docket No. 100330-WS 
Resident Complaint forms, with statements, and copy of bills 

Aqua America, Inc. 

Bryn Mawr, PA 19010-3489 
A QU A 762 Lancaster Avenue 

Payment Arrangement Letter 
Regarding: Aqua Account Number: 000906882 064921 1 

Dear Customer, 

02/21/2011 

This letter confirms the agreed upon payment arrangement terms that are described below: 

Total Balance Due: $2088.06 
Total Payment Arrangement Balance: $2088.06 
Payment Arrangement Was Made On: February 21 , 201 1 
Installment Payment: $25.00, for 84 months 
Due Date of Installment Payment(s): 28th of each month beginning February 28, 201 I 

Also, it is important for you to know: 
1. 

2. 

Each monthly installment payment must be received on or before the installment due date stated 
above. Please allow 7 days for mailing and processing time. Please write the Aqua account 
number on all payments. 
Your current monthly bill amount found under the Billing Detail section of your bill is due each 
month on or before the due date listed on that bill. The current monthfy bill amount is equal to the 
Amount Due minus the Amount Owed from Last Bill-Balance. Please note, the current 
monthly bill due date is different than the due date of your monthly installment(s) and you will 
need to send two payments to Aqua. One payment for your current bill amount and another 
payment for your installment amount. 
This payment arrangement will automatically cancel if either your monthly installment your 
current monthly bill amount is received after their due date. This is the only notice you will 
receive explaining your monthly payment arrangement. 
Payments are to be mailed to: 

AQUA 
P.O. Box 1229 
Newark, NJ 07101-1229 

3. 

4. 

If you have any questions regarding this payment arrangement, please contact us at 
1.877.987.2782 (1.877.WTR.AQUA) 
We appreciate this opportunity to be of service to you. 

Sincerely 
AQUA Customer Service 

Aqua America, Inc. 
762 Lancaster Avenue 
Bryn Mawr, PA 19010-3489 

AQUA 

An Aqua America Company 

. . . ,-4-. . . 

*7 

WILLIAM M WRIGHT 
71 17 SW ARCHER RD UNIT 2407 
GAINESVILLE, FL 32608-4645 
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Joyce Helms: 7117 SW Archer Rd, #2621 
352-284-5811 

Met with Joyce Helms a t  her home to discuss the water provided by AQUA Utilities. She has rented her 
home from the community since January 2010. Joyce has several complaints. 

The first complaint is  that the rates are excessive. There are 2 people in the household and their water 
bill averages $100-130 per month. 

In August 2010, Joyce received a large bill for $424.97. The billing period was from 1/28/10-8/12/10 
which had already been billed and paid for. She was able to speak to a supervisor at the public hearing 
that removed the charge. 

Joyce does not drink the water straight from the tap. She purchases bottled water to drink and filters 
water with a Brita to cook. 

Finally, they have experienced plumbing issues and clogs that the Arredondo Maintenance staff has 
handled. In December 2010, Joyce brought us a particle from her home that was clogging her plumbing 
that was the size of the head of a pencil. The picture we took is attached. 

This statement is true and accurate. 

Attachrnent(s): Original complaint filed with Arredondo Farms office 
Picture of large particle taken from plumbing in Dec 2010 
Copies of bills that represent double billing 
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Water and Sewer Utility Services Complaint Form 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water b i l l ) :O6(&(7~73o$~?z  74 
*Reason of complaint (check all that apply): 

(d Poor water quality 
o Low water pressure 
o Broken water meter 

By phone: 1-800-342-3552 

By e-mail: contact@psc.state.fl.us 
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09/14/2010 13:31 #489 P .001  

AQUA 

001 

RILL.. 

W i e  To: 
JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
GAIRESVILLE, FL 32608-4658 
Lot: 13261472 Block: 

Account Number 

001617773 0649274 
ARREWNDO FARMS 
1336568 PWSlD c F Lzc-oc~'I 

Aqua Uti l i6e~ Fknd8, InC. 

Byn Mawr, PA 19010-3469 e Mail: rustJal"@.4umricrcom August 30, 2010 $ 424.97 September 21,2010 

Tel: 877.987.2782 Questions about your water/sewer service? ... Contact us before the due date. 
762 W. Lancaster Avenw Fax: 866.780S292 Bill Date Total Amcunt Due Cuwent Charges Dw Date 

Meter Data .MetH Sui? Bmg.Paloo DJYS Reaa Type Maw Readngs J s q e  una, 

56586494 518 08/1UlO 1% Actual 160600 21,000 Gallons 

Average Daily Usage = 107 Galcns TotalDap: 196 Total Usage: 21.m Galbns 
01128110 Actual 139600 

Billing Detail , 

Amount Owed from Last Bill ........................................... 
Total Payments Received ............................................... 
Remaining Balance ..................................................... 
Water Base Facility Charge ................................... 
21.000 gallons @ 90.00737 per gallon .................. 

Current Water Charges ................................................... 
Sewer Base Facilily Charge ................................... 
21.000 gallons @ $0.00711 per gallon .................. 

Cument Sewer Charges .................................................. 
Utility Tax ....................................................................... 
Amouni Due .................................................................. 

0 137.65 Credit 
100.00 
237.65 Credit 

102.64 
153.53 

231.54 
149.29 

256.17 

380.83 
25.62 

S 424.97 

Water Usage History 
110 r 

P, 
$4, a 0  

t' 
ReadTyp: Actual ErUmated Customer 

.. 

Message Center (see reverse side for aher information) 
LONG BILL ALtRT - This bill covers a greater number of days of service than your normal bill. If you require paymelit arrangements. please Call 

Aqua Utilities Florida is pleased to provide you with ywr annual Water Quality Repon. If you do not receive a copy of the repon by the end Of June 
and would like to receive a free copy. please call 1.877.WTR.AQlJA or vbil our websile at www.aquaulilitiesfl~~.com Io view yow report. 
The due date refers to men1 Charges only. I f  you do nol pay your bill M time. your service cwld be wbjed Io mtmpion. To ensue proper credil 
please remember to provide your full 16-dgl account number when paying your bill. 

a77.987.2782. 

Keep top portion br your records. 
Return this portion with your payment. 

AQUA Water/Sewer Bill 
Aqua Utilities Florida, IN. 
762 W. tancarter Avenue - Bwn Mawr, PA 19010-3489 

c643274 

JOYCE HELM 
451 PLANTATION DY 
1 lUSVlLLE FL 32780-2572 

Amount Enclosed 

mn.cjci 
Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 

*ice TO: 
JOYCE HELM 
7117 SW ARCHER RD UNTT 2621 
GAINESVIUE, FL 32608-4658 
Lot: 13261472 Blodt: 

Account Numbr 

001617773 0649274 

$ 424.97 September 21, 2010 
Amount Due Current Charges Due Date 

0 1 2  
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0649274 JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
GAINESVIU,  FL 32608-4658 

PWSlD # FL3lW42 Lot: 13261472 Block 

AQUA 
' Aqua Utilities Florida, Inc TeI: 877.987.2782 Questions about your wat ice?. .. Contact us before the due date 

762 W. Lancaster Avenue Fax: 866.784.8292 Bill Date Total Amount Due Current Charges Due Date 
~ a w r ,  PA i 9 0 1 0 - ~  e Mail: custsur(paquaameric.com September 1st 2010 9 510.80 October 07,2010 

Meter Data Mer Sue &lling Perlod Oays Read Type Meter R e d w  Usage Ui;iIs 
..- -- 

09/13/10 32 Actual 166100 5.500 Gallons 

Total Usage. 5.500 Gallons 

56584494 3 8  

Average Daily Usage = 171 Gallons TolalDays: 32 
ow1 31 0 Actual 160600 -- 

Billing Detail Water Usage History 

Amount Owed from Last Bill ........................................... $ 424.97 
Total Payments Received ............................................... 0.00 
Remaining Balance ...................................................... 424.97 

Water Base Facility Cha~ge 15.71 

4.49 

;:;; ;.:-' , , ,  . , I lu) . . . . . . . . . . . . .  
5 1.20 . .  

. . . . . . . .  .............................................. 51.15 Credit ii loo 

................................... g c  E . . . . . . . .  
~ _. . . . . . . . . . . .  5,000 gallons Q $0.00731 per gallon ................... 36.55 .............. 

Next 500 gallons @ $0.00898 per gallon 
Current Water Charges ................................................... 56.75 

Current Sewer Charges .......................... 74.55 

.............. 0 A q  ro sep 10 - 
Sewer Base Facility Charge ................................... 35.44 Readvpes: Actual 0 Estimated Customer 

5,500 gallons Q $0.0071 1 per gallon ................... 39.11 

utility Tax ............................................... 5.68 
Amount Due .................................................................. f 510.80 

Message Center (see reverse side for other information) 
= Aqua Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of the report by !he end of June 

= The due date refers to current charges only. If you do not pay your bill on time, your d c e  could be sub~ect to intermption. To ensure proper credt 
and would like lo receive a free copy, please call 1.877.WTRAQUA or visit our website at www.aquautilitiesflOIi&rida.com lo view your R p O f t  

please remember to provide your full 16digit account number when paying your brll. 

Keep bJp pwtion for pur records. 
Return this portion witn your payment. Sewice ' 0 :  

JOYCE HELM <.. 
7117 SW ARCHER RD UNIT 2621 
GAINESVILLE, FL 32608-465s 

AQUA Water/Sewer Bill 
Aqua Utilities Florida, Inc. 
762 W. Lancaster Avenue Bryn Mawr, PA 19010-3489 tab 13261472 Block: 

Account Number 

A f t ~ O ~ n t  Due 
0016177730649274 

Current Charas Due Date 

~ e q = % ~  C ~ = D M ~  l u p = 9 1 % ~  25899 1 AV 0.335 

m 3 2 7 4  

* * * * * * A U T O * * S - D I G I T  32b08 C b2 P 78 
JOYCE HELM 
71 17 SW ARCHER RD LOT 2621 

$ 510.80 October 07,2010 
Amount Enclosed 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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09/14/2010 14:16 %491 P.0041005 

W K e  TO: 
JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
GAINESVILLE, FL 32608-4658 
tot; 13261472 B l o d c  

AcCOunt W J m k  

001617773 0649274 
ARREOONOO FARMS 
1336568 PWSlO F V013O42 

Aqua Utilities ROrida, b e  
762 W. Lamaster Avenue fax: 866.780.8292 Bill Date Total Ammt Due Current Charges h e  Date 
E r p  Mawr, PA 19010-3489 e Mail: arshew@aquaamerio.cam May 12, 2010 $ 199.84 June 03,2010 

lek 877987.2782 Questions about your water/sewer service? ... Contact us before the due date. 

Meter Data mer Sce 03bngPeriCd Days RcrdTyp MelerReadqs U w  Un*s 

56584491 518 OYlO/lO 28 Actual 149W 3.200 GaMcs 

Average Daily Usage = 114 Gallons Total Days: 28 Total Usage: 3.200 Gallons 
M112110 Aciual 146300 

Billing Detail 

&noun[ Owed from Last Bill ........................................... 
Total Payments Received ............................................... 
Remaining Balance ...................................................... 

3.200 gallons @ $0,00731 per gallon ................... 

Sewer Base Facility Charge ................................... 
3.200 gallons @ $0.00711 per gallon ................... 

Cunent Sewer Charges .................................................. 
Utility Tax ....................................................................... 

Water Base Facilky Charge ................................... 

Cuneni Water Charges ................................................... 

Amount Due: ................................................................. 

f 236.29 
137.65 
98.64 

15.71 
23.39 

35.44 
22.75 

39.10 

58.19 
3.91 

S 199.84 

Water Usage History 

ReadTypes: I A U U ~  0 Estimated E9 Customer 

Message Center (see reverse side for cther information) 
Aqua Utilities Florida is pleased IO provide you wilh your annual Water Qualily Report. If you do nor receive a copy of the repon by the end of June 
and.wwld like 10 receive a bee copy. please call 1.877.WTR.AQUA cx vis& our website at ww~.aquaufilitiesflorida.com to view yoW rcprl. 
The due dale refers lo current charges only. If  you do not pay your bill on time, your service could be subject to interruption. To ensure propa credft 
please remember to provide your full 16digit account number when paying pur bdl. 

Keep top portion for your records. 
Return this portio0 with yWi PaFmt- 

AQUA WaterlSewer Bill 
Aqua Utilities florida, I n C  
762 W. Lanester Avenue &vn MJwr, PA 19010-3489 

0649214 

JOYCE HELM 
451 PLANTATION DR 
TITIJSVILLE FL 32780.2572 

%-vice To: 
JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
GALNESVILLE, FL 326084658 
Lot: 13261472 6- 

Accourt Nurnbef 
0016177730649274 
AmOunr Due Current Charges Due Date 
$ 199.84 June 03,2010 
Amount Enclosed 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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AOUA - 
Aqua Utilities Florida, Inc. 
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SeMce To: 
JOYCE HELM 
7117 SW ARCHER RD UNlT 2621 
GAINEMLLE, FL 32608-4658 
Lot: 13261472 B l o c k  

A m n t  N u m h  

0016177730649274 
ANEDONDO FARMS 
1336568 PwSiO f FL2010042 

Td: 877.987.2782 
Fax: 866.780.8292 8ill Date Total Amount Cue Cured charges Due Date 

Questions about your water/sewer m i c e ?  ... Contact us before the due date. 

e Wil: wstseru@aquaamerica.com April 14,2010 $ 236.29 May 06,2010 

Meter Data Meter Size LWii P W  Oays ReadType Wer -5s USJgB Uris 

2.700 Gallcns 

Average Daily Usage = 87 Gallons TolalDays: 31 Toial Usage: 2.100 Gabns 

56584494 518 04/?U10 31 AUUdl 14 6300 
03/12l10 Actuzl 1436co 

Billing Detail 

Amouni Owed from Last Bill ........................................... 
Total Payments Received ............................................... 
Remaining Balance ...................................................... 
Warer Base Facirily Charge ................................... 
2,700 gallons @ 50.00731 per gallon ................... 

Current Water Charges ................................................... 
Sewer Base Facility Charge ................................... 

2,700 gallons @ $0.0071 1 per gallon ................... 
Cunent Sewer Charges .................................................. 
Late Charge ................................................................... 
Utility lax ....................................................................... 
Amount Doe .................................... ........_..................... 

S 137.65 
0.00 

737.65 
15.71 
19.74 

35.44 
19.20 

35.45 

54.64 
5 .oo 
3.55 

f 236.29 

Water Usage History 

Message Center (see reverse side lor other information) 
The due date refers 10 Current charges only. I you do nol pay your bill on time. youi service could be subjeCl lo interruption. To ensure poper credil 
please remember to provide your full 16-digit accoun( number when paying your bill. 

Keep top portion for yn.~ rec73rds. 
~t?tttm this portim with your payment. **iCe'O: 

3OYCE HELM 
7117 SW ARCHER RD UNIT 2621 

Lot: 13261472 810& 
GAINEMLLE, FL 32608-4658 

AQUA Water/Sewer Bill 
Aqua Utilities Flon'da, Ync 
762 W. Lamaster Avenue Bn/n Mawr, PA 19010-3489 

JOYCE HELM 
7117 SWARCHER RD LOT 2621 
GAINESVILLE FL 32608-4658 

ACCO~M Number 
0016177730649274 
Amaunt Due Curent Charges Due Date 

$ 236.29 MaY06,ZOlO 
Amount Endosed 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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Service To: 
JOYCE HELM 
7117 SW ARCHER RD U N n  2621 
GAXNEMLLE, FL 326084658 
Lot: 13261472 Block 

Accowt Number 

001617773 0649274 
ARREDONDO FARMS 
1336568 PWSlOI FL2010042 

Tek 877.987.2782 Questions about your waterlsewer service? ... Contact us before the due date. 
762 W. Carcaner Avenue Fax: 866580.8291 Blll Oate Total Amount me C m t  Charges Dut 0a:e 
&-,TI MdM, PA 19010-3489 e Mail: custserv@aquaamerica.com March 16,2010 $ 137.65 April 07,2010 

Meter Data MtY Size 8i1hgPpeciaa Oays ReadType MeCerReadir.gs usage CNlS 
..... 

03/12/10 32 AnWl 143600 2.900 Gailws 
02108110 Aaual 140700 .... - .  

Total Usage: 2.9co Gallons 

56584494 V9 

Aver- Daily Usage = 90 Gallons TotalDays: 32 

Billing Detail 

Amount Owed from Last Bill ........................................... 
Total Payments Received ............................................... 
Remaining Balance ...................................................... 
Water Base Facility Charge ................................... 

2,900 gallons @ 50.00731 per gallon ................... 

2,900 gallons @ tO.OO711 per gallon ................... 

Current Water Charges ................................................... 
Sewer Base Facility Charge ................................... 

Current Seww Charges .................................................. 
Late Charge ................................................................... 
Ulility Tax ....................................................................... 
Amount Due.. ................................................................. 

f 35.99 
0.00 
35.99 

15.71 
21.20 

35.44 
20.62 

36.91 

56.06 
5.00 
3.69 

f 137.65 

Water Usage History 
............................................ 

........... __ .__._......... ..” ....._.-.....- 
.... ...................................... - 
............................... ........... 

ReaclTypes: ~ c t - 1  

Message Center (see reverse sfde for other information) 
The due date refers l o  current charges only. If you do not pay your bill on time. your service could be subjett to interruption. TO ensufe proper credit 
please remember 10 provide your lull 16-digit accourtt number when paying your bill. 

Keep top portion for yow reuxds. 
fiturn this portion wirn your payment. QMceTor 

JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
CAINESVILLE, FL 32608-4658 
Lot: 13261472 BlodC 

AQUA Water/Sewer Bill 
Aqua rtilities Florida, Inc. ~ 

762 W. Lancasrer Avenue &yn Mawr, PA 19010-3189 

JOYCE H E L M  
1257 NW 4rH BLVD 
PO BOX 311 
GAINESVILLE F L  32602-031 1 

06*9:7* 

0 1.2 

A m n l  Numbef 

001617773 0649274 
A m m t  Ow? 
$ 137.65 A p d l O 7 , 2 0 1 0  

Current Charges Due Oate 

Amount Endosed 

Please make check payable to Aqua Util. FL. 
Print your account numb2r on your check, 
then mail to address on back. 
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Account Number 

0016177730649274 
ARREDONDO FARMS 
1336568 PwSio Y FL2OK)OdZ 

Questions about your waterlsewer service? ... Contact us M o r e  the due date. Aqua Utilities Florida, Xnc 
762 W. Lancaster A V m e  Fax: 866.780.8292 &I1 Date Total AmwntCue DoeDate 

Eryn Mawr, PA 19010-3189 e Mail: custserv@aquaamtic.mm February 10, 2010 $ 35.99 

Tel: 877987.2702 

March 05,2010 

W6ngPeriod Oays Read Type Meter R M q S  usa?e unirs Meter Data M a  Size 
1.100 Gallons 

Toral Usage: 1.1M) Gallons 

56584494 9 8  02mlO 11 Actual l407co 
Acrual 13SCO 01m10 __.______. .. 

Avecage Daily Usage = 100 Galons TotalOays: 11 

Billing Detail 

Amount Owed from Last Bill ........................................... 
Tatat Payments Received ............................................... 
Balance ......................-.-. . .........-..................... ............ 
Water Base Facilily Charge ................................... 

Current Water Charges ................................................... 
Sewer Base Facility Charge ................................... 
1.100 gallons C? SO.W711 per gallon ................... 

Currenr Sewer Charges .................................................. 

Amount Due 03/05/10 ............................ .....................- 

1.100 gallons G9 30.00731 per gallon ................... 

Utility Tax ....................................................................... 

Water Usage History 

. . . . . . . . . . .  __..-.-.- s 0.00 
0.00 
0.00 

5.76 
8.04 

13.99 
13.80 

7 .€I2 RCUOT~QS AC~WI  0 -mated I Customer 
20.81 
1.38 

s 35.99 - 

Message Center (see reverse side lor other information) 
Please note. your accwnl number is a 16-digir number. The full 16-digits including any zeros must be provided to enwre correct and Pomp posling 
IO your Aqua account 

Keep top portion fy your rmrds. 
Return this portion with yoin pdynrrrlt. service To’ 

JOYCE HELM 
7117 SW ARCHER RD UNIT 2621 
GAINESVILLE, FL 32608-4658 

AQUA Water/Sewer Bill 
Aqua Utilities Florida, Inc  
762 W. Laocmt~ A V ~ W  &m Mawr. PA 19010-3489 ~ o t :  13261472 61&. 

. AcCountNumber 

0016177730649274 

0649274 

JOYCE HELM 
7251 NW 4TH ELVO 
PO BOX 31 1 
GAINESVILLC FI 32602-031 1 

Total Amount Due Cue Date 

Amount Enclosed 

March 05,2010 $ 35.99 

I 177; ! 1 
s i j ’ - i . :  - J 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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March 23,2011 

Statement regarding review of account with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Katherine Smith: 7117 SW Archer Rd. #35 
352- 792-2934 

I was unable to meet with Kathleen Smith regarding her high bill with AQUA, however she did bring by 
copies of bills to review. She has rented her home in the community since January 2010. 

Kathleen was paying her bill monthly since her move in. However, AQUA was not registering a read for 
usage each month. They were only charging her for the base fees, She received an $800+ charge on her 
bill in February 2011. When Kathleen called AQUA'S customer service line, she was told that they had 
neglected to charge her for the usage portion of water and sewer since for a 12 month period of time, 
which had accumulated to 33,800 gallons of usage and was now back billing her. Kathleen brought her 
bill to us to review. After review, we noticed that this bill showed the usage for just one period. 
Therefore she was being charged that the highest usage tier. 

I called Paul Thompson at AQUA and told him I would fax him this bill. He returned my call and said that 
it was helpful because he never looks at the bill. He agreed this was not correct. He told me to council 
the customer not to paythe bill and that a new bill would be sent out. We told Kathleen to wait until 
the new bill before setting up a payment plan. 

This statement is true and accurate. 

Kathleen Smith Date 

Attachment(s): Copies of bills of large back usage charge 
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AQUA 
.... . ...&-*.-:."... . ... s--. 

w 0016109320649332 
service To: 

KATHERINE S M N  
7117 SW ARWER RD UNIT 35 
GAINESVIUE, R 326084671 ARRmoNDo FARMS 

1336568 FWSlD # FL2010042 Lot: 13261288 B k k  
,362 -7?2-Z43# .. 

Aqua Utili- Florkla, Inc Td: 877.987.2782 
Fax: 866.7808292 Bill Date 

Questions abwt your water/- service?. Contact us before the dw date. 
Total Amount Due Current ChWeS Date 

March 04,2011 762 W. Lancaster A W W  

M ~ W ,  PA 1 9 0 i o - ~  e mi: custsmr@aquaa&.m Febntary 10,2011 $ 802.28 

UnilS *@ Meter Data &I@ Sue ailngpe~d oays R ~ V A T Y ~ ~  Meter~eadngs + 
!jm586oY8 02iW11 28 A d d  245200 . 33,800 GaRonS 

Auemge Daily Usage = 1.207 Gallons TotalDays: 28 Total Usage: 33.800 Gallons 
01/1111f Achtd 211400 

Billing Oetail Water Usage History  

Amount Owed fm Last Bill ......... S 123.16 

water Base Facility Charge ................................... 
5.000 gallons @ $0.00731 per gallon ................... 
Next 5,000 gallons @ w.00898 per gallon ........... 
Next 23,800 gallons @ $0.02067 per gallon ......... 

........................... 
Total PaymhS Received ............................................... 
Remaining Balance ........1..1.....1.....-........................... 

1 '- 491.95 
589.1 1 Current Water Charges ...................................... 

Sewer Base Facility Charge .............................. 35.44 Readtypes: Actual 0 E&matcsd C u s t O ~  

6,000 gallons @ $0.00711 pergallon ................... 42.66 
Next 27,800 gallons @ $0.00 per gallon ............... 0.00 I 

Current Sewer Charges .................................................. . 78.10 4- -or P m l  . rrJh' 
Utility Tax ................................... 58;91 B K I -  7)- + r n & w P * * ,  
Amount Due ................................__.................................. $ 80228 - w r  - roc0 - + k e a - .  

C- &a4 O \ ~ , U  J / Z 3  

&*G 

f+----l 
T\+G-i AG- -+ 7 1 -  wOh)6-. 

W ~ U  T W  tb =. 6er erd-  
C O W  Message Center (see reverse side for other information) . HIGH BILL ALERT - Your usage appears hisher than usual. For information on high usage and leaks, visit http:/lwatemrt.aquaamerica.com 

The due date refers to current charges onty. If you do not pay your bill on lime, your service could be subject to interniption. To ensore proper credit 
please remember to provide your full 16digit account number when payins your bill. 

. - .- . . . .  ._ . .  . . . . .  

Keep top portion for your records. 
Return  IS porbon with ywr payment %vice 

KATHERINE SMlTl4 
7117 SW ARCHER Ro UNIT 35 
GAINESVILLE, FL 32608-4671 
Lat: 13261288 Bb& 

AQUA Water/Sewer Bill 
Aqua U t i l i  Florida. Inc  
762 W. Lanastw A V m M  0 wfl Mawr, PA 19010-3489 

Account Number 

0016109320649332 
Amount Due Current Charges Due Date 

$ 802.28 March042011 
Arn~~mWosed 
7- 

~ c q * ~ 6 9 9 7  cyc-u~s luF972917 36997 I AV 0.335 

'1 r-I c649232 

KATHERINE + * * + * * A U T O * * S - D I G I T  SMITH 32608 C 90 P 121 $iJL!CJ.L 1-1 
7117 SW ARCHER RD LOT 35 
GAINESVILLE FL 326084671 

Please make check payable to Aqua MI. R. 
Print your account number on your check, 
then Mil to address on w. ~ I I I ' ~ ~ I " I I I I " l I I 1 l l l l l l ~ l ~ l ~ ~ l l ~ l ~ ~ ~ ~ ~ l l ~ I ' l l ~ ' l ~ ~ l l ' l ' ~ l l l l l I  

l l u  S c o w  b4-m 7- 79 1NEQ-MlJk -r 
00L6~04320644332000000~~~~~85 L 

3P3 + 
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AOUA - Sewice To: 
KATHERINE SMITH 

GAINESVIUE, FL 326084671 
Lot: 13261288 BIO& 

7117 sw mcnm RD UNIT 35 

ACCWM Number 

0016109320649332 
ARREWNW FARMS 
1336568 PWSlD # FL2010092 

\qua Utilities Florida, I n c  

kyn Mawr, PA 19010-3489 e Mail: curtsenr@aquaameric.com August 16,2010 $ 52.23 September 07,2010 

Tel: 877.987.2782 Questions about your water/sewer service? ... Contact us before the due date. 
'62 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

deter Data MeleC Size BilligPeriod Oays Readlype MelerReaCGng Usage Units 

08/12/10 31 A c h l  21 1400 0 Gallons 
0711 3 1  0 Actual ' 211400 

TotalDays: 31 Total Usage: 0 Gallom 

56585880 Y8 

3illing Detail 

bnoun! Owed from Last Bill ........................................... 

3emaining Balance ._ ................................................... 
JVater Base Facility Charge ................................... 

rob1 Payments Received ............................................... 

2urrent Water Charges ................................................... 
Sewer Base Facility Charge ................................... 
Current Sewer Charges .................................................. 
Utility Tax ....................................................................... 
Amount Due .................................................................. 

$ 114.51 
115.00 

0.49 Credit 
15.71 

35.44 
15.71 

35.44 
1.57 

S 5223 

Message Center (see reverse side for other information) 
Aqua Utilities Florida is pleased to provide you with your annual Wafer Quality Report. If you do not receive a copy of the report by the end of June 
and would like to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesflori&.Com to view your report. 
The due date refers to current charges only. If you do not pay your bill on time, your service could be subject to intermption. To ensure proper credit 
please remember to provide your full 16-digil account number when paying your bill. ' ., 

Keep top portion for your records. 
Return this portion wiM your payment. 

* 

KATHERINE SMITH 
7117 SW ARCHER RD UNIT 35 
GAINESVILLE, F t  326084671 
Lot: 13261288 Block 

AQUA Water/Sewer Bill 
Aqua Utilities Florida, I n c  
762 W. Lancaster Avenue. Btyn Mawr, PA 19010-3489 

Account Number 
0016109320649332 

~ 4 ' 5 3 7 ~  CF=JWS I U ~ - - S O I I M  37653 1 AV 0.335 
0646332 

******AUTO**S-DIGIT 32b08 C L10 P L4b 
KATHERINE SMITH 
71 17 SW ARCHER RD LOT 35 
GAINESVILLE FL 32608-4671 

, ~ ~ l l ~ l ~ r ~ l l ~ ' ~ ' ~ ~ r ~ ' l ~ ~ l ~ ' l l l l l ' ~ l l l ~ ~ l l ' ~ l l l l l l ' l i i l ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ l  

Amount Due 
$ 52.23 September 07,2010 
Amount Enclosed 

torrent charges Due oate 

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 
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Account Number 

AOUA \ 
KATHERINE SMITH 
7117 SW ARCHER RD UNIT 35 
GAINESVILLE, FL 326084671 
Lot: 13261288 Block: 

0016109320649332 
ARREDONDO FARMS 
1336568 PWSID # FLX10042 

Aqua Utilities Florida, Inc  

6ryn Maw, PA 19010-3489 e  ai^: custrerv@aquaamerica.com January 13,2011 $ 123.16 February 04,2011 

Td: 877.987.2782 Questions about your water/sewer service? ... Contact us befwe the due date. 
762 W. Laclgster Avenue Fax: 866.780.8292 Bill Oate Total Amount Due Current Charges Due Date 

Usage (inils Mekc Site Billing Period Days Read Type Meter Readings - Meter Data 
56585880 ys 01/11/11 29 Actual 21 1400 0 Gallons 

TotalDays: 29 Total Usage: 0 Gallons 
12/13/10 Actual 211400 

Billing Detail 

Amount Owed f m  Last Bill .. 
Total Payments Received ............................................... 
Remaining Balance ...................................................... 
Water Base Facility Charge ................................... 
Current Water Charges.. ................................................. 
Sewer Base Facility Charge ...................... 
Current Sewer Charges .................................................. 
Late Charge ................................................................... 

................................ 

.. Ubhty Tax ....................................................................... 
Amount Due .................................................................. 

$ 6544 
0.00 

65.44 

15.71 

35.44 
5.00 
1.57 

$ 123.16 

15.7 1 

35.44 

Message Center (see reverse side for other information) 
= The due date refers to current charges only. If you do not pay your bill on time, your service cwid be subject to mtermplion. To ensure proper credil 

please remember to provide your full 16digit account nwnber when paying your bill. 

Keep top portion for your records. 
Return mts pomon with your pavment. *W'ce TO: 

KATHERINE SMITH 
AQUA Water/Sewer Bill 7117 SW ARCHER RD UNIT 35 
Aqua Utilities Florida, Inc GAINESVILLE, FL 32608-4671 
762 W. Lancastw Avenue 0 Biyn Mawr, FA 19910-3489 Lot: 13261288 Block: 

Account Ncmber 

0016109320649332 
Amount Due 
$ 123.16 February 04,2011 
Amount Enclosed 

1 

Current Charges Due Date 

%=lsO39 C ~ . S J S M ~  l u p - = ? 2 4 9  2-39 1 AV 0 335 

' --I I - .  I :  i t  i ;  
0549332 

**%***AUTO**S-DIGIT 32608 C 75 P 9b $ / I ' ! :  . KATHERINE SMITH 
71 17 SW ARCHER RD LOT 35 
GAINESVILLE FL 32608-4671 
1111,  ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I ~ ~ ~ ~ ~ I ~ ~ ~ J ~ I ~ ~ ~ I ~ I I ~ ~ ~ ~ ~ I I I ~ ~ I I ~ I I ~ ~ I ~ ~ ~ I ~ ~ ~ I  Ill 

Please make check payable to Aqua Uttl. FL. 
Print your account number on your check, 
then mail to address on back. 

I1111 I lllla1il11111 I111 I Ill II Ill I111 II Ill II Ill lllll11111 0 1 .: 
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Service To: 
KATHERINE SMITH 
7117 SW ARCHER RD UNIT 35 
GAINESVIU,  FL 326084671 
Lot: 13261288 Block 

Account Number 

0016109320649332 
ARRfDONDO FARMS 
1336568 PWSlO # FL201W42 

Aqua Ut i l i tk  Florida, Inc  Questions about your waterlsewer service? ... Contact us before the due date. 
762 W. Lancaster Avenue Fax: 866.780.8292 Bill Daw Total Amount Due Current Charges Due Date 
Bryn Maw, PA 19010-3489 e Mail: custse.w@aquaamerica.com October 13,2010 $ 162.67 November 04,2010 

Tel: 877.987.2782 

Meter Data Mela Size lllirgPenod Days ReadType MeterReadngs usage Unlls 

56585880 548 10/11/10 28 Actual 21 1400 0 Gallons 

TotalDays: 28 Total Usage. 0 Gallons 
09/1Y10 Actual 21 1400 

Billing Detail 

Amount Owed from Last Bill ............................................ 
I otai Payments Received ............................................... 
Remaining Balance ......_....__........_...._............. ..... ......._.. 
Water Base Facility Charge ................................... 
Current Water Charges ................................................... 
Sewer Base Facility Charge ................................... 
Current Sewer Charges .................................................. 
Utility Tax ....................................................................... 
Amount Due ..................................... __......__. .........._______. 

- $ 109.95 
0.00 

109.95 

15.71 

35.44 
1.57 

f 16267 

15.71 

35.44 

M e s s a g e  Center (see revese side fw other information) 
9 Aqua Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of the report by the end of June 

= The due date refers to current charges only. If you t k ,  not pay your bill on time, your service could be subject to intemption. To ensure p r o p  credit 
and would like to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesflonda.com to view your report. 

please remember to provide your full 16-digit account number when paying your bill. 
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March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Eugene Davis: 7117 SW Archer Rd, #46 
352-240-6596 

Met with Eugene and Davis at his home to discuss the water provided by AQUA Utilities. He has owned 
his home in the community since August 2007. 

His complaint is a major billing problem. He received a $ 9 W  charge on his bill in September 2010. 
When he called AQUA’S customer service line, he was told that they had neglected to charge him for 
sewer for a period of time and was now back billing him. Eugene told them that he would not be able to 
pay the full bill. They agreed to  place him on a payment plan of $50 extra per month for 17 months. 

Eugene has installed a water softening system in order to mitigate the poor water quality. He does not 

Date 

I 1 
This statement is true and accurate. 

Attachment(s): Original complaint filed with Arredondo Farms office and PSC website 
Copies of bills of large back sewer charge. 
Payment arrangement form 
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. .  

AQUA 
Service To: 

EUGENE DAVIS / H UI. L e 

Lot: 46 Block: 

7117 SW ARCHER RD LOT 46 
GAINESVIU-E, FL 32608 

vu 
Account Number 

0014109931049504 
ARREDONW FARMS 
1336568 PWSID # FL2010042 

Aqua Utilities Florida, Inc. 
762 W. Lancastef Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

&vn Mawr, PA 19010-3489 e Mail: curtsew@aquaameric.com February 10,2011 $ 634.67 

Tel: 877.987.2782 Questions about your waterlsewer service? ... Contact US before the due date. 

March 04,2011 

Meter Data Meler Size Billing P e r d  Days Read Type Melet Readngs Usage Urds 
--.-- 

02/08/11 28 Actual 157000 2,800 Gallons 

Total Usage: 2.800 Gallbns 

56576257 9 8  

Average Daily Usage = 100 Gallons TotalDays: 28 

01111/11 Actual 154200 - 

Billing Detail 

Amount Owed from Last Bill ........................................... 
Total Payments Received ................................................ 
Remaining Balance ....................................................... 
Water Base Facility Charge ................................... 

Current Water Charges ............ ...................... 
2,800 gallons @ $0.00731 

Sewer Base Facility Charge 
2,800 gallons @ $0.0071 1 

Current Sewer Charges .................................................. 
Utility Tax ......................................................... 
Amount Due .................................................................. 

.. 

$ 687.69 
148.17 
539.52 

15.71 
20.47 

35.44 
19.91 

36.18 

55.35 
3.62 

$ 634.67 

Water Usage History 
1 6  r 

ReadTypes: Actual 0 Estimated Customer 

-tu (~R.u .  LJtw 1- @nor 
Message Center (see reverse side for dher ir mation) 

The due date refers to current charges only. I f  you do not pay your bill on time, your service could be subject to intemption. To ensure proper credit 
please remember to provide your full 16-digit account number when paying your bill. 

Keep top portion for your records. 
Return this portion with your payment. 

. ,. To: 
EUGENE DAVIS 
7117 SW ARCHER RD LOT 46 
GAINESVILLE, FL 32608 
Lot: 46 Block: 

A W A  WaterjSewer Bill 
Aqua Uti l i t ies  Florida, Inc. 
762 W. Lancaster Avenue Bryn Mawr, PA 19010-3489 

Account Number 
0014109931049504 
Amount Due 
$ 634.67 March 04,2011 
Amount Enclosed 

: ;. . .  

Current Charges Due Date 

... 
I :  i ,  ; :  1 1  : 

s i . . ; :  . I  * . _  : I  . I I .  : . :  

Please make check payable to Aqua Util. FL. 
Print your account number on your check, 
then mail to address on back. 

ieq=36713 Cycr33M9 lup=972917 36713 1 AV 0.335 
104Y504 

I1111 I Ill1 II 111 I1 ill It 111 I 111 II 111 I1 111 I1 Ill II 111 II 111 I1111 3 r.2 
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AQUA 
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EUGENE DAVIS 
7117 SW ARCHER R D  LOT 46 
GAINESVILLE, FL 32608 
Lot: 46 Block 
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Account 'Number 

0014109931049504 
ARREDONDO FARFZS 
1336568 PWSlO # FcM10042 

,qua Utilities Florida, Inc. Questions about your water service? ... Contact us before the due date. 

vn Mawr, PA 19010-3489 e Mail: custserr@aquaamerica.com May 12, 2010 $ 48.64 lune 03,2010 

Td: 877.987.2782 
62 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

leter Data Meler Size Billing Period Days Read Type Metw Readirgs Usage UllltS 

56576257 3 8  05/10/10 28 Actual 127000 3.900 Gallons 

Average Daily Usage = 139 Gallons TotalDays: 28 Total Usage: 3.900 Gallons 
9 04/12/10 Actual 123100 

illing Detail 

nount Owed from Last Bill ........................................... 
dal Paymznts Received ............................................... 
maining Balance ...................................................... 
ater Base Facility Charge ................................... 
1,900 gallons @ $0.00731 per gallon ................... 
dal Water Charges ...................................................... 
ility Tax ....................................................................... 
nount Due _ ................................................................. 

$ 59.47 
59.47 
0.00 

15.71 
28.51 

44.22 
4.42 

s 48.64 

Water U s a g e  History 
. . . . . . .  

. . . . . . .  200 
180 
tA0 B 140 

a 0  

20 
P 

Readl'ypts: Actual 0 Estimated Customer 

lessage Center (see reverse side for other information) 
Aqua Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of the report by the end of June 
and would like to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautililiesfloda.com to view your report. 
The due date refers to current charges only. If you do no1 pay your bill on lime, your service could be subject to intenuption. To ensure proper credit 
please remember lo provide your full 16-digit account number when paying your bill. 



QJUA 
Service To: 

EUGENE DAVIS 
7117 SW ARCHER R D  LOT 46 
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Lot: 46 Block 
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Account Number 

0014109931049504 
ARREDONDO FARMS 
1336568 PWSlD # Fc2010042 

a Utilities Florida, Inc. 

Mawr, PA 19010-3489 e Mail: custsen@aquaamerica.com August 16, 2010 $ 45-43 September 07,2010 

Tel: 877.987.2782 Questions about your water service? ... Contact us before the due date. 
N. Lancaster Avenue Fax: 066-780-8292 Bill Date Total Amount Due Current Charges Due Date 

Billing Period Days Read Type Meler Readngs Usage Units :er Data Meter Size 

56576257 98 08/12/10 31 Actual 137100 3,500 Gallons 

{verage Daily Usage  = 112 Gallons TotalDays: 31 Total Usage: 3.500 Gallons 
> 07/12/10 Actual 133600 

ing Detail 

int Owed from Last Bill ........................................... 
Payments Received ............................................... 
lining Balance ...................................................... 
r Base Facility Charge ................................... 

Water Charges ...................................................... 
Tax ....................................................................... 

rnt Due .................................................................. 

0 gallons @ $0.00731 per gallon ................... 

$ 43.01 
43.0 I 
0.00 

15.71 
25.59 

41.30 
4.13 

$ 45.43 

Water Usage History 

ReadTypes: Actual 0 Estimated Customer 

;sage Center (see reverse side for other information) 
ua Utilities Florida is pleased to provide you wilh your annual Water Quality Report. If you do not receive a copy d the report by the end of June 

3 due date refers lo current charges only. If you do not pay your bill on time, your senrice could be subject to intemption. To ensure proper credit 
ase remember to provide your full 16-digit account number when paying your bill. 

would like lo receive a free capy, please call 1.877.WTR.AQUA or visit our website at www.aquautililiesflorida.com lo view your report. 

Keen too oortinn for vour records. * 



4OUA Acr 

sa utilities Florida, Inc. 
W. Lancaster Avenue 
1 Maw, PA 19010-3489 

Service To: 
EUGENE DAVIS 
7117 SW ARCHER RD LOT 46 
GAINESVILLE, FL 32608 
Lot: 46 Block: 
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Account Number 

0014109931049504 
ARREDONDO FARMS 
1336568 PWSlD # FL2010042 

Tel: 877.987.2782 
Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

Questions about your water service? ... Contact us before the due date. 

e Mail: custserv@aquaamerica.com June 14, 2010 $ 44.62 July 06, 2010 

ter Data Meter Size Billing Period Days Read Type Metsr Readings Usye Units 

56576257 sa 06/10/10 31 Actual 139400 3,400 Gallons 

4verage Daity Usage = 109 Gallons Total Days: 31 Total Usage: 3.400 Gallons 
05/10/10 Actual 127000 

ing Detail Water Usage History 

Jnt Owed from Last Bill ........................................... 
Paymenls Received ............................................... 
aining Balance ........................_............................- 
!r Base Facility Charge ................................... 
)O gallons @ $0.00731 per gallon ................... 
Water Charges ...................................................... 

I Tax ....................................................................... 
unt Due ..............................................................__.. 

$ 40.64 
48.64 
0.00 

15.71 
24.85 

40.56 
4.06 

5 44.62 

..... 
tl . . . . . . . . . . . . . . .  ....... 

140 
. . . . . . . . . . . . . . . . . . . . . . . .  _' 

ReadTypes: Actual 0 Estimated ' Customer 

sage Center (see reverse side for other information) 
va Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of the report by the end of June 
d would like lo receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesflorida.com to view your report. 
e due date refers to current charges only. If you do not pay your bill on time, your service could be subject lo inlerruption. To ensure proper credit 
fase remember to provide your full 16-digit account number when paying your bill. 
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Aqua Utilities Florida, Inc. 
762 W. Lancaster Avenue 
Biyn Mawr, PA 19010-3489 

*-:- 

Service To: 
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. w... - ._c_ 

Account Number 
EUGENE DAVIS 
7117 SW ARCHER RD LOT 46 
GAINESVIUE, FL 32608 

0014109931049504 
ARREDONOO FARMS 

Lot: 46 Block: 1 336568 PWSlD # FL'ZOIOOJ? 

Tel: 877.987.2782 
Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 

Questions about your water seivice? ... Contact us before the due date. 

e Mail: custsetv@aquaarnerica.com July 14,2010 $ 43.01 August 05,2010 

MClU See Eiillirlg P e d  Day!. Kiad T y p  hielet Rzadngs Isqe lhl!l:~ 
--___._______.__._____-______-- __ _____.___--_-.--.- 

Meter Data --- . . . . . . . . . . . . . . . . . . . . . . .  
56576257 5/8 07/12/10 32 Actual 133600 3.200 Gallons 

Average Daily Usage = 100 Gallons Total Days: 32 Total Usage: 3.200 Gallons 
-__--- -- -... 06/10/10 Actual . 130400 

--. -.--- ........... . 

Billing Detail 

Amount Owed from Last Bill .......................................... 
Told Payments Received ............................................... 
Remaining Balance ................................................. ..._. 
Water Base Facility Charge ................................... 

Total Water Charges ...................................................... 
Utility Tax ....................................................................... 
Amount Due .................................................................. 

3,200 gallons @ $0.00731 per gallon ................... 

3 44.62 
44.62 
0.00 

15.71 
23.39 

39.10 
3.91 

f 43.01 

Water Usage History  
mr 

ReadTyprs: Actual c] Estimated Customer 

Message Center (see reverse side for other informalion) . Aqua Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of the report by the end of June 

The due dale refers to current charges only. If you do nor pay your bill on lime, your service could be subject to interruption. To ensure proper credit 
and would like to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www aquautilitiesflorida.com to view your report. 

please remember to provide your full 16-digit account number when paying your bill. 

Keep top portion for your records. 
c ..... - r . 
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Account Number Service To: 

EUGENE DAVIS 0014109931049504 7117 SW ARCHER RD LOT 46 
CAINESVIUE, FL 32608 
Lot: 46 Block: 1336568 PWSlD # FLM100-22 

ARREDONDO FARMS 

Aqua Utilities Florida, Inc. Tel: 877.987.2782 ' 
762 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date 
Bryn Maw, PA 19010-3489 e Mail: custserv@aquaamerica.com September 28, 2010 $ 791.37 October 20,2010 

Questions about your waterjsewer service? ... Contact us before the due date. 

Uslge t!!i:t, h4eler sue Billing Prrlod Days Read Type Mefirer Rcadngs 

56576257 9 8  

Average Daily Usage = 128 Gallons Total Days: 370 

_.__- _____ . ._ -_____.__.___..--.- -.. ___-___- Meter Data __-_ 
09/13/10 370 Actual 141400 47.500 Gallons 
09m8109 Actual ... 

Total Usage: 47.500 Gallons 

_- 

93900 _._.____..._.___- --__ _________ . . .  _-__ - _I_ 

Billing Detail 

Amount Owed from Last Bill ........................................... 
I uiai Paymenis Received ............................................... 
Remaining Balance ....................................................... 
Adjustments ...................... 

.,. 

Water Base harge Watera 
6.419 gallons @ $0.00659 per gallon ................... 

Current Water Charges At Old Rate ................................ 
Water Base Facility Charge Water at Current Rate 
Next 41.081 gallons @ $0.00731 per gallon ......... 

Current Water Charges at Current Rate .......................... 

Sewer Base Facility Charge Sewer at Old Rate ...... 
3,980 gallons @ $0.00701 per gallon ................... 

Current Sewer Charges At Old Rate ........ 
Sewer Base Facility Charge Sewer at Cur 
Next 41,081 gallons @ $0.0071 1 per  gal 

Current Sewer Charges at Current Rate.. . 

Current Water Charges ................................................... 

$ 51.85 
0.00 

51.85 
584.21 Credit 

25.87 
42.30 

167.58 
300.26 

68.17 

467.84 
536.01 

36.13 
27.90 

378.03 
292.06 

64.03 

670.09 

Message Center (see reverse side for other information) 

Current Sewer Charges .................................................. 
Utility Tax ....................................................................... 
Amount Due . ...................__._...-...................................... 

734 12 
53.60 

$ 791.37 

LONG BILL ALERT - This bill covers a greater number of days of service than your normal bill. If you require payment arrangements, please call 
877.987.2782. 
Aqua Utilities Florida is pleased to provide you with your annual Water Quality Report. If you do not receive a copy of fhe report by the end of June 
and would like to receive a flee copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesf1orida.com to view your report. 
The due date refers to current charges only. If you do not pay your bill on time, your service could be subject to interruption. To ensure proper crerltl 
pleese remember to provide ywir fJA! lE-d!$! -ICCOU.?! n w k r  ::h..hc:: pqina ys:: !3!. 

Keep top portion for your records. f 
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c 

Aqua America, Inc. 
762 Lancaster Avenue A 0 U A - Bryn Mawr, PA 19010-3489 

Payment Arrangement Letter 

Regarding: Aqua Account Number: 001 41 0993 1049504 1 0/18/20 1 0 

Dear Customer, 

This letter confirms the agreed upon payment arrangement terms that are described below: 
I 

Total Balance Due: $839.21 
Total Payment Arrangement Balance: $839.21 
Payment Arrangement Was Made On: October 18,2010 
Installment Payment: $50.00, for 17 months 
Due Date of Installment Payment(s): 31st of each month beginning October 31, 2010 

Also, it is important for you to know: 
1. 

2. 

Each monthly installment payment must be received on or before the installment due date stated 
above. Please allow 7 days for mailing and processing time. Please write the Aqua account 
number on all payments. 
Your current monthly bill amount found under the Billing Detail section of your bill is due each 
month on or before the due date listed on that bill. The current monthly bill amount is equal to the 
Amount Due minus the Amount Owed from Last Bill-Balance. Please note, the current 
monthly bill due date is different than the due date of your monthly installment(s) and you will 
need to send two payments to Aqua. One payment for your current bill amount and another 
payment for your installment amount. 
This payment arrangement will automatically cancel if either your monthly installment your 
current monthly bill amount is received after their due date. This is the only notice you will 
receive explaining your monthly payment arrangement. 
Payments are to be mailed to: 

AQUA 
P.O. Box 1229 
Newark, NJ 071 01-1 229 

3. 

4. 

If you have any questions regarding this payment arrangement, please contact us at 
1.877.987.2782 (1.877.WTR.AQUA) 
We appreciate this opportunity to be of service to you 
Sincerely 
AQUA Customer Service 

Aqua America, Inc. 

Bryn Mawr, PA 1901 0-3489 
A 0  u A 762 Lancaster Avenue - 

An Aqua America Company 

seq= i 31 

EUGENE DAVIS 
71 17 SW ARCHER RD 
GAINESVILLE, FL 32608 

LOT 46 
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Aqua Utilities Florida 
P.O. Box 490310 
Leesburg. FL 34749 

PRSRT STD 
US POSTAGE I PAID I 
PERMIT 1?7 

LANSDALE. w. 

T30 P1 
Eugene Davis 
71 17 SW Archer Rd Lot 46 
Gainesville, FL 32608-4674 
1,,11lll1l1l11ll11,,ll.,l.ll,,l,ll,ll,l,l.ll.l~llll~lllllil~ll 

2009 Annual Drinking Water Quality Report 
Arredondo Farms PWSID # FL2010042 

Este infonne conliene informaah impoctante wbre b calidad de so agua de beber. 
Hable con aguien que lo entienda o llame al877.WTR.AQUA (87797.2782). 

We're pleased to present to you this yeah h a 1  Water Quality Repod. This report is designed to inform you abut  the quality Water and Services 
we deliver to you every day. I yw have any queslions about this report or concerns a t a t  your water utility, please contact Pam Fanis at 
352.435.4029or visit cur website alwww.aquautilitiesfiorida.mm. 

Arredondo Fanns obtains its water from a gmundwater source, which comes from the Floridan Aquifer. The water is aerated and chlon'nated foc 
disinfedon purposas. The Florida Depadment of Environmental Protection (DEP) performed a Source WaW Assessment on our system. 
Information prodded by this assessment indicated that Anendondo Farms water syslem is of moderate to high susceptibility to contamination. The 
assessment results are available on h e  DEP Source Water Assessment and Protection Pmgmm website at www.dep.state.fl.us/SWapp. 

The sounes of drinking water (both tap water and botUed water) indude rivers. lakes, streams. ponds. reservoin. @ngS. and wells. As water 
lravels Over the surface of h e  land or through the ground, it dissdves nalurally occumng minerals and, in m e  cases, radioactive material. and can 
pick up substances resulting hum the presence of animals or from human activity. 

Contaminants lhat may be pesent in source water indude: 

A) Microbial contaminants, such as viruses and bacteria. which may come from sewage treatment plants. septic SyStWm. agricultural livestock 

6) Inorganic contaminants. such as salts and metals. which can be naturally-occumng or result from urban slorrnwater runoff, indUSMal or 

C) Pesticides and herbicides, which may come from a variety of sources such as agriadture. urban stormwater runoff. and residenlial uses. 
D) Organic chemical contaminants. hduding synthetic and volatile organic chemicals. are by-products of industrial pmceSSes and pelrdewr 

E) Radioactive contaminants. which can be naturally occumng or resuit from oil and gas production and mining activities. 

In order lo ensure that tap water is safe to drink. the EPA prescribes regulations, which 6mil the amount of certain contaminants in water provided by 
public water systems. The Food and Drug Administration (FDA) regulations establish limits for contaminants in boltled water, which must provide the 
same protection foc puMc heallh. 

Drinking water, induding bottled water. may reasonably be expected lo contain at least small amounts of some contaminants. The presence of 
contaminants does not necessarily indicate that the water poses a health risk. More infomation about amtaminants and potential health effects can 
be obtained by calli% the Environmental Protection Agency's Safe Drinking Water Holline at 800.426.4791. 

Some people may be more vulnerable to contaminants in drinking water lhan the general population. Immuno-compromised persons such 
as persons with cancer undergoing chemotherapy, persons who have undergone organ transplants. people with HlVlAlDS or other 
immune system disorders, some elderly, and infants can be particularly at risk from infections. These people should seek advice about 
drinking water from their health care providers. EPAlCDC guidelines on appropriate means to lessen the risk of infection by 
Cryptosporidium and other microbiological contaminants are available from the SAFE DRINKING WATER HOTLINE 800.426.4791. 

operations. and wildlife. 

domestic wastewater discharges. o l  and gas production. mining, or farming. 

pmduclion, and can also. come from gas stations. urban stormwater runoff. and septic systems. 

Terms and Abbreviations 
Action Level (AL): The concentration of a contaminant that. if exceeded. lriggen treatment or other requirements that a water system wsl follow. 
Maximum Contaminant Level or MCL: The highest level of a contaminant that is allowed in dnnking water. MCLs are set as dose lo the MCLGs as 
feasible using h e  best available beahent technology. 
Maximum Contaminant Level Goal or MCLG: The level of a contaminant in drinking waier below which there is no known or expected risk to 
health. h4CLGs allow for a margin of safely. 
Maximum residual disinfectant level or MRDL:The highest level of a disinfectant allowed in drinking water. There is convinang evidence lhat 
addition of a disinfectant is necessary for mntrol of miwbial contaminants. 
Maximum residual disinfectant level goal or MRDLG: The level of drinking water disinfectant below which there is no known or expected risk to 
heailh. MRDLGs do rot reflect the benefits of the use of disinfectants to convd microbial contaminants. 
NIA. Not applicable 
ND: means not deleued and indicates that he substance was not found by laboralory analysis 
Parts per million (ppm) or Milligrams per Mer (mgd): one part by weight of analyle IC 1 million parts by weight of Ihe water sample. 
Parts per billion (ppb) or Micrograms per liter (pgll): one part by weight of analyle lo 1 billion parts by aeight of the waler sample. 
Picocurie per liter (pCiR). measure of the radioactivity in waler 
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Percentile exceeding MCLG (Action Likely Source of Contamination 

0.15 0 1.3 1.3 Corrosion of househdd plumbing 

7.3 1 0 15 Corrosion of household olumbinp 

the AL Level) Result 

2009 ANNUAL DRINKING WATER QUALITY TEST RESULTS 

Aqua Utilities Fbrida routinely monitors for contaminants in your drinking water according to Federal and Slate bws. rules. and regulations. Except 
where indicated otherwise. this repoil is based on Vle results of our monitoring for the period of January 1 to December 31. 2009 for Arredondo 
Farms - PWS ID# FL201W2. The Environmental Protection Agency (€PA) requires monitoring of over 80 drinking water mntaminants. Those 
contaminanls listed in the table bdow are the only ones detected in your drinking water. The state allows us to monhor for m e  contaminants less 
than once per year because concentrations do not change hequently. Same of our data. though qresentative. are more than one year old. 

1 I I 1 I I I I 
Lead and Copper (Tap Water) 

Contaminant I Dales of I A 1  I 9W 1 No.of sites I I AL 1 

If present elevated levels of lead can cause serious health problems. especially for pregnant women and young children. Lead in drinking water is 
primarily hom mteriak and components associated with setvice lines and home plumbing. Aqua is responsible for providing high quality drinking 
water, but can& mtrd the variety of materiak used in plumbing components. When your water has been sitting for several hours. you can 
minimize the potential for lead exposure by flushing your tap for 30 seconds to 2 minutes before using water for drinking or cooking. If you are 
concerned about lead in your water, you may wish lo have your water tested. lnfonnalion on lead in drinking water. testing methods. and steps you 
can take to minimize exposure is available from the Safe Drinking Water Hotline oral h~l/www.epa.gov/safewaternead. 

MCLs are set at very stringen1 levels. To understand the possible health effects described for many regulated mstituenls. a person would have to 
drink 2 liters of water every day at the MCL level for 70 years to have a onein-a-million chance of having the described health effect 

Our water systems are designed and operated to deliver water lo our customers' plumbing systems that complies with state and federal 
drinking water standards. This water is disinfected using chlorine, but it is not necessarily sterile. Customers' plumbing, including 
treatment devices, might remove, introduce or increase contaminants in tap water. Al l  customers. and in particular operators of facilities 
like hole& and institutions serving susceptible populations (like hospitals and nursing homes), should properly operate and maintain the 
plumbing systems in these facilities. You can obtain additional information from the EPAs Safe Drinking Water Hotline at 800.426.4791. 
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March 23,2011 

Statement regarding review of Resident account with AQUA 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

Justin Houlker: 7117 SW Archer Rd, #97 
352- 494-7935 

I stopped by several times but was unable to  meet with Justin a t  his home to discuss the water provided 
by AQUA Utilities. However, Justin did bring copies of his billing issues to the office. He has owned his 
home in the community since April 2006. - wer wI  AM-^ A0-S ow 3 

His complaint is a major billing problem. He received a $90& charge on his bill in November 2010. 
When he called AQUA'S customer :jetvice line, he was told that they had neglected to charge him for 
usage for a period of time and was now back billing him. Justin told them that he would not be able to 
pay the full bill. They agreed to place him on a payment plan of $38 extra per month until it is paid off. 

This statement is true and accurate. 

Attachment(s): Copies of bills of large back usage charge. 
Copy of account history from AQUA 
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, 

d c o m  m u n it i es 

*Provider: AQUA Utilities inc. 

*Account # (found on your water b i 1 l ) : ~ O O  qs7OB8.- @kW337 

*Reason of complaint (check all that apply): 

.. 9' Poor water quality 
p-- Low water pressure 
o Broken water meter 

*Signa tu re: -*- 
. . -- 

YOU may also use the following methods to file a complaint with Florida Public Service Commission. 

By phone: 1-800-342-3552 

By e-mail: Sontact@ox .nate.fl.us 

. osc.state.fl.us/consumers/comDlalnt~ Or file an electronic complaint at: h t t u : / / w  

*Required field 
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.- 
,_.. , , 

*... . .  ..I , . .-I 

Yervice To: 

AQJUA 

__-__ . --c .. - ?_. , . .. -.< . -. v<y, . . .  . . / . .  ..-:.*-.; :'*+&*yW.~ 
. , _ . .  
. .:_ . 

. _ .  .... ....... . . . .  . ... ... .......... .:.. ;. > .-..... . .- 
AcoountNumber 

bJuwm@oFARMs 
1336566 PWSlD ry FLanc042 I 

0009070880649387 

8ilIing Detail Water Usage H'Mary 

m n t  owed ~IUITI ~ s s t  BiU ........................................... $ 753.83 
................................................ 

...... 
Total Payments Received 93-64 
Remaining Ba&nce _ .--._......._..-... -_.. _.-. - ...-.-.- .660.19 

2,700 gallons @ $0.00731 pergallon ................... 
current water ctlages ................................................... 35.45 
Sewer Base Facility Charge ................................... 
2,7OOgallons@$0.W711pefgallcfl ................... 19.20 

Utility Tax ....................................................................... 3.55 

Water W Facility charge ................................... 15.71 
19.74 

35.44 

Cwrent sewer cfuqe3 .................................................. 54.64 RudTypa: M A S t w l  OEQLnaW MCustomw 

i 

\\ ' :*.. $4- 
u 

. .  

RetumtMspomonwitt,ywrpaymenL -TO: 
JLISTWHOWQR 
7117 SW A R m  RD UNXT 97 
GAIXESYILLE, R 31608-4681 
Lot 13261333 IJkdr: 

AQUA Water/Sewer Bill 
J 4 L u  UtiGtscl Florida, Inr 
762 W. idmaster Avenrt 0 Mawr, PA 19010.3469 

PcmUntNumber 

0009070880649387 
AmountDue Curentolal-WSDwDate 
$ 753.83 wdW201l  
A m o l m t t 3 d O d  

Pk%e makecfiedc payable to  qua utll. FL. 

thenmaltoaddreaalbadc 
PrintyouacawntnrvnberoclyarctredC 
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Q O O O l  

PcEatnt Nivnkr 

ARREWNDO FARMS 
13.36568 FJwSlD c F 1201oC42 

000907088 0649387 

Aqua lk%hs A d ,  Inc. 

&yn Mawr, PA 19010-3489 e Mail: arrb.rr@aquumeriu.com December 02, 2010 $ 961.66 December 24,2016 

' Tel: ~77.917.2712 Questions about your wakr/sewer service? ... Contact us before the due date. 
762 W. bwskr Avenue FU: a 6 ~ n o . m ~  &It Date Tod Amount Due Cumnt ulargec Oue Dam 

Meter Data Mas Sfre 6hgFuwOays W T p  MctuRrsdngS ursga Un5 

56585813 518 1112u10 378 ACaA 14m 67.600 Wbns 

TdalDays: 378 T&I Usage: 67.600 Calbns 
:i/iim4) ~ctual 8zJao' 

Avenge DaJy Usage = 178 Galhms 

Billing Detail Water Usage Hlstory 
"o .... .-.. ....... 

........................................... 
............................................... ........... 

A c o r n  Owed from Lasr Bill S 72.72 CIedit 
TOM Paymenb Received 0. M1 
Rmlnlng Balance .............................. . ............... 
Adbrmenrs ................................................................... 
Water Base F acilky charge ................................... 
63,000 gallons @ 50.00731 per ptlon ................. 
Ne% 4.600 gallons @ $0.03898 per galh ........... 

curern Water Charges ................................................... 699.81 

67.600 gallons @ SO.00711 per gallon ...._........... 
Curent Sewer Charges ... ........................... 927.23 

197.95 
460.53 

41.33 

146.54 
480.69 

" ._--._..._.__... 

Sewer Base Facile Charge .................................. 

Urllhy Tax ...................................................................... 69.98 
Amounl Due ................................................................. S 961.66 

Message Center (see revem side for m e r  
9 LONG BILL ALERT - This bill covers a greater number of days of service fhan your m a l  blL If you revire paymen mangemem. please call 

9 The due date refers 10 cwm charges only. If you do m pay your bill on rfme. your servke could be subject to intertuplicn. To a r e  proper credit 
an 9a7.27112. 
please remember 10 Iwovide your hill 16-dlgit account number when paying your hill. 

Keep tup pordon br your rem&. 
Return mi p h o n  with your payment %mot TO: 

J W l m  HOUWEII AQUA Waterisewer Bill 7l17 SW ARCHER I D  UWlT997 
Aqua UtXb'as Florid., Inc GAIffESVILLE, FL 3260015.4611 

Lot: 13261333 Block 762 W. bncarter Avenue 4 Bvn Mawr, PA i901.0-3989 
b u n t  Numhv 
000907088 0649387 

MA9337 

JUSTIN H W L K t f l  
71 17 SW ARCHER RD LOT 97 
GAINESVILLE FL 32608.4681 

Amount Due 

Amount Endosed 

C-t Chrges Due Date 
$ 961.66 December 24,2010 

Please make check payable to Aqua Util. R. 
Print your account number on your check, 
then mail to address on back. 

0.1.2 
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!%vice To: 
JUSTIN HOULKER 
7117 SWARCHER RD UNIT97 

Lot: 13261333 Block 
GAINESVI~E, FL 32608.m~ 

@OOOl 

Aaount Number 

0009070880649387 
ARREWIIDO F A R M  
1 U656E PWSlD t F1.2010042 

Aqua Utilities Rorida, Inc. le!: 877.9872712 Questions about your water/sevuer senrice? ... Contact us before the due date. 
762 W. lanester Avenue Fax: 866.780.8292 Bill Date M t  Balance 

B.Vn Mawr, PA 1901W489 November 12,2010 ($ 72.72) e Mail: astsem@aqulamerica.cm 

Si* B s E n g h i i  Oays Read Type Ma# @%dings usage urd3 Meter Data Mae4 
11/10/10 30 km 82300 0 Gatbns 56585813 5/8 

Billing Detail 

Amimt owed from Last Bill ........................................... 
Total Payments Received ............................................... 
Remaining Balance .................................................. 
Water Base Facilii Charge ................................... 

Sewer Base Facility Charge .................................. 
Current Sewer Charges .................................................. 
Utility Tax ...................................................................... 
Amount Oue ....................................................... .......... 

Curen Warer Charges ........................ 

$ 10.00 Credl 
115.44 J 
125.44 Credit 

15.71 

35.44 
15.71 

35.44 
1.57 

f 72.72 Gedk 

Message Center [see reverse side far aher information) - The dw date refers IO cwrent charges only. If 'you do not pay ycur biil on time, your service could be subject to intemption. To ensure pmper ueda 
please remember Io provide y o ~ r  full 16-dig# ac,colmr number when paying your bill. 

AQUA Water/Sewer Bill 
Aqua Utilities Ronda, Inc. 
762 VJ. Lancaster Avenuc . &yn Elawr, ?A 190!0-3989 

senice To: 
JUSTIN HOUUER 
7117 SW ARCHER RD UNIT97 
GAIHESVILU, FL 32608-3681 
Lot: 13261333 Block: 

Paotmt Number 
0009070880649387 
Credit Balance 
($ 72.72) 

Do N o t  Pay 
You have a credit balance on your accouat. 

a I.' 
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03/09/2011 08:47 FAX 

AOUA - Service To: 
JUSTIN HOULKER 
7117 SWARCHER RD UWIT97 
GAINESVIUE, R 32608-4681 
Lot: l326l333 B b c k  

r p l O O O l  

.4mun t N u d e r  

0009070880649387 
ARREWNDO FARMS 
1336568 PWSIO # f L.?OoiO042 

Aqua Uti l i tks  Florida, l n c  
762 w. LaneSterAYenUe Fax: 866.7S0.8292 SI1 Date Total h u n t  h e  clment charges !he oak 
Bmt Mawr. PA 19010-3$89 e Ma#: custurr@aquaamerica.torn September 15,2010 $ 115.44 October 07,2010 

id: 877.9872782 Questions about your water/sawr service?.. . Contact us beFore the due date. 

Billing Detail 

Amount Chved tom Last Bill ............ 
Total Payments Received ............................................... 
Remafnlng Balame ............-................. .. ..................... 
Water Base Facility Charge ................................... 
Curen Warer Charges ................................................... 
Current Sewer Charges ..... 
Urility Tax ....................................................... 

Sewer Base Faciliiy Charge ................................... 

Late Charge ................................................................... 

Amount Due ................................................................ 

J 178.16 
120.44 
57.72 

15.71 

35.44 
5.00 
1,57 

0 115.44 

15.71 

35.14 

Q9. 

Message Center (see reverse side for omer informatlon) 
Aqua UrilMes F brida is pleased to provide you with p annual Water Quai* Report If you do nd receive a wpy of the report by Ihe end of June 
and vmdd like Io recewe a free copy, pkase call 1.877.'NTR.AQUA or vijf our wbsile at www.aquwiliriesflorlda corn 10 biew ywr repon 
The due dale refers to CwreM charges only. If you do not pay your bffl on rime, your service could be Wbjea to inrerruplion. To emure p r q m  credr 
please remember Io povirle your hill 16digif account number when paying your bill. 

Keep top portion for yourrewrds. 
Return this pohn  with your payment To: 

JUSTIN HOULKER 
7117 SWARCHER RD UNIT97 
GAIHESVILLE, FL 32608-4681 
Lot: 13261333 Dlcck: 

AQUA Water/Sewer Bill 
Aqua Utilities Florida, Inc. 
762 W. Lancastcr A V ~ V  Bqn Mawr. PA 190103489 

h u n t  Number 
000907088 0649387 

5 4 5 3 8 )  

b u n t  Due Current Charge Due Dae 
$ 115.44 October 47,2010 
Amoun: Endosej 

Please make check payable to Aqua U61. R. 
Print your account number on your cbcck, 
then maii tc address on back. 
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i 

AOUA. 

Message: 

Note: The documents accompanying this facsimile transmittal sheet are intended for the 
recipient named above and may contain confidential andor privileged information. If you 
receive this transmission in error, please notify the sender of the facsimile immediately. 

A MEMBER OF ‘THE AQUA AMERICA FAMILY OF COMPANIES 
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HOOLKER. J U S T I N  
7117 S W  MCHLR RD 97 
GAINESVILLE, FL 3260e-aa 
0009070ae/6493~7 0001 

PAYUEXTS 

$ 9 3 . 6 4  

$93.64 

DATE BALANCE TWS e OF HETER REAO cotmumrcw AVG DLY. 
DAYS READ TYPE U S G E  

2011/03/07 
2011/03/04 
2011/02/08 
2011/01/14 
2011/02/0C 
2011JOl/ll 
2011/01/06 
2010/12/13 
2010/12/14 
2010/12/24 
2010/11/24 
2010/10/21 
2010/09/17 
zoio/oa/ia 
2010/06/21 
2010/05/10 
2010/04/23 
2010/03/06 
2010/02/06 
2010/01/08 
2609/12/11 
2009/12/06* 
2009/11/11 
2009/10/23 
2009/11/04 
2009/13/09 
2009/10/02 

2009/08/24 

2009/08/05 
2009/07/24 
2009/07/30 
2009/07/00 
2009/06/25 
20 09 / O  6/30 
20 09 /06 / 06 
2009/05/21 
2009/05/27 

2009/04/30 
2004/05/04 
2009/04/01 
2009/04/09 
2009/03/20 
2009/04/09 
2009/03/02 
2009/03/17 
2309 /02 /02  
2009/01/30 
2009/0:/29 
2009/0 1/02 
2008/12/26 
2009/12/26 
2008/i2/01 
2008 /11/28 
2008/11/06 
2008/12/0i 
2008/11/03 
2306/10/27 
tOO8/:O/Ol 
2006/10/02 
2008/09/29 

2009/09/0a 

2009/0e/3i 

zo09/05/oa 

PYXr  
BILL 
READ OOZE 0015’11 A 
PYMT 
BILL 
READ 0029 001544 A 
BILL 
READ 0019 001517 A 
PYUT 
3ILL 
READ 0378 001499 A 
PYMT 
PYXT 
P m  
P Y M  
PYMT 
PYXT 
PYWf 
PYMT 
PYMT 
PY?.TI 
BILL 
READ 0033 000823 A 0.000 
PYUT 
R l L L  

0031 o o o m  A 19,000 

so.  00 5759.83 

$ 7 5 3 . 8 3  

$942.19 

5961.66 

593.64 
27.000 96.428 

593.64 

560.67 

$282 -00 -  

56.76-  
27.000 93.103 

94.736 10 .ooo 
$73.38 

$1,697.02 $662.66- 
616.000 178.835 

$115.44  
5178.16 
$120.44 
. 557.09 

$53.35 
$52.72 
$52.44 
$53.00  
$52.72 
552.33 

SS2.33 so. 00 $52.33 
0.000 

5243.4  6 
~34.12 

5159.34  

50.00 

so. 00 

$249.46 

S159.34 
61.290 

241.176 
BILL 
READ 0034 000804 R ei.ooo 
PYM 
BILL 
READ 
PYMT 

READ 
PYMT 
BILL 
REAO 
PYHT 
BILL 

PYMT 
8XLL 
R E A 0  
P m T  
PYMT 
BILL 
READ 
BZLL 
READ 
PYMT 
JILL 
READ 
P Y M i  
BILL 
REA0 
PYMT 
PYUT 
BILL 
R E M  
BILL 
READ 0029 000372 A 
PYMT 
BXLL 

extL 

nEAn 

5134.58 

$113.35 

so.  00 5136.58 
0 0 3 0  000722 A 

0032 000665 A 

57.000 

43.000 

190.000 

134.375 
$113.95 

$ 9 4 . 8 1  

5100.51 

seo.  82 

so.00 

$0.00 

5113.35 

594.81 
$94.81 

$100 - 51 
0034 OC0622 A 

0030 000592 A 

0030 000558 A 

30. O O i l  

3 4  .OOO 

42.000 

88.235 

113.333 

140.000 

50.00 

so.00 

s100.5: 

S14.17 
5 1 4 . 1 7  

S135.91 
5 6 6 . 6 5  

$0.00 

$0.00 

S135.31 

566.65 

569.26 

5 6 6 . 6 5  
,0028 000516 A 

0031 000486 h 

30.000 

2 7 . 0 0 0  

107.142 

87.096 
570.12 

5 0 . 0 0  , $70.13. 
0032 000959 A 31.000 96.875 

so.0c 
$1.73 

3 6 5 . 7 6  
ooze 000426 A 26.000 92 .a57 

5133.29 
564.03 

563.26 

564.03 

z::. 00 

5 0 . 0 0  

5133.24 

566.03 
0033 000402 A 30.000 

20.000 

90.909 

0 2 . 1 5 0  
5 5 4 .  Oi 

$59.01 so.00 S54.3L 
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January 13,2011 

Statement regarding AQUA account review for resident 
By Kim Kurz, Director of Special Projects, Yes Communities, Inc 

MaryAnn Walker: 7117 SW Archer Rd. #2205 

I was informed of this problem from Mallory at the Arredondo Office. MaryAnn is rented her home 
from the community since March 2008. As a result of this billing error which resulted in a high water 
bill she has since moved out and abandoned her home. The community charged $606.25 on this 
account due to the abandonment. 'The home remains vacant resulting in lost rent of $530 per month. 

This account is a perfect example of a number of billing errors all on one account. AQUA was showing 
this site as inactive, meaning they did not think anyone lived there. When they realized it, they 
attempted to get meter reads, had 'to swap out the meter. When they did, they used the beginning read 
from old meter and ending read from new resulting in a billing 222,500 gallons. They finally fixed that 
but charged the resident for 12 months base facility charges. 

t 

Attachment(s): Copies of bills showing inaccurate meter reads and large back charges. 
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t4nalltMfmmLas:BiR ..................................... 

Rauinhg Bdw+ ..-.....__.............._ .. ...................... 
Waw 8- FuCly C t q n  ........................... 

TGBl P a p w ~ t r  Rpeid.. ............ :. .................... 

5 . W  gallau @ sO.am1 perm .................. 
tlad 5,060 gauottse ~.00698  pergrwon ............ 
trext212.m (y lkru@so.mper  

S m a d  Hlstw C h a i p  ............... ....... 4,489.54 
sp*ec ease Faalily chanp .................................. 

Foexi 216,500 paron0 @ S0.00 pwgalml ............. 
CJIren! sevrw clrrrpe, .. ...................- ................ 
Amounf Due -____-._ .....-....._.-....... . 
Jllity Ter. 

1.124.Q 
15.71 
36.56 
44.90 

35.44 
5.M)oglrlOnzQ W.oQIll pergallon 4266 

0.W 
.................. 

78.10 
.......................................................... 

"F a m -  + *I 

* 



Docket No. 100330-WS 
Resident Complaint forms, with statements, and copy of bills 

Exhibit KK3, 59 of 61 

_ .  - ..... 



Docket No. 100330-WS 
Resident Complaint forms, with statements, and copy of bills 

Exhibit KK3. 60 of 61 

March 22,2011 

Statement regarding interview with Resident 
By Kim Kurz, Director of Special Prqjects, Yes Communities, Inc 

Monica Thomas: 7117 SW Archer Rd. #2321 
352-353-9357 

Met with Monica Thomas at her hoime to discuss the water provided by AQUA Utilities. She has owned 
her home in the community since Oecember 2007. She had several complaints. 

Her first complaint is a major billing problem. She received a $900+ charge on her bill in October 2010. 
When she called AQUA'S customer !jetvice line, she was told that they had neglected to charge her for 
sewer for a period of time and was inow back billing her. Monica told them that she would not be able 
to pay the fill bill. They refused to allow her to pay on a payment plan. They turned her water off in 
December. Her two children had to  move to their grand-mothet's home while they were without water. 
She ended up borrowing money in order to pay the balance in full which was required to get the water 
turned back on. 

She also states that the water often smells of bleach. 

This statement is true and accurate. 

Monica Thomas Date 

Attach men t(s) : Original complaint filed with Arredondo Farms office and PSC website 
Copies of bills of large back sewer charge. WO,.,.~ cud p+~u ,a  fac, fa^,^^ 

bkTl.cb O N  b p * a  F - ~ M  Aada . 
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List of residents that had leaks and high bills 
March 28,2011 

Site #2323 Derrick Mazon - Rental home. The leak has been fixed. Submit work order and leak 
form for credit with AQUA for this resident. Resident received high bill and moved out 
3/2011. Unable to contact resident for bill copies. 

Site #2417 Kendrick Cody - Rental home. Spa tub faucet will not turn off, running a t  medium 
volume. Submit emergency work order to get repaired. Moved out 1/2011 due to high 
water bill. Unable to contact resident for bill copies. 

Site #2215 Nakesha Evans - Rental home. Could not verify leak because water was already shut 
off due to non-payment. Angie called AQUA to see if they would turn back on so we can 
find leak - they will nor without payment of $336.42, Got copy of bill that showed leak 
in November. Does; not have money to pay, will most likely be moving out in April. 

Site #2611 Debbie Terrence -she is renting from a homeowner. She has back water bills from 
when she first moved in that AQUA is trying to  collect and will shut off. High bills were 
due to  leak. Spoke with owner Lisa Mills - (386)208-3949 to see if she would assist. 
She said she would contact AQUA on resident’s behalf. The owner has now moved the 
HOME out due to  the high water bills and problems, she could not keep the home 
rented. 

Site #2402 Antwan Brown - Rental home. Massive leak under home was fixed. Resident has 
balance with the AQUA of  $1900 due to the leak. We paid the back bill for him in order 
to save occupancy ,and are charging him $100 a month to  repay a portion of the balance. 

Site #2617 Angela Barber - Yes loan. Verify that leak has been corrected. We paid a large water 
bill for her to  keep her in the home. 

Site #2218 Delancey - had a leak in November causing a high bill. We had difficulty fixing leak - 
offered to pay portion of bill. New problem with toilet running in February causing high 
bill again. Resident did not inform us timely. We are paying the bill to  save them but 
putting them on payment plan to  repay. 
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2604 hot watl 

A 

2212 hot water element only 4 weeks old 

2212 hot water heater - example of how crystals * I up an making it even hard to flush them out. 

Example of clogged faucet from calcification Example of sediment that gets stuck in aerators 
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Arredondo Farms 
Pictures of plumbing parts damage 
March 28,2011 

Sediment in toilet flow valve- causes toilets to run. Size of sediment can be very large. 

This type of sediment often clogs the supply lines and fills tank with several cups of material. When 
replacing supply line, this sediment flows out into buckets. 
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

YES COMPANIES, LLC 

DIRECT TESTIMONY OF SHAWN HARPIN 

DOCKET NO. 100330-WS 

5 

6 
7 Q. Name and business address: 

8 A. My name is Shawn Harpin. My business address is 9101 Normandy Blvd, 

9 Jacksonville, FL 32221. 

10 

11 

12 

13 

14 Manager for Florida. 

Q. By whom are you employed and what is your position: 

A. I am employed by YES! Communities Inc. YES! Communities Inc. is a related 

corporate entity to Yes Companies, LLC (“Yes”). My position is Senior Regional 

15 

16 

17 

18 

19 

Q. Please describe your duties and responsibilities in that position: 

A. I am responsible for all community operations for the 13 communities located in 

Florida. This includes but is not limited to leasing, selling, financial performance of the 

asset and the overall operational capacity of the portfolio. 

20 

21 

22 

23 

24 

Q. Describe your educational background and professional experience: 

A. I received my undergraduate degree from Metropolitan State College of Denver with a 

B.S. in Finance with an emphasis in investments. I have over 15 years of experience in 

multiple facets of the mobile home industry including financing, wholesale, retail, 

2 
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2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

manufacturing, and property management. I currently manage the Florida portfolio 

consisting of 13 communities and over 3700 home sites. 

Q. Have you previously appeared and presented testimony before state regulatory 

bodies? 

A. Only during this rate case, Docket 100330-WS. 

Q. What is the purpose of your testimony? 

A. The purpose of my testimony is to provide information as it relates to the negative 

impact to the operations of Arredondo Farms as a result of high water and waste water 

rates; poor water quality; back billing charges and errors; and poor customer service 

quality imposed to our residents by Aqua Utilities of Florida (“Aqua”). This testimony 

is based on my personal knowledge and a review of Yes’s business records as those 

records are kept in the ordinary course of business. 

Q. Are you sponsoring any exhibits in this case? 

A. Yes, I am sponsoring the following exhibits, which are attached to my testimony: 

Exhibit SH1 - Gainesville Apartment Market Trends 

Exhibit SH2 - Gainesville Stick Built Market Trends 

Exhibit SH3 - Arredondo Farms Repo/Lease Turn Report August 20 1 1 

Exhibit SH4 - Arredondo Farms 201 1 Move Out Report 
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Q. Were these exhibits prepared by you or under your direction and supervision? 

A. Exhibits SH1 and SH2 are industry reports specific to the rental housing industry. 

Exhibits SH3 and SH4 were prepared by me based on my personal knowledge and from a 

review of Yes’s business records as kept by Yes in the ordinary course of business. I am 

a custodian of those business records. 

Q. Please summarize your testimony: 

A. I am responsible for the entire operations of the 13 mobile home communities owned 

by Yes in the state of Florida. I have communities located in the Tampa area, 

Jacksonville area, and in the Gainesville area. Arredondo Farms has a great location on 

Archer Road just 3 miles west of 1-75. Arredondo Farms provides quality amenities, great 

curb appeal / appearance, while providing large desirable homes at affordable rent levels. 

It is one of the best options available in Gainesville for affordable housing. However, 

there is one issue that severely threatens Yes’s ability to provide affordable housing at 

Arredondo Farms: Aqua. 

I will not repeat the stories we heard from our residents that spoke with Kim Kurz at their 

homes earlier this year or the countless residents who appear at community manager 

Mallory Starling’s office daily. 

with their own personal experiences at the Gainesville hearing on September 12,201 1. 

Instead, I would like to focus on the impact these issues have had to our community and 

our company. 

I will not try to repeat what our residents said who came 
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Yes prides itself on providing affordable housing with a “Yes!” attitude. That is the 

foundation of our business. What that means is that we strive to conduct our business 

with the resident at the outset by providing a high level of customer service and by 

providing value for our residents. We continue to struggle at Arredondo Farms because 

of the issues our residents face with Aqua. Let me explain. 

First, I would like it noted that I have not experienced the massive amount of move-outs 

we incur at other properties, within my portfolio, as we see at Arredondo Farms due to 

issues with their water service provider or water bills. The affordability market as it 

pertains to housing at Arredondo Farms has been encumbered by Aqua’s extremely high 

utility rates. An average household experiences a monthly water and waste water bill 

from Aqua in the $135-150 range. This is $90 higher than comparable communities in 

our portfolio and is $76 greater than an existing utility operator within the Gainesville 

market. Site rent at Arredondo Farms on average is $270 and total home rent on a lease 

is $630. That means that our residents experience a water bill that represents 55% of 

their entire site rent or 2 1% of their entire home rent respectively. Our company average 
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site rent is $295 and average water bill is $43.84, which constitutes only 15% of the site 

rent. Our average total home rent on a lease is $650 and again average water bill is 

$43.84, which constitutes only 7% of the home rent. 

22 
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Second, due to the numerous billing errors and back charges, a resident at Arredondo 

Farms who is managing their household finances on a paycheck by paycheck basis can be 
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faced with a $400 to $2,000 bill for back charges coupled with their normal water usage. 

Aqua then either shuts off that resident’s water or forces that resident to finance the back 

charges into a payment plan while not accepting less than 25% of the outstanding balance 

as monthly payments until paid in full. So an already high water bill is now higher. This 

stretches an ever challenging household’s budget and forces no other option but to leave 

What we have seen as a result of these exorbitant bills is unusually high move outs and 

turnover costs associated at Arredondo Farms. Only reviewing move-outs since January 

201 1, Arredondo Farms has experienced 59 move outs. Out of 59 move-outs, 35 residents 

have left due to high water bills which have impacted the ability of our residents to pay 

their discounted rent provided by Arredondo Farms. This means that 59% of our former 

residents who have left our community left because of Aqua water issues. It is bad 

enough knowing 3.8 families per month pack up and relocate because of this issue, but 

let’s relate it to dollars. Arredondo Farms spends on average of $1,960 - $3,690 to 

remarket the home depending on whether it is a lease or loan rep0 on every move out. 

Averaging this over a 9 month period (based on Jan. 201 1 thru Sept. 201 1) this equates to 
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$7,448 - $14,022 per month. Base this over an annual forecasted period it equals $89,376 

- $168,264 of additional expenses per year due to Aqua’s malfeasance. 

Further, Yes’s losses continue to be compounded by additional marketing expenses 

incurred once the homes become vacant along with the additional payroll paid to leasing 

agents joined with rent discounts below market levels in order to provide a total 
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affordable housing option cost in the market place. A 3-bedroom unit in Arredondo 

Farms should easily rent for $725. When you consider having a rental portfolio of over 

100 rentals in Arredondo, this equates to losing $95 per month in rent and equals a 

$1 14,000 yearly loss in revenue. 
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Additionally, the above financial losses do not take into consideration loss revenue once 

the unit becomes vacant. Arredondo Farms’ “days vacant” for vacant inventory is 

anywhere from 54 days to 171 days or 1.8 months to 5.7 months. With an average site 

rent of $270 and an average home rent of $630 this equates to lost revenue on a monthly 

basis of $4,309 to $13,645 or $51,708 to $163,740 of annual loss revenue. 

Finally, we have a maintenance technician, Mike Green, whose sole job is to manage the 

water issues within our rental home portfolio at Arredondo Farms. He visits every home 

a minimum of once a month to ensure there are no leaks in the home that would result in 

a huge water bill due to the high rate tier Aqua imposes on our residents. He replaces 

plumbing lines that are providing little to no water pressure due to the sediment and 

calcium build up from the poor water quality. He replaces toilet parts that are stuck due 

to sediment and causing the toilet to run, leading to high bills. He replaces hot water 

elements that have corroded due to calcification as a result of the water. This community 

had 77 rental home water quality related plumbing work orders from January - March of 

201 1 compared to 18 that its sister Gainesville property had which is on a different water 

system. Again, this represents increase payroll and maintenance expense costs of well 
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over $40,000 per year due to the water. Arredondo Farms incurs annual loss revenue and 

increased expenses over $450,000 per year. 
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SCHEDULE B - r y  2011 FINAL FAIR MRKET RENTS FOR EXISTING HOUSING 

DELAWARE continued 

ug:" METROPOLITAN FMR AREAS 0 BR 1 BR 2 BR 

r n k  *Philadelphia-Camden-Wilmington, PA-NJ-DE-MD MSA..  789 900 1077 
o x  

3 c o  
0 ? ? -  

7- ;m 
02: 

9 %  

ni5 

m o z $  

; 2 3  

NONMETROPOLITAN COUNTIES 0 BR 1 BR 2 BR 3 BR 4 BR 

Zr_? Sussex.. ........................ 620 675 750 1026 1056 

DISTRICT OF COLUMBIA 

METROPOLITAN FMR AREAS 0 BR 1 BR 2 BR a, - - z *Washington-Arlington-Alexandria, DC-VA-MD HMFA.. . 1131 1289 1461 
E 

FLORIDA 

METROPOLITAN FMR AREAS 0 BR 1 BR 2 BR 
?I 

PAGE 7 

Baker: County, FL HMFA... .......................... 
Cape Coral-Fort Myers, FL MSA ..................... 
Crestview-Fort Walton Beach-Destin, FL MSA........ 
Deltona-Daytona Beach-Ormond Beach, FL M S A . . . . . .  .. 
*Fort tauderdale, FL HMFA ......................... 
Gainesville, FL MSA. .............................. 
Jacksonville, FL HMFA. ............................ 
Lakeland-Winter Haven, PL MSA ..................... 
Miami-Miami Bench-Kenda11, R, HMFA.. .............. 
Naples-Marco Island, k'L MSA. ...................... 
*North Port-uradenton-Sarasota, FL MSA... ......... 
Ocala, E'L MSA. .................................... 
P a l m  Bay-Melbourne-Titusville, FL MSA... .......... 
Palm Coast, FL MSA... ............................. 
Panama City-Lynn Haven-Panama City Beach, FL MSA.. 

P s r t  St. Lucie, FL MSA ............................ 
Pur,ca Sorda, FL MSA..... .......................... 
Sebastian-Vero Beach, FL MSA ...................... 
Tallahassee, FL IIMFA .............................. 
Tmpa-S i .  ee~ersburg-Clearwater, FL MSA. .......... 
Wakulla County, FL HMFA.. ......................... 
*West P a l m  Beach-Rora Raton, EL HMPA..... . . . . . . . . .  

Orlando-ttissimmee-Sanford, !?L MSA. ................ 

Pensacola-Ferry Pass-Brent, FL USA ................ 

387 536 596 
810 874 996 
648  759 854 
645 754 938 
956 1069 1285 
656 723 824 
685 779 907 
674 '144 857 
862 976 1184 
909 1042 1173 
813 923 1111 
618 667 783 
795 865 988 
629 770 907 
692 798 1004 
668 705 807 
650 712 790 
754 756 958 
676 708 918 
621. 750 956 
680 756 933 
714 792 958 
639 694 772 
944 1106 1306 

NONMETROPOLITAN CXWNTIES 0 BR 1 BR 2 BR 3 BR 4 BR 

Rradford...... .................. 418 580 643 797 822 
Citrus .......................... 577 627 691 1007 1212 
DeSoto. ......................... 5G7 580 687. B22 846 
Franklin ........................ 538 540 647 815 927 
G u l f  ............................ 539 540 647 815 930 

Ilardee.. ....................... 567 615 682 837 860 

3 BR 4 BR Counties of FMR AREA within STATE 

1317 1589 New C a s t l e  

NONMETROPOLITAN COUNTIES 0 RW 1 BR 2 BR 3 BR 4 BR 

3 BR 4 BR 

1885 2466 

3 BR 4 BR 

871 895 
1354 1393 
1246 1368 
1213 1248 
1777 2256 
1205 1242 
1138 1304 
1087 1275 
1514 1770 
1458 1518 
1419 1.559 
1028 1059 
1237 1456 
1222 1362 
1406 1499 
1114 1240 
1145 1385 
1266 1305 
1340 1613 
1100 122: 
1245 1281 
1214 1466 
1015 1047 
1647 1903 

Counties o f  FMR AREA within STATE 

District of Columbia 

Counties of FMR AREA within STATE 

Baker 
Lee 
Okaloosa 
Volusia 
Broward 
Alachoa, Gilchrist 
Clay, Duval, Nassau, St. Johns 
Polk 
Miami-Dade 
CoLlier 
Manatee, Snrasota 
Marion 
Lake, Orange, Osceola, Seminole 
Brevard 
F'laglcr 
Bay 
Escambia, Santa Rosa 
Martin, St. Lucie 
Charlotte 
Indian River 
Gadsden, Jeffcrson, Leon 
Hernando, Hil.lsbarough, Pasco, Pj.nellas 
Wa kul la 
Palm Beach 

NONMETROPOLITAN COUNTIES 0 BR 1 RR 2 BR 3 RR 4 BR 

Calhoun. ........................ 539 540 647 815 930 
Columbia.. ...................... 503 581 687 U57 1205 
Dixie ........................... 192 537 S96 714 030 

Hamilton ........................ 492 537 516 ? 4 4  830 
Glades .......................... 596 635 722 882 94: 

Hen.i,r . . . . . . . . . . . . . . . . . . . . . . . . . . . .  542 648 722 86R 1071 
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Hmsing Market Trends 
Rental Market Coritinued 

activity, as measured by the number 
of building permits issued, has 
remained relatively strong since 2000. 
MultifamiIy construction averaged 
fewer than 500 units permitted a year 
during the early 1990s but increased 
to more than 1,000 units a year in the 
late 1990s. Since 2000, the number 
of units permitted has averaged 

Figure 9. Multifamily Ruilding Permits Issued in the Gainesville 
HMA, 1990 to 2007 

I 
i 

1 ~ ~ ~ # ~ $ g * # $ @ ~ ~ & g , g g ~ ~  9 j 
Notes: lncludes cLf rnultijcimily units in structures with two or more units. 
Includes doto through Sep lernber 2iW7. 
Source: U.S. Cenws Burew. Building Permits Survey 

about 900 units a year. During the 
12 months ending September 2007, 
building permits were issued for 
approximately 800 multifamily units, 
essentially unchanged from the 
number of units permitted during 
the previous 12 months. Figure 9 
provides details about multifamily 
building permits issued in the KMA 
from 1990 to 2007. 

During the 3-year forecast period, 
student enrollment at UF is expected 
to remain stable and grow-& in the 
number of renter households -will 
be driven primarily by employment 
and population increases. Demand is 
expected for 2,000 new rental units, 
part of which will be met by the 
300 units currently under construction. 
Table 5 shows estimated demand by 
rent level for new market-rate rental 
housing in the HMA during the 
forecast period. 

Table 5. Estimated Dtsmand for New Market-Rate Rental Housing in the Gainesville HMA, October 
1.2007 to October 1.201 0 

600 860 000 870 1.1 00 250 
650 775 050 720 1,150 230 
700 71 0 900 660 1,200 200 
750 640 950 590 1,250 100 
800 560 1.000 510 1,300 150 
850 475 1,050 440 1,350 130 

I 
900 400 1,100 370 1,400 110 

1,000 320 1,200 300 1,500 80 

I 
1,100 260 1,300 190 1,600 60 
1,200 200 1,400 130 1,700 40 
1,300 160 1,500 90 1.800 30 

1 andhigher and higher and higher 
I- 
Notes: Distribution above is noncumvlotive. Demand sh3wn at any rent represents derncrid o! thot leve! and higher. 
Source: Estimcltes by analyst 
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Community Rep0 Turn 1 Lease Turn Report: August 201'1 

Arredondo Farms $ 88,508.82 $ 92,333.20 17 1 1689 27 24 $ 5,687.87 56.29 $ 65.52 

ArredondoFarms $ 12 564.41 $ 126,782.30 57 441 65 62 $ 1,960.00 14.71 $ 133.25 
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Arredondo M o v e  out reason report 2011 
Move Out Date Site Corn m LI n i t v  Name Move  In Date 

Ar red  o n  d o Far rns 
Arredondo Farms ELIZABETH YOUNG 

. Arredondo Fdrms Darlynn DavisJackson 

AMY M PRATT 4/1/200 6 

2410 Arredondo Farms Steven Gornto 8/24/2010 

i!,/’I6/,?O 11 2607 Arredondo Farms Shirley Hall 1/25/2010 
2/23/20 11 2400 Arredondo Farms Jesse Nipper 6/1/2010 

,3/l/:?I31 1 2504 Arredondo Farms Raquel Oberg 2/12/2010 
3/1/m11 2636 Arredondo Farms Elizabeth Vanheuveln 1/16/2009 . .  

Ar r ed o na  o Far m :I 
5/4/2011 2008 Arredondo Farms Robert Walsh 8/24/2009 . .  

2617 Ar r e d o n d o F a rmr Angela Barber 5/18/2009 
&/2/;!011 136 Arredondo Farms Kaitlvn Smith 6/26/2010 . .  

123 Arredondo Farms Russell Brovles 8/17/2010 

“5/20/,; 0 11 2844 Arredondo Farmti Myrlande Elichme 2/19/2011 
‘7/X,‘A711 5 A r r d o n d o  Farms JAMES W HILL 5/26/2006 

I .  . -. - . . . - 
rF.m’w”7 -,-,----- 

?y{rn6{)T+ ..ah zz 9mp,6 
I ;  L!/c;oll 2400 Ar rea ond o F arm:; Michael Voyles 212 s/ 20 1 1 
711 7 I:: n L 1 Ar r~dondu  Farms Adam Webster 6/25/2010 

7/28/20 11 2429 Arredondo Farm,; Mati ld Castro 4/23/2010 
7/331/20’11 7 Arredondo Farms Jennifer Finley 6/24/2009 
7/31/20:11 122 Arredondo Farms Michael Coble 6/28/2010 
7/3 1/20l1 2420 Arredondo Farms Jesse Nipper 4/23/2010 

158 Arredondo Farms Yvette Acosta Arroyo 4/26/20 11 

7 - Ar r e d  o n d o F a r m,; Thersea Jarvis 6/19/2008 

?115 A r r ed o n d o F a rm <; Sandra Atiles 3/28/2011 
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‘3 /151/’.10 11 2710 Arredondo Farms Charity Oliver 
9/19/2011 2007 Ar r e d o n d o  1: arms THOMAS A KASlCKl 2/27/2007 

Total 35 
Months 9 

Per month 3.89 
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non-renewal of lease 
repo, going through divorce and could no longer afford home 



REFOliE THE FILORXDA PUBLIC SERVICE COMMISSION 

Iin re: Application for increase in 
vrrater/wastewater Rates in Alachua, 
Eirevard, DeSoto, Hardee, Highlands, Lake, 
L,ee: Marion, Orange, Palm Beach, Pasco, 
Polk, Putnam, Seminole:, Sum ter, Volusia, 
and Washington Counties by Aqua Utilities 
Florida, Inc. 
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YES COMPANIES, LLC 

DIRECT TESTIMONY OF MALLORY STARLING, JEREMY GRAY, AND MIKE 
GREEN 

DOCKET NO. 100330-WS 

Yes Companies, LLC d/b/a Arredondo Farms (“Yes”) hereby incorporates by reference 

the testimony provided by Maillory Starling, Jeremy Gray, and Mike Green and the 

exhibits introduced by these witnesses at the public hearing before the Public Service 

Commission (“PSCyY) in Gainesville, Florida on September 12, 201 1 (the “Gainesville 

Hearing”). Yes requests that the PSC adopt as Yes’s official pre-filed testimony and 

exhibits the testimony provided, by these witnesses at the Gainesville Hearing and the 

exhibits introduced or referenced by these individuals at the Gainesville Hearing, 

iinc luding Exhibit ’Number 14 introduced at the Gainesville Hearing titled “Customer 

Complaints and Pictures” and filed separately by Yes on September 20,201 1. Yes 

anticipates that the testimony of Ms. Starling, Mr. Gray, and Mr. Green will be similar in 

scope to the testimony provided at the Gainesville Hearing. 
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