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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION
YES COMPANIES, LLC
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 15" Street, Ste. 350, Denver, CO

80202.

Q. By whom are you employed and what is your position:
A. 1 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. 1 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.

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

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 and/or meter reading errors

4. Poor customer service quality
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 forms 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, 2011.

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 extremely 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 2010 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,
or I tried to call the 1-800 customer number, we were handled very unprofessionally with
no resolution. I visited the community in March 2011 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. [ am a

custodian of those records.

Eugene Davis: 7117 SW Archer Rd, #46

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 billing problem. He received a $900+ charge on his bill in October 2010.
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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 860 extra per month until it is paid off.

Katherine Smith: 7117 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. They were only charging her for the
base fees. She received an $800+ charge on her bill in February 2011. 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. After 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: 7117 SW Archer Rd, #97

352-494-7935
Mr. Houlker’s complaint is a major billing problem. He received a $900+ charge
on his bill in November 2010. 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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Sull bill. They agreed to place him on a payment plan of $38 extra per month until

it is paid off.

MaryAnn Walker: 7117 SW Archer Rd. #2205

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 has 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 $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 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: 7117 SW Archer 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 first complaint is a major billing problem. She received

a 3900+ charge on her bill in October 2010. 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 a payment
plan. They turned her water off in 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: 7117 SW Archer Rd. #2407

352-335-5147
1 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 billing problem. They received a 32,088+ 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
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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 325
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. 1was unable to determine how this

couple could be using this much water. This represents a bill for $138.68 plus the
$25 payment plan - $163.68 per month. Again, this is a predatory billing practice

by Aqua.

Joyce Helms: 7117 SW Archer Rd, #2621

352-284-5811
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 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 3100-130 per month.

10
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In August 2010, Joyce received a large bill for $424.97. The billing period was

Sfrom 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 and filters water with a Brita to cook.

Finally, Joyce has experienced plumbing issues and clogs that the Yes
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.

Teresa Jarvis: 7117 SW Archer 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.

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 unless it is boiled first. The water stains dishes and she told me that special
cleaning products are needed to get the stains off of the shower doors and other

surfaces.

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

provided by Aqua. When she first moved in the water ran about 860 per month.

11
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Her household of 4 pays over $120 per month, a 40-50% increase. This in

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

Kathleen Delano: 7117 SW Archer 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 severai complaints.

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

currently pays 3180-200 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 1, 2011.
1t 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.

12
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Lola Ferguson: 7117 SW Archer Road #2010

352-371-9043
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.

Her first complaint is about sand in her water lines. She had to have her water
heater replaced in June 2010 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 had paid. They shut her water off- It was off all
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.

13
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Randy Andersen: 7117 SW 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 885-100 per month for average bill.

His second complaint was regarding the water quality. He has 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
Jfrequently, 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: 7117 SW Archer Rd #2409

352-226-5997

14
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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
currently pays $118-128 per month for an average bill. When she moved into the

community in 1993 her water bill was $8.

Her 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, 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 off. She paid
it but believes it was from a home behind her that 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.

15
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Virginia Witt: 7117 SW Archer Rd. #2602

352-375-1213
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 315 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 éallons. The March 2011 bill is showing 4,800 gallons and a cost of
8125.25. Iread 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: 7117 SW Archer Rd. #2604

352-374-9555
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 and purchased

it new.

16
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Michelle’s first concern is regarding her children’s dental history. When her
Jfamily 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 has been advised that the lack of fluoride in the water provided by

Agqua 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 tripping 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. 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 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 rectified but later began receiving collection calls

17
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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 §180-200 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,
2011. 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.

Clifton Pridgen: 7117 SW Archer Rd. #2129

18
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Mr. Pridgen testified that his bills from Aqua have fluctuated greatly during his
time at Arredondo Farms. He has had bills as high as $§450. He testified that in
June or July of 2011, he received an outrageously high bill from Aqua and Aqua
actually cut off his water when he could not pay the amount of the bill. When he
spoke with Aqua about the situation, he was forced to deal with an extremely rude

and condescending customer service representative.

Laura Denmark: 7117 SW Archer Rd. #2119

Ms. Denmark testified 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 testified 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: 7117 SW 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, 2011, she
received a bill for over $1,000 from Aqua and when she had difficulty paying this

bill, Aqua stooped to shutting off water service to her home. When this occurred,

19
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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 a fixed income and cannot afford her regular Aqua bill, let alone bills for over

81,000. Ms. Evans is appalled at Aqua’s predatory billing practices.

Eugene Davis: 7117 SW Archer Rd. #46

Mpr. 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 off when
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 testified 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: 7117 SW Archer Rd. #2629

Mr. Anderson and Mr. Boles testified that Aqua bills them on average 3120 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: 7117 SW Archer Rd. #2205

Mr. Miller testified that he cannot afford Aqua’s current rates, let alone an
increase in the current rates. He testified that the quality of water provided by

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

Michael Burke: 7117 SW Archer Rd. #131

Mr. Burke testified that he was a maintenance operator in Arredondo Farms for
three years and Aqua has known about the sediment 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: 7117 SW Archer Rd. #89

Mr. Waters testified that on two separate occasions, he discovered that raw
sewage from Aqua’s wastewater system had backed up the pipes and filled his
bathtub. He was absolutely horrified and disgusted by these experiences and the

poor quality of service provided by Aqua.

21




10

11

12

13

14

15

16

17

18

19

20

21

22

23

Regina Lewis: 7117 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: 7117 SW Archer Rd. #2621

Ms. Helms testified that she pays nearly $150 a month for water and wastewater
from Aqua. She testified 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 testified 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
3500 bill. Due to these predatory billing practices of Aqua, Ms. Helms is looking

for a new place to live.

Annette Filer: 7117 SW Archer Rd. #2016

Ms. Filer testified 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 testified 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 10 year
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old child finds that her medical condition of Eczema flares up afier contact with

Aqua’s water.

Donald Hainley: 7117 SW Archer Rd. #2104

Mr. Hainley testified 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 billing practices. 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: 7117 SW Archer Rd. #2615

Ms. Sacks testified that she has lived at Arredondo Farms for fourteen years and
the rates were reasonable and tolerable until approximately five years ago. In the
past five 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 even fit for a dog .

Khanhung D. Chu: 7117 SW Archer Rd. #2126 and 2627

Mr. Chu testified 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 suffered 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: 7117 SW Archer Rd. #113

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: 7117 SW Archer Rd. #110

Ms. Washington has lived in Arredondo Farms for 11 years. During that time,
she has noticed that the quality of water has decreased dramatically, and in
particular, during the past five years. She testified 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: 7117 SW Archer Rd, #137

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: 7117 SW Archer Rd. #151

Myr. Conrad testified about Aqua’s predatory billing practices. Mr. Conrad
testified 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: 7117 SW Archer Rd. #37

Ms. Sheppard testified 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 quality, it should not be given to a

young child.
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James Bowers: 7117 SW Archer Rd. #23

Myr. Bowers testified about Aqua’s predatory billing practices. Mr. Bowers’s
water was shut off when 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 $180 bill
that month increased to over $300. He cannot afford to pay a $300 bill. In July
2011, 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: 7117 SW Archer Rd. #2417

Mr. Young testified that he routinely receives bills from 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: 7117 SW Archer Rd. #2330

Mpr. Milton testified that he once received a 32,000 bill from Aqua. Mr. Milton
was advised by Aqua that the high bill was caused by a leak and fixing that leak
was Mr. Milton’s responsibility. Mr. Milton believes that Aqua routinely engages

in predatory billing practices. In his words, if you are “one penny short or one
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day late,” Aqua will cut off your 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: 7117 SW Archer Rd. #2106

Ms. Bradley testified about Aqua’s predatory billing practices. In particular, she
testified 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 off its customers’ water and will only provide

one notice before doing so.

Judy Donovan: 7117 SW Archer 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
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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: 7117 SW Archer Rd. #34 and 4

Ms. Beier is a power 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 testified that the renters in these units have seen bills
ranging from $255 to $377 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 leéks in the home. Ms. Beier testified that the exorbitant cost of Aqua

service is making it impossible to profitably rent or keep these units occupied.

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.
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The water quality at Arredondo Farms is extremely poor. 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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9 Docket No. 100330-WS

Yes Water/Waste Water rate comparisons spreadsheet
Exhibit KK-1, Page 1 of 1

Arredondo Farms

Water and Waste Water Rates Comparison
: Total | Occupled : ’ ’ s
Entity who bills resident o 5
Division. | Reglon Community Sites Sites Water only Water Sewer Totat 5000 gat Var
SUBJECT COMMUNITY:
|Eastern jLA Arredondo Fams - 0528 442 319 1] 10.02 17.10 27.12 135.60
OTHER BILLING WIS:
{Eastem TNN - 0577 219 1041 YES submeter 2.46 0.76 3.21 16.05 {119.55)
Westem TXSO Hidden Lake - 0531 24 114ves 295 1.73 4.68 23.40 {112.20)
'Westem TXSO - 0543 2M 210 YES submeler 332 2.31 5.63 28.15 (107.45)
westemn CcO Fountain Springs - 0559 327 271|YES 237 327 5.64 28.20 (107.40)
Westem 'TXD |Arbor Springs - 0556 432 0 YES submeter 2.94 2.92 5.86 2930 {106.30)
FLA P Estates - 0530 213 193 YES submeter {Well/Plant 1.54 4.49 8.03 30.15 {105.45)
wWestem TXD O: Cove - 0540 404/ 263 YES 3.06 3.02 6.08 30.40 {105.20)
Westem TXD Willow Lakes - 0557 138 179 YES submeter 3.21 2.89 6.10 30.50 {105.10)
westem co Indep Station - 0554 346 184) YES submeter 3.35 2.87 6.22 31.10 {104.50)
westem  [TXsO dows - 0539 311 192yeS 3.79 2.49 6.28 a140] (10420
Westem TXD JAshii Oaks - 0547 637 4201 YES submeter 3.69 3.15 6.84 34.20 {101.40)
'Westem TXD Hickory Creek - 0548 380 294|YES submeter 3.72 .16 6.88 34.40 (101.20)
westem  {TXD Sleapy Hotlow - D541 180 174YES submeter 317 434 1.5 37.55 (98.05)|
westem  |co \Village Oaks - 0569 172 146}YES submeter 443 3.42 755 37175 (97.85)
cO L Crossing - 0521 316 257]YES submeter 3.88 3.68 7.56 37.80 (97.80)
Eastem TNN Village Green - 0506 273 187} YES submeter 3.2 5.01 8.23 41.15 (94.45)
fWaestem CO Glendale West - 0573 124 VIS YES submeter 5.04 3.20 824 41.20 (94.40)
Eastem FLA Oceanway Village - 0582 238 232/ YES submeter 2.02 8.79 8.81 44.05 (91.55)
'Westem [TXSO Meadowbrook - 0544 415 336 YES 3.16 5.96 9.12] 45.60 (90.00)
Westem TXSO Allison Acres - 0525 108! BSYES submeter 3.95 5.18 9.13 45.65 (89.95)
'Wesiem XSO Woodiand Estates TX - 0529 342 327]YES submeter .97 522 9.19 45.95 (89.65)
Eastem TNK Eastwood Park - 0501 86 YES submeter 3.29 6.69 9.88 49.40 {86.20)
Iastem FLA Woodland Estates FL - 0517 298 1881 YES submeter 2.02 8.59 1061 53.05 (82.65)
|[eastem  [FLa River Bay - 0587 307 298 vES 3.37 7.33 10.70 63.50 (82.10)
!Easlem TNK Littte River - 0504 227 205 YES submeter 4.60 6.30 10.90 54,50 (81.10)
co Rosewood Estates - 0574 247 2031 YES submeter .48 4.97 11.43 57.15 (78.45)
(Westemn co Sherwood Village - 0564 253 191 YES 747 4,30 11.47 67.35 {78.25)
Eastem FLA The Breakers - 0523 455, 374 YES submeter 264 8.86 11.50 57.50 (78.10)
Weslem TXD {Redwood at The Lake - 0562 330 276/YES submeter 5.93 5.66 11.59 57.95 {77.65),
(Western TXD Preston On The Lake - 0533 479 31§ YES submaster 8.09 3.53 11.62 56.10 (77.50)
Eastem TNN Palmetto Paims - 0516 408 3S8{YES 3.76 9.05 12.81 64.05 (71.55)
|westem  Irxp Timberglen - 0527 261 169|YES 7.23 6.11 13.34 66.70 (68.90)
[Eastem TNK Rockford Park - 0502 106 103l YES submeter 7.24 11.49 13.73 93.65 (41.95)
AVERAGE 43.84 (91.76)
OTHER:
Co Qak Ridge Eslates - 0566 279 2521 YES water only 543
Division 1 [CO Prairie Greens - 0601 232 154) YES water only 227
|Eastem TNK The Oaks at Timberlake - 0513 264 245\ YES water only 6.53
Eastem TNK Amherst Ridge - 0551 285 273 ici Pd directly
Division 1 {CO Antefope Ridge - 0600 338 219 i Pd directly
{Westem TXSO Camino Creek - 0546 434 301 Municipal Pd direclly
Eastem TNN Cedar Glen - 0403 488 3904 i Pd directly
|Eastern FLA Chatfee Pines - 0572 180 168 {Municipat Pd directly
westem  |txso  |creston Ridge - 0453 251 214 Pd directly
|eastem [Tk Famagut Park - 0508 120 112 Municipai Pd directly
IEistgm TNN Florence Commons - 0514 338 217] i Pa direcily
leastem [Tk Grand Oaks - 0511 196 178 Municipal Pd directly
leastem  |Fia Hiddan Oaks - 0526 462 265} Pd directly
Eastemn TNN McConnell Crossing - 0558 301 246, i Pd directly
Westem cO Mountain Gate - 0519 337 257) j Pd directly
Easlem TNK Northridge Estates - 0510 206 1983 Pd directly
Westem TXSO |Northwest Trails - 0454 208 195 ich Pd directty
|Eastem FLA Paradise Lakes - 0579 181 170} N Pd directly
[Eastem [N Ponderosa Pines - 0505 202 97 Pd directly
Eastem TNN iSouthem Pines - 0576 272 254 [Municipal Pd directy
[westem [ TXD outhfork - 0552 746 67. i Pd directly
{Eastemn TNN |Southgate - 0507 116 7 Municipal Pd directly
Eastem TNK The Crossing - 0450 105 9 tMunicipal Pd directty
iWestem TXD The Oaks at Arlington - 0542 266 264 i Pd directly
Caslem TNK The Stables - 0451 220 187] j Pd directly
Eastem TNK Willow Hifl - 0503 131 127] Pd directty
Westem TXSO Windy Meadows - 0537 400 329 |Municipal Pd directly
Eastem TNK 'Woodland Meadows - 0509 2n 1904 |Municipal Pd directly
[Eastemn FLA Crystal Springs Estales - 0586 201 196 Well/JEA In rent
Westem TXSO Northwest Pines - 0518 402 365 Well/Plant in rent
Eastern FLA Oaks Of Atlantic Beach - 0578 290 265 Well/City T rent
'Western TXSO Raintree Estales - 0545 290 238 | Well/Plant In rent
Eastem FLA Spring Hill Estates - 0532 255 1894 WeltlPiant Inrem
|Eastem FLA lake Terrace Estates - 0535 202 168 Wel/Plant In rent
68| 19410 15441 as 26 3




Docket No. 100330-WS
Aqua rate increase analysis
Exhibit KK-2,1 of 2

AQUA rate history
Water Sewer
2008
14.92 Base Charge 15.86 Base
12.10 0.00242 perg 18.45 0.00369 perg
12.1 18.45
2009
Tier Charge Tier Charge
15.52 Base Charge 34.96 Base Charge
32.95 0.00659 5,000 gal 35.05 0.00701 6000 gal
41.20 0.00824 next 5,000 gal - 0 6000+
0.01978 10,000+
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
Water Sewer Total Change W per 1000 WW per 1000
2008 27.02 34.31 61.33 5.40 6.86 Water
2009 48.47 77.02 118.48 93% 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 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%




Docket No. 100330-WS
Aqua rate increase analysis
Exhibit KK-2,2 of 2

5000 gallon customer

Water Sewer Total
2008 27.02 3431 61.33
2009 48.47 70.01 118.48
2010 52.26 70.99 123.25
2011 50.11 95.05 145.16
‘ease History 2011
Tier 2008 2009 2010 Tier Requested Approved
Base Charge 14.92 15.52 15.71 Base Charge 17.66 18.52
5,000 gal 0.00242 0.00659 0.00731 6,000 gal 0.00649 0.0062
next 5,000 gal 0.00242 0.00824 (0.00898 next 6,000 gal 0.00973 0.0093
10,000+ 0.00242 0.01978 0.02067 12,000+ 0.01298 0.1239 -88%
Base Charge 15.86 34.96 35.44 Base Charge 37.87 35.95
6,000 gal 0.00369 0.00701 0.00711 6,000 gal 0.00953| 0.00927
0.00369 0 0] 0 0
0.00369 0 0 0 0




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 Kurz, Director of Special Projects, Yes Communities, Inc

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

Met with Teresa Jarvis at her home to discuss the water provided by AQUA Utilities. She has rented her
home from the community since June 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.

iy 3[al-

7’m Kurz } . / () Da'te

This statement is true and accurate.

Teresa Jarvis Date

Attachment(s): Original complaint filed with Arredondo Farms office
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Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 2 of 61

esl- Z

communities

“’]& Water and Sewer Utility Services Complaint Form
k2

*Name: AE(\/ 'S “ s
*Address:  _ )[1 ) 3520 /9]7‘/1@62&/ 77/
FH >

Telephone: 3¢ 2L - 8404

*Provider: AQUA Utilities Inc.
*Account # (found on your water bill); 9 J4 A0 20 (—/ ?0%’—"

*Reason of complaint (check all that apply):

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

oot clenk Yhe woder—
S ;lﬂ,;m*mc\ -1t loes Jfx -
hes stz o . -

*Signature: - 9)/ % T

You may aiso use the followi ethods to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mail: contact@psc.state.fl.us
Or file an electronic complaint at: http://www.psc.state.fl.us/consumers/complaints/

*Required field




Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 3 of 61

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 | 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/ryde/and Ars 7(able to assist with her problem.
)

ZT Kurz / Date’

This statement is true and accurate.

%&M—:&b@_@m _3. ___”.QE_?/_/

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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Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 4 of 61

. -
(:_g. e YL T

Water and Sewer Utility Services Complaint Form
SR - 1']__‘)_’[ O \1/\\
tefl 892 1- . - 8LL o
: Cerbhleen  De {anne | 24

"l o TN 5w Bechec

Kely Geilne wialle Fla, 5 e

Peprprone 085N -2 |- TTAQE

CEoc ey AQUA Utilities Inc.

“siountd ttound on your water bill):_ QO C® | 129 £9 CCHTG 35

“eavon of complaint (check all that apply): .

I e ————— .

—— ——

or water quality,)
L water pressure

'

troken water meter

sreriPlzase explain)
1 L :

NS A A Lt Ay

- A =

C-Q\jﬁm'L_’e‘"W‘_""———gs‘—"*“h—M s wmos  een  GeT sief
T bSTomer Sovvwke - Ruls.
— s wo thoey . B PCwrel .

ARt % g 1AL ey ‘L e A LET

i aeng me -
Huwesng methods o tile 3 complamt with Honda Pobi e . L oo

e aehing 1-800-342.3552

tryow o)

- Luntact@psc.state.fi.us

CEng ya gl

ectroni i -
ectronic complaint at: http://www.psc.state.fl.usfconsumers; < suig s o,
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Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 5 of 61

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 given a notice of an unpaid 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

had not applied the pgyment properly.
4 3] 23 {“

m Kurz Date

This statement is true and accurate.

//C(/[(& ium/pwu :')/23/20/(

Léla Ferguson i j Déte

Attachment(s): Original complaint filed with Arredondo Farms office and PSC website
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Resident Complaint forms, with statements, and copy of bills

Se

%./‘» Saonmginities
Water and Sewer Utility Services Complaint Form

pate | [l Zol¢

“Name. i 2 (‘;.-L,C_‘e E*{‘C’g US
. Pechey

S

w1
N
{

| 2oA
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HCLT T

oy

“Addeess

P )
Cothpve s ol L
3520 -3

= {
Telephone: -
>

elot (e

N

AQUA Utilities Inc.

“trrevicles

sunt # (found on your water bill):

“r=sam0 of cornplaint (check all that apply):
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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 at 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 currently pays $85-100 per month for
average bill.

Second complaint was regarding the water quality. He has experienced a very high level of caicification
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 at 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




Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 9 of 61

,., i
-l-———__—___._i
7

“(\/O \\‘op‘b \W\\%

A\

‘% CSe

Water and Sewer Utility Services Gomgilaint Form
/
f -, 9 \‘SO
frate Q)/ ;Z/zé'/O /

*Naime: /Kﬁluz/v /\/ AA/BE'Z([:A/
“Address: [ /1 ya ,,)[L/ /4!'\[‘ e A ~
H 23>

Petephone: ;,ZZJ“ fcg,l -5 1/913
*Rravider: AQUA Utilities Inc.
“Account # (found on your water bill): @O/LZ 7 H 7}) 8017((/) 20

“Reaon of comp!aint (check all that apply):

o \/6’(3 Eﬂ@(‘

-
~

Ff\rﬁ.men water meter

_— Other {Please explain)

Blzb(u CostT \s 100 e w = Ve o NP,
~ o, oM leac. Cacrvbncirnor - Ko n  texe A ATV
= FLUCa(otwb vy  dases O TEO - 3 ket
) e //
}{Lz{// / &L e oo T

ta ..nl-J ~ing methods to file a complaint with Florida Pubiic Service Comnmis .
iy phans: 1-800-342.3552

5 &.mail contact@psc.state.fl.us
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March 22, 2011

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

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

Met with Beverly Jane Turner at 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 dgu'é&r who
snaked the line out for her.

Kim Kurz Date

This statement is true and accurate.

7

&
Beverly Jane%rner /N

Attachment(s): Original complaint filed with Arredondo Farms office
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0 tsx/Low water pressure
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*Signature: i\,x L&L { ){“ Ry
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March 23, 2011

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

Michelle Einmo: 7117 SW Archer Rd. #2604
352-374-9555

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 oid 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 $399,000 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 40-50% increase from only a
couple years ago. This in addition to purchasing bottied water is extreme.

LAl lasfo
Kién(urz ) / O Date !

This statement is true and accurate.

Michelle Einmo Date

Attachment(s): Original complaint filed with Arredondo Farms office
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Service To: ~ -
SHIRLEY HALL
7117 SW ARCHER RD UNIT 2607
GAINESVILLE, FL 32608-4656
Lot: 13261462 Block:

AQUA

Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue

Tel: 877.987.2782

Fax: 866.780.8292 Bill Date

Exhibit KK3, 15 Qf 61
Account-Nixmber
001612710 0649262
ARREDONDO FARMS
1336568 PWSID # FL2010042

Vg

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

Total Amount Due Current Charges Due Date

Bryn Mawr, PA 19010-3489 & Mail: custserv@aquaamericacom March 16, 2010 $ 131.88 April 07, 2010
Meter Data Meter Size Biling Period Days  Read Type Meter Readings Usage Uruts
56584450 58 03/12/10 32 Actual 179400 5,200 Gallo
) 02/08/10 Actual 174200
Average Daily Usage = 162 Gallons Total Days: 32 Total Usage: 5,200 Gallo
. . Water Usage History
Billing Detail —
AMOUNE OWEd FOM LSt BIll oo $ 4509 ol
Total PayMents RECEIVE............oooocooreesvcrsreessooveers 45.09 4 T
Recsaining Edocs e H i e
Water Bass Facility Charge ............cccooovevuerunrreenens 15.71 g" -
5,000 gallons @ $0.00731 pergaflon ................... 36.55 ©
Next 200 gallons @ $0.00898 per gallon.............. 1.80 2‘;
Current Water Charnges. .............ccocueeeeceeienvscncesusearesenns 54.06
Sewer Base Facility Charge ......c.coccveeienviennnne. 35.44 Read Types: IR Actual {1 Estimated Customer
5,200 gallons @ $0.00711 per gallon ................... 36.97
Current Sewer Charges ............covrccrierirnicein s 72.41
UHIY TAXooreieeieieinercrestrnntsnrarasssescseenemsscescsesssmessesenses 5.41
Amount Due $ 131.88

Message Center (sea reverse side for other information)

= The due date refers to current charges only. If you do not pay your bill on time, your service could be subject to intemuption. To ensure proper credit

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

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

AQUA  Water/Sewer Bill

Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue e Bryn Mawr, PA 19010-3489

$6q=37720 Cyc=33M9 1up=539581 37720 1 MB 0.382

0549262
*xxxkAUTOXxxMIXED AADC 189 C 124 P k2

SHIRLEY HALL
PO BOX 6824

GAINESVILLE FL 32627-5824
||||||||uh"|ll|u|||||l"||n"||'|"n|"||n|||||n||u||||"|

Service To:
SHIRLEY HALL
7117 SW ARCHER RD UNIT 2607
GAINESVILLE, FL 32608-4656
Lot: 13261462 Block:

Account Number
001612710 0649262
Amount Due Current Charges Due Date
$ 131.88 April 07, 2010
Amount Enclosed

L

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

001L127100L492L20000000132886

AR AR DR

01.2
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March 23, 2011

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

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

Met with Bill and Margaret Wright and their daughter Judy Donavan at 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 bili 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 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, it charged Margaret at the highest tier of over $20 per 1000 gallons. Back billing for 19 months
for their error is excessive and unfair.

The next bill the Wrights received was for 5600 gallons. | looked at the meter and it was not spinning
reflecting no leaks. | 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.$163.68 per month is extreme.

\ ’4 /@—/c 3123 l*r
im Kurz 1 = Date

This statement is true and accurate.

EeF g o 3-34- 2]
Margaret Wright Date
Bill Wright 7/ S 2
. £ £ C”-l/(—%//r—'_—-_
Attachment(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
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communities

Water and Sewer Utility Services Complaint Form

i

*Name: i liam & ”QZ(j(‘zh’zf"l/_Uf"L})L(' :.WOORP‘Q

*Address: FHNF ) dreder £ ,3\;0"‘
Untp # 240 % écuww//e’,/-ﬂ(. S2L05

Telephone: (33’2») 335 5,47

*Provider: AQUA Utilities Inc.

*Account # (found on your water bill):_GQ© Qo688 644

*Reason of complaint (check all that apply):

g/Poor water quality

G p/Low water pressure
Yo~ p/Broken water meter
L : @/cher(Please explain) . o vl ;
'/i/gg_"’\;f‘\'\f; 2 Exeessive Bills . 4l thesdh e bill (g derer i”t!cé:vtf&j)_-k{L e
%06’ oﬁ-W 5 mw’—-&Arm Sy ey Moty 0 e meder rhuest b:_ru&,a.g_c_&mﬂ- ‘
/)Q’N~ - ‘;})vé ‘ N{QA, 4 Duchdge b;rfﬁfd g e béfu'w dastc | 6 &‘? wakes is ‘}C'(K»B'e.. '

&'M/J . (\(nhw’l (‘; _’;-;061{)3 Dotde v LTS 5¢“<’§7 i e Sheden Bjtffdﬂ‘x/ q-&_ ukrlea % B0 h(-?fd-
'\ a
W

j <>
*Signature: 7/ ()2 jﬂ%iml &)
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: contact sc.state.fi.u

Or file an electronic complaint at: ht;g:[[www.gsc.sgg;g.ﬂ.us[con;umgrs[comglaint;[

3/23 23784 ©
g eyraddo

*Required field
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WILLIAM M. WRIGHT
AQUA D . 000906882 0649211
GAINESVILLE, FL. 32608-4645 ARREDONDO FARMS
Lot: 13261505 Block: 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com February 10, 2011 $ 2,088.06 March 04, 2011
—
Meter Data Meter Size Biling Period Days  ReadType  Meler Readings Usage Units
56584511 5@ 02/08/t1 28  Actual 229500 93,700 Gallons
011 1/11 Actual 135800
Average Daily Usage = 3,346 Gallons Total Days: 28 Total Usage: 93,700 Gallons
Billing Detail Water Usage History
Amount Owed from Last Bill ...................... oo $ 5272 0
Total Payments RECEIVEd............o...c.covrverrrerrrerssssrersns 52.72 ot "
Remaining Balance 0.00 3 =0
Water Base Facility Chargs ............cowvververvoreenes 15.71 :§ - o
5,000 gallons @ $0.00731 pergalion ................... 36.55 g'“
Next 5,000 gallons @ $0.00898 per gallon............ 44.90 < ot
Next 83,700 gallons @ $0.02067 per gallon ......... 1,730.08 o
Current Water ChaIGeS............ovvovvooeoeoeeeeereeeeveeeesrrr oo 1,827.24 Feb
Sewer Base Facility Charga ..., 35.44 Read Types: M Actual 0 estimated B customer
6,000 gallons @ $0.00711 pergalfon ................... 42,66 2-25--TP 25,60
Next 87,700 gallons @ $0.00 pergalion............... 0.00
CUITENE SEWEH CAIGES ..o er oo sressrrerees e 78.10 F
UBHY TX v eeceeeommeensormeneeeereneesesessesseesssesessessesesessesseees 182.72 < B . 9‘ 0t
Amotnt Due. $ 2,088.06

Message Center (sece reverss side for other information)
» The due date refers to cument charges only. If you do not pay your bill on time, your service could be subject to intemmuption. To ensure proper credit
please remember to provide your full 16-digit account number when paying your bill.
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s el

s Y e i o ST Account;l*umbe r
WILLIAM M, WRIGHT
AQUA S o AR e WIT 2407 000906882 0649211
GAINESVILLE, FL 32608-4645 ARREDONDO FARMS
Lot: 13261505 Block: 1335568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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 Totat Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 e Mail: custserv@aq jca.com March 14, 2011 $ 2,201.74 April 05, 2011
Meter Data Meter Size Biling Period Days Read Type Meter Readings Usage Units
56584511 58 03/09/11 29 Actual 235100 5600 -  Gallons
02/08/11 Actual 229500
Average Daily Usage = 193 Gallons Total Days: 29 Total Usage: 5.600 Gallens
Billing Detail Water Usage History
Amount Owed from Last Bill .............cooocveccvccrveceeeenrenren $ 2,088.06 e
Total Payments ReciVed..................cccooovoooevvveverrecrne.. 25.00 . z |
Remaining Balance 2,063.06 g 5
Water Base Facility Charge .........c...cocvceevvremvivnnns 15.71 3 ”ﬁz _
5,000 gallons @ $0.00731 per gallon ................. 36.55 SN B
Next 600 gallons @ $0.00898 pergalion............... 5.39 2 S SR
Current Water Charges........c...c.cco....... 57.65 .
Sewer Base Facility Charge ............coooovvveeevereeeecens 35.44 Febil — Marl
5,600 gallons @ $0.00711 per gallon ... 39.82- Read Types: M Actual [0 Eestimated Customer
Cumrent Sewer Charges .............ocooeveveernenecene e 75.26
UBHEY TAX oo oeoee ettt ser et smsceen e 5.77
AMountDUe............coecenrre e arrrcaarsrenarsesensscescenn $ 2,201.74

kst - 2K

Message Cent_er (see reverse side for other information)
» The due date refers to curent charges only. If you do not pay your bill on tims, your service could be subject to interruplion. To ensure proper credit

please remember to provide your full 16-digit account number when paying your bill.
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Service To:

WILLIAM M. WRIGHT
AQy A P e 000906882 0649211
GAINESVILLE, FL 32608-4645 ARREDONDO FARMS
Lot: 13261505 Block: 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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
Bryn Mawr, PA 19010-3489 e Maif: custserv@aquaamerica.com January 13,2011 $ 52.72 February 04, 2011
Meter Data Meter Size Biling Period Days  Read Type Meter Readings Usage Units
56584511 5/8 o111 29 Actual 135800 0 Gallons
12/1310 Actual 135800
Total Days: 29 Total Usage: 0 Gallons
Billing Detail r«"}* <
| Th . 20
Amount Owed from Last Bill .............. .. e $ 5272
Total Payments Received..........ccovecevronrrioriocnenncnenn. 52.72
Remaining Balance ........... 0.00
Water Base Facility Charge ............cccoeeeenciicnns 15.71
Current Water Charges...........ococeeeiriivireici et 15.71
Sewer Base Facility Charge .............ccccccoenivvvnee 35.44
Current Sewer Charges 3544
Utility TaX.ooovoooooeee, N 1.57
Amount Due $ 5272

Message Center (see reverse side for other informalion)
» The due date refers to cument charges only. H you do not pay your bifl on time, your service coutd be subject to interruption. To ensure proper credit

please remember to provide your full 16-digit account number when paying your bil.
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Agua America, Inc.

A QL{J A 762 Lancaster Avenue
Bryn Mawr, PA 19010-3489
Payment Arrangement Letter

Regarding: Aqua Account Number: 000906882 0649211 02/21/2011
Dear Customer,

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, 2011

Installment Payment: $25.00, for 84 months

Due Date of Installment Payment(s): 28th of each month beginning February 28, 2011

Also, it is important for you to know:
1.  Each monthly instaliment payment must be received on or before the instaliment due date stated
above. Please allow 7 days for mailing and processing time. Please write the Aqua account

number on all payments.

2.  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 bili. The current monthly bill amount is equal to the
Amount Due minus the Amount Owed from Last Bill-Balance. Please note, the cumrent
monthly bill due date is different than the due date of your monthly instaliment(s) and you will
need to send two payments to Aqua. One payment for your current bill amount and another
payment for your instaliment amount.

3. This payment arrangement will automatically cancel if either your monthly installment or your
current monthly bill amount is received after their due date. This is the only notice you will
receive explaining your monthly payment arrangement.

4. Payments are to be mailed to:

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

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 An Aqua America Company

Aqua America, Inc.

AQJ A 762 Lancaster Avenue

Bryn Mawr, PA 19010-3489

Seq=7

WILLIAM M WRIGHT

7117 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 at 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. '

LA e bl
7LnKurz) 7 Date

This statement is true and accurate.

Loy Jﬁ/\dh/ 3-93 2900/

Joic;Hélms Date

Attachment(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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L
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Sad s Lo®

yest =

communities

Water and Sewer Utility Services Complaint Form

Date: 3= /5~ 30 |

*Name: Jﬂu{M’ \Sﬂmec‘_} HQ,\m

*Address: 1 \ (7] Kicher od 3231
22 b0

Telephone: 252 2 §{-5 ©!|

*Provider: AQUA Utilities Inc,

*Account # (found on your water bill):OOIé/7'773@é(/ciz 79/

*Reason of complaint (check all that apply):

& Poor water quality
o Low water pressure
o Broken water meter
o Other (Please explain)
L bheen here [Eor o While & f’\"»[ bil/
It s _heen <k¢ //;(0/4 Chield T (0¢4/7 ~ o F{Or”(/
gu:’ “":fe’l— /‘IL L5 1146149 ’\Llf’\gn U'Yuj l'c'/[/wl— A’)Jl A el @W‘q'%e‘
;Ei e, 19 50 el ' Hm{—\/éw Can't @mnk W dnd vy Fishes e
*Signature: S?,gé"@g: Hgym \Annec, el From +he Wwater

—

You may also use the following methods to file 2 complaint with Florida Public Service Commission.
By phone: 1-800-342-3552

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

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

+hey qfe + OLKMj Foe JA1e pOO!«L
e are GebhingT Cr ek 6FF load wAte?d
Reauired Bl f Te e Noway  Fiat Uoedam Use fgppn

P T G’q“‘/{ LiKe wefe 1T Liye
i e Wad hadte




From:

Service To:

A JOYCE HELM
7117 SW ARCHER RD

Docket No. 100330-WS
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09/14/2010 13:31 #489 P.001/001

Down s Bl

Account Number

001617773 0649274

UNIT 2621

GAINESVILLE, FL 32608-4658 ARREDONDO FARMS
Lot: 13261472 Block: 1336568 PWSID # FLZCT0C4Y?
Aqua Utilities Forida, Inc. Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. Lancaster Averwe Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 ¢ Mail: custserv@aquaamerica.com August 30, 2010 $ 424.97 September 21, 2010
Meter Data -Meter See BimgPenos Days  Read Type  Meler Readngs Jsage Unty
56584494 518 08/12710 196 Actual 160600 21,000 Gatlons
0112810 Actusl 138600
Average Daily Usage = 107 Galtons Total Days: 196 Total Usage: 21,000 Gations

Billing Detail

Water Usage History

Amount Owed from Last Bill.............ccoecovnnvviianiriienns $ 137.65 Credit o
Tolat Payments RECOIVEd............ccuvuurcmcesecssourormeccscnes 100.00 . b
REMAINING BAIBNCE wevvvvee s eeve e emae s ceseassonssones e 23765 Credit 3¢ =
Water Base Facility Charge ................cooerereoninss 102.64 &3 )
21.000 gallons @ $0.00731 per galton.. .. 153.53 £
Current Water Charges..........covvreeiviecusmsevsimiernenmessevins 256.17 % 2
Sewer Base Facility Charge. ................ 231.54 5
21,000 galions @ $0.00711 per gallon.. . 149.29 g
Current Sewer Charges.... 380.83 ReadTypes: M Actual  [1 E d Cust
VIR U oermmeceneamecoreronmorseommeooenmooconmenemoncormans 25.62
Amount Due $ 424.97

Message Center (see reverse side for other information}

= 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 the repon by the end of June
and would tike 10 receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesflorida.com to view your repont.
* The due date refers to cument charges only. If you do not pay your bill on time, your service could be subject 10 intefruption. To ensure proper credit

please remember ta provide your full 16-digit account number when paying y:

Keep top portion
. Return this porton
AQUA  Water/Sewer Bill
Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

Seq=3085 Cyc= 1upa306193
0643274

JOYCE HELM
451 PLANTATION DR

T TUSVILLE FL 32780-2572

our bill.

for your records.

ith t. Service To:
with your paymen JOYCE HELM
7117 SW ARCHER RD UNIT 2621
GAINESVILLE, FL 32608-4658

Lot: 13261472 Block:

Account Number

001617773 0649274

Amount Due Current Charges Due Date

$ 42497 September 21, 2010
Armount Enclosed

00 U0

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

001517?7730L492740000000424970




Service T

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

Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills

Lot: 13261472 Block:

. Exhibit KK3, 25 of 61
Accourit Number

(1/\*’ 001617773 0649274
A DONDCO FARMS
68 PWSID # FL2010042

' Aqua Utilities Florida, Inc. Tel: 877.987.2782 Questions about your wate NG .. Contact us before the due date
762 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com September 15, 2010 $ 510.80 October 07, 2010

Meter Data Meter Size Biling Perod Days  Read Type Meter Readings Usage Usiis
56564404  5/8 09N¥10 32  Actal 166100 5,500 Gallons
- 08/12/10 Actual 160600
Average Daily Usage = 171 Gallons Total Days: 32 Total Usage: 5.500 Gallons
Billing Detail Water Usage History
Amount Owed from Last Bill ...............c.ococovrermeerereerrere $ 42497 -peene
Total Payments Received..........cccoveivvinieniniinnenns 0.00 : 140
Remaining Balance 424.97 ] 120
AGIUSIMIONLS <......coe oo eeeseserseses e seseesssisecsssssssssssaces 51.15 Credit X § ot
Water Base Facility Charge ................c..ccooowmeveevnnn. 15.71 f : p
5,000 gallons @ $0.00731 pergallon ................... 36.55 of
Next 500 gallons @ $0.00898 per galion.............. 4.49 2
Current Water Charges............ccooeeeeeccreomneesiecrmmnencons 56.75
Sewer Base Facility Charge .........ccoovvcecvirennne 35.44 Read Types: B Actual O Eestimated Customer
5,500 gallons @ $0.00711 pergallon .................. 39.11
Curment Sewsr Charges..........cccccoeueeeveieeeeerervmersncnnccns 7455
Uity TAXovvevoeooerrere: e e en e 5.68
Amount Due $ 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 the end of June
and would like to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquaulilitiesflorida.com lo view your report.

= The due dale refers to curment charges only. If you do not pay your bill on time, your service could be subject to intermuption. To ensure proper credit
please remember to provide your full 16-digit account number when paying your bifl.

AQUA  Water/Sewer Bill

Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue ¢ Bryn Mawr, PA 19010-3489

$eq=25899 Cyc=13MS 1up=913858 25899 1 AV 0.335

*xxxxxAUTOxxS5-DIGIT 312k08 C b2 P 78
JOYCE HELM
7117 SW ARCHER RD LOT 2621

GAINESVILLE FL 326084658
T O B TR UL R TSRO T U

EL ELEEHTLEELITELL I -

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

0843274

Service To:
JOYCE HELM .
7117 SW ARCHER RD UNIT 2621
GAINESVILLE, FL 32608-4658
Lot: 13261472 Block:

Account Number
001617773 0649274
Amount Due Current Charges Due Date

$ 510.80 October 07, 2010
Amount Enclosed

CH
.
Please make check payable to Aqua Util. FL.

Print your account number on your check,
then mail to address on back.

38
! i

g016%x777306492°40000000510804
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09/14/2010 14:16 #491 P.004/005

From:
Service To: Account Number
JOYCE HELM
A O U A 7117 SW ARCHER RD UNIT 2621 001617773 0649274
~ GAINESVILLE, FL 32608-4658 ARREDONDO FARMS
tot: 13261472 Blodc 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. Lancaster Avenve fax: 866.780.8292 Bill Date Tota! Amount Due Current Charges Oue Date
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com May 12, 2010 $ 199.84 June 03, 2010
Meter Data Meter Size Bling Periocd Days  ReadType  Meter Readings Usage Unes
56584494 5/8 05/10110 28 Actual 149500 3.200 Galors
0411210 Aclual 146300
Average Daily Usage = 114 Gallons Total Days: 28 Total Usage: 3.200 Gallons
Billing Detail Water Usage History
Amount Owed from Last Bill ..........cccevcreevercviinnviceceenns $ 236.29
Total Payments Received. ... vemeeecnnees . 137.65 s
Remaining Balance 98.64 ¥
Water Base Fachity Charge .......oo.....ccoevervvcerreveenes 15.71 53
3,200 galions @ $0.00731 per galion . 23.39 ¥
Cumrent Water Charges........cc.eeeeirenienccsmieenscenens 39.10 =
Sewer Base Facility Charge .............. 3544
3,200 gatlons @ $0.00711 per gallon 22.75
Current Sewer Charges . R 56.19 Read Types:
iyl X AR ———— 39
Amount Due: $ 199.84

Message Center (seereverse side for other information)

= Aqua Utilities Florida is pleased 1o provide you with your anaual Water Quality Repont. 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.aquautilitiesflorida.com 10 view your report.

* The due date refers to current charges only. 1 you do not pay your bill on time, your service could be subject to intecruption. To ensure proper credi

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

Keep top portion for your records. . .
_Return this poction with your payment. se‘;’(‘)csggh s
AQUA  Water/Sewer Bill 7117 SW ARCHER RD UNIT 2621

GAINESVILLE, FL 32608-4658

Aqua Utilitics Florida, Inc.
Lot: 13261472 Block:

762 W. Lancaster Avenue o Bryn Mawr, PA 19010-3489

Accourt Number

001617773 0649274

Amount Due Current Charges Due Date

$ 199.84 June 03, 2010

S6Q=28423 Cyc =23MI 1up-36 2484
Amount Enclosed
0649274 e —

JOYCE HELM $ I——' [_J D D [
451 PLANTATION DR Please make check payable to Aqua Util. FL.
TITUSVILLE FL 32780-2572 Print your account number on your check,

then mail to address on back.

00}6177730L4927400800002994448
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From:
Service To: Account Number
JOYCE HELM
AQUA IOYCE ML e v T 2628 001617773 0649274
~—— GAINESVILLE, FL 32608-4658 ARREDONDO FARMS
Lot: 13261472 Blodk: 1336568 PWSIO # FL2010042
Agqua Uglities Florida, Inc. Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. Lancaster Avenue Fax: 866.780.8292 8ilf Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com April 14, 2010 $ 236.29 May 06, 2010
Meter Data Meter Size Biing Pesio Days  ReadType  Meter Readings Usage Uris
56584494 5/8 041210 N Aclual 146300 2,700 Galicas
03/1210 Actual 143600
Average Daily Usage = 87 Galions Towal Days: 31 : Total Usage: 2,100 Galicns
Billing Detail Water Usage History
Amourx Owed from Last Bil ......c..cccoocrvvrveern. $ 131.65 ol -
Total Payments Received. .........cooceeeeearnisnrasricensnnnes 0.00 . wp
Remaining Balance ........ 137.65 St o
Water Base Facility Charge ............. . 157 £z o
2,100 gallons @ $0.00731 per gallon : 19.74 -4 e
Current Water Charges.... ettt et s e e 35.45 = o
Sewer Base Facifity Charge .............. 35.44 4
2,700 gallons @ $0.00711 per gallon . . 19.20
Cument Sewer Charges ........o.. ceueervvresreesen coersrenesen srone 54.64 Read Types:  BK Actual O estimated @ Cost
Late Charge ....... wvenns “ 500
ULIItY 13X 355
Amount Due reeruers ses s senessenosnm st nsarenrasnea sases $ 236.29

Message Center (see reverse side for other information}
s 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 credit
please remember Yo provide your full 16-digit account number when paying your bill.

Keep top portion for yous records.

. : p Service To:
Return this portion with your payment.
- JOYCE HELM
AQUA Water/Sewer Bill 7117 SW ARCHER RD UNIT 2621
Aqua Utilities Florida, Inc. GAINESVILLE, FL 32608-4658
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489 Lot: 13261472 8lock:

Account Number

001617773 0649274

Amount Due Current Charges Due Date
a . 2010
Seq=24989 Cyc < JIMI T1p=851315 $ 236.29 LRy iy 23
Amount Endosed
0649274 |__‘ i l _ '

JOVCEHELM o “ﬂ_‘JD_JL_J
7117 SW ARCHER RD LOT 2621 Please make check payable to Aqua Util. FL.
GAINESVILLE FL 32608-4658 Print your account nomber an your check,

then mail to address on back.

0036177730L492740000000236291)
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From: 08/14/2010 14:15 #4391 P.001/005
’ Service To: Account Number
JOYCE HELM
A O U A 7117 SW ARCHER RD UNIT 2621 001617773 0649274
A~ GAINESVILLE, Fl. 32608-4658 ARREDONDO FARMS
Lot: 13261472 Block: 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com March 16, 2010 $ 137.65 April 07, 2010
Meter Data Meter Size Biling Pesiad Days  Read Type Meter Readings Usage trits
56584494 5i8 onzne 32 Actual 143600 2.900 Gallons
0208190 Actual 140700
Average Daily Usage = 90 Gallons Total Days: 32 Totaj Usage: 2,900 Gatlons

Water Usage Hlstory

Billing Detail o
AmOUNt OWed 10 LaSt Bill.e. e $ 35.99 . 23
Total Payments Received 0.00 iz -
Remaining Balance 35.99 5 %
Water Base Facility Charge ... ——— 15.71 3= g
2,900 galions @ $0.00731 pe' gaHan . 21.20 2 »
Current Water Charges.... AP EEEE0ED 36.91 .
Sewer Base Facility Charge 35.44
2,900 gations @ $0.00711 per gaﬂon . 20.62 Read Types: B Actual [ estimated @& Cust
Current Sewer Charges ... cveeeee. 56.06
Late Charge .............. - 5.00
ULHIY TAXerencocrerssnnecemsanae e s st ensac st sssnssanssesns 3.6
Amount Due.... $ 137.65

Message Center (see reverse side for other information)
* The due data refers (o current charges only. {f you do not pay your bill on time, your service could be subject to interruption. To ensure proper credit
please remember to provide your full 16-digit account nurmbes when paying your bill.

Keep top portion for your records.

Return this portion with your payment. Service To:
- JOYCE HELM
AQUA Water/Sewer Bill 7117 SW ARCHER RD UNIT 2621
Aqua Utilities Florida, Inc. GAINESVILLE, FL 32608-4658
762 W, Lancaster Avenue « Bryn Mawr, PA 19010-3489 Lot: 13261472 8loci:
Account Number
001617773 0649274
Amount Due Current Charges Due Date
April 07, 2010
Seg=37608 Cyc=3IMO 2up:83958) in 1?E7n062d & '
0649274 °|un . © — l
JOYCE HELM . |
7257 NW 4TH BLVD $ L 1 L
P X 311 .
Please make check payable to Aqua Util. FL.
GAINESVILLE FL 32602-03117 Print your account number on your check,

then mail to address on back.

00161777306492740000000137656
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From: 0971472010 14:15 #4391 P.002/005

Service To: Account Number

JOYCE HELM
AOUA 1 S ARCHER RD UNIT 2621 001617773 0649274
A~ GAINESVILLE, FL. 32608-4658 ARREDONDO FARMS
tot: 13261472 Block: 1336568 PWSID ¥ FL2010042
Aqua Utilities Florida, Inc Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. Lancaster Avenue Fax: 866.780.8292 8l Date Total Amount Due Due Date
Bryn Mawr, PA 19010-3489 e Mall: custserv@aquaamerica.com February 10, 2010 $ 35.99 March 05, 2010
Meter Data Meter Size Biling Period Days  ReadType  Meter Readings Usage Unis
56584494 5/8 0210810 1N Actual 140760 1,100 Gaftons
01/2810 Actual 135600
Average Daily Usage = 100 Gailons Total Days: 11 Tortal Usage: 1.100 Gallons

Water Usage History

Billing Detail oo e e e e
pod AUV PRI R
Amount Owed from Last Bill...........cccoevcivivevevernciiaiennns. s 0.00 ®
Total Payments RECAIVED. .......ewuuerecrmeemsrionccrciecenicsenns 0.00 H b -
Balance.. 0.00 E § 9
Water Base Facility CHarge .........o.c.ecerrersroeeaenerns 5.76 §° e e e
1,100 galions @ $0.00731 per gation .. 8.04 3 »
Current Water Charges.........c.eoemreceevesssnseassssiser saser 13.80 "
Sewer Base Facility CHarge ..........cccovevierirereiccacns 12.99
1,100 galions @ $0.00711 per gallon .. 1.82 Reas Types: M Actual a imated @@ Cust
Current Sewer Charges ...........cccrecmeerevensrvaconeusienens 20.81
U111y AT X NS — 1.38
Amount Due 03/05/10 $ 3599 “°

Message Center (see reverse side for other information)
= Please note, your account sumber is a 16-digit number. The full 16-digits including any zeros must be provided to ensure correct and prompl posting

1o your Aqua account

Keep top portion for your records. Sapvice Tor
Return this portion wilh your paysnent.
=P your payiner JOVCE HELM

AQUA  Water/Sewer Bill 7117 SW ARCHER RD UNIT 2621
Aqua Utilities Flonda, Inc GAINESVILLE, FL 32608-4658

762 W. Lancaster Avenue o Bryn Mawr, PA 19010-3489 Lot: 13261472 Block:
Account Number

001617773 0649274

Total Amount Due Oue Date

$ 35.99 March 05, 2010

Seq=33950 Cyc = 1IMI Tup~826100
oeas27s Amount Endosed

JOYCE HELM : P
7257 NW 4TH BLVD il
PO BOX 311 Please make check payable to Aqua Util. FL.
GAINESVILLE Fl 32602-0311 Print your account aumber on your check,

then mail to address on back.

0016177730482 7240000000035999
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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

| 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.

| called Paul Thompson at AQUA and told him | 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 pay the 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.

PV
Kanurzt / Date

This statement is true and accurate.

Kathleen Smith Date

Attachment(s): Copies of bills of large back usage charge
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e e T e S A 3R
G o wgEs T e '
IR T - Service To: Account Number
AOU A KATHERINESMITH 7 001610932 0649332
GAINESVILLE, FL 32608-4671 ARREDONDO FARMS

Lot: 13261288 Block: 1336568 PWSID # FL2010042

362-792-293%

Aqua Utilities Flosida, Inc. Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. Lancaster Avenua Fax: 866.780.8292 Bill Date Totat Amount Due Current Charges Due Date
Bryn Mawr, PA 190103489 e Mail: custsesv@aquaamerica.com February 10, 2011 $ 802.28 March 04, 2011
©
Meter Data Metet Size Sling Perod Days  ReadType  Meter Readings ¥ Usage Urils
56585880 5/8 02/08/11 28 Actuad 245200 33,800 Gaflons
011111 Actual 211400
Average Daily Usage = 1,207 Gatlons Jolal Days: 28 Total Usage: 33,800 Gallons
Biiling Detail Water Usage History
AMOUNt OWEA 1OM LASE Bl $ 123.16 Sy -
Total Payments RECEIVET...........ocoervveessesessrasrs e 47.00 y‘ iood I ———
Remaining Balance 7616 5 oy S -
Water Base Facility Charge ............coevveeeeeecrecsnns 15.71 k] & oy B
5,000 galions @ $0.00731 per galion .................. 36.55 § Y SO -
Next 5,000 gallons @ $0.00898 per gallon ........... 44 .90 x0 et e R ...
Next 23,800 gallons @ $0.02067 per galion ......... 491.95 . -
Current Water Charges.........c.covevrmeencersenraecorenesesennes 589.11
Sewer Base Facility Charge 35.44 Read Types: BB Actuat [ estimated &3 customer
6,000 gallons @ $0.00711 pergallon ................... 42.66 .
Next 27,800 gailons @ $0.00 per gallon................ 0.00 ‘ . ,
CUITENt SEWEr ChAIGES .....o..crsevrsesecrresserrsnsreresroeesree 78.10 S Pee Pr Po~dr PAq S AT
Uﬁ"ty TBX.. ettt sae et nne e 58.91 (- < m - Y70 Titers PM M.M""“ﬁ
Amount Due $ 802.28 -y :wp NOr KW UNLGTE W00 L0 ¢8 & Frmes Suc,

Niow, Onaer fawm Buone 323

Twew AGWEY ﬁ?n—r Tiew Waeor-dGo-
War True ™ cer freourn PP
Message Center (see reverse side for other information) ottt
= HIGH BILL ALERT - Your usage appears higher than usual. For information on high usage and leaks, visit hitp:/Awatersmart. aquaamerica.com
* The due date refers lo current charges only. if you do not pay your bill on time, your service could be subject to interruption. To ensure proper credit
please remember to provide your full 16-digit account number when paying your bill.

Keep top portion for your records. o
Return this portion with your payment. Service 1o:

KATHERINE SMITH

AQUA  Water/Sewer Bill

Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

Seqe36997 Cyc=33M9 1up=972917 36997 1 AV 0.335

*xxxx*AUTO**5-DIGIT 326D8 C 980 P 121
KATHERINE SMITH
7117 SW ARCHER RD LOT 35

GAINESVILLE FL 32608-4671
UL PR T 1 S LT P LT TR R TTTT

LSRR R R

7117 SW ARCHER RD UNIT 35
GAINESVILLE, FL 32608-4671
Lot: 13261288 Block:

Account Number

001610932 0649332

Amount Due Current Charges Due Date
$ 802.28 March 04, 2011
Amount Enciosed

0649332
ahw r
‘_JLED.DL,J
Please make check payable to Aqua Util. FL.
Print your account number on your check,
then mail to address on back.
3
3] im Sfovs sate CAA- TO [~feonn A&‘)’f
DDL[:LD‘!BED!;HQBBEDDUDDDUBUEEBS Z
mesr g ;0 I

> ST & 856~ 773 - 2624
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Service To: Account Number
AOUA e e 001610932 0649332
e GAINESVILLE, FL 32608-4671 ARREDONDO FARMS
Lot: 13261288 Block: 1336568 PWSID # F12010042
\qua Utilities Florida, Inc. 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
3ryn Mawr, PA 15010-3489 e Mail: custserv@aquaametica.com August 16, 2010 $ 52.23 SeptEMber 07, 2010
deter Data Meter Size Biling Period Days  Read Type Meter Readings Usage Units
56585880 5/8 o110 31 Actual 211400 0 Galions
07/42/10 Actual 211400
Total Days: 31 Total Usage: 0 Gallons
3illing Detail
Amount Owed from Last Bill ......c.cvoocoooeveceeeevee $ 11451
T'otal Payments Recaived..........ocoveeoeceoeccecrciincneinannee 115.00
Remalning Balance 0.49 Credit
Nater Base Facility Charge ......c..o.coveeevvvrrerccvenn. 15.71
Zurrent Water Charges.......ocoovevvmeeenierveseeccensinnennnss 156.71
Sewer Base Facility Charge 35.44
Current Sewelr Charges .........cocevrervrrcenencmieeereerienecenas 35.44
ULIEY TAK..oveurereenrererentesenrnertsestren s s e serasesasssnasssannes 157
Amount Due $ 52.23

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 repart 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.aquautilitiesflorida.com to view your report.

s The due date refers to current charges only. 1f you do not pay your bilf on time, your service could be subject to interruption. To ensure proper credit

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

Keep top portian for vour records.

_Return this portion with your payment. Se';:i;‘:mus SMITH

AQUA  Water/Sewer Bill 7117 SW ARCHER RD UNIT 35
Aqua Utilities Florida, Inc. GAINESVILLE, FL. 32608-4671
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489 Lot: 13261288 Block:

Account Number

001610932 0649332

Amount Due Current Charges Due Date

September 07, 2010
Seq=37653 Cyc=33Mg Tup=901106 37653 1 AV 0.335 $ 52.23 P !
Amount Enclosed
0649332 - e

£ xxxxAUTOx25-DIGIT 32608 C 110 P 14k 4! IR
KATHERINE SMITH LS NS R A B
7117 SW ARCHER RD LOT 35 Please make check payable to Aqua Util. FL.
GAINESVILLE FL 32608-4671 Print your account number on your check,

'Il"lli‘l'llll“l‘ll'll'Ill""|IhllIh‘l””"l""ll"ll"llI then mail to address on back.

00161093206493320000000052237

AR TR PR AR R L L R Rl Y
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Resident Complaint forms, with statements, and copy of bills

Service To:
KATHERINE SMITH

AQUA

Aqua Utilities Florida, Inc.
762 W. Lancaster Avenue

GAINESVILLE, FL 32608-4671
Lot: 13261288 Block:

Tel: 877.987.2782

Fax: 866.780.8292 Bilf Date

7117 SW ARCHER RD UNIT 35

Exhibit KK3, 33 of 61
Account Number
001610932 0649332

ARREDONDO FARMS
1336568 PWSID # FL2010042

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

Total Amount Due Current Charges Due Date

Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com January 13,2011  $ 123.16 February 04, 2011
Meter Data Meter Size BitingPeriod Days  Read Type Meter Readings Usage Unuts
56585880 5B 01111 29 Actual 211400 0 Gallons
121310 Actual 211400
Total Days: 29 Total Usage: 0 Gallons
Billing Detail
Amount Owed from Last Bill ..........ccooeoe e $ 6544
Total Payments Received...........ccouicimricivnciiinncennns 0.00
Remaining Balance 65.44
Water Base Facility Charge ............cccoeccevciennie 15.71
Current Water Charges...........c..coooeuee oo rceireeneeneneae 15.71
Sewer Base Facility Charge ............ccoooevvveiceens 35.44
Current Sewer Charges 35.44
Late Charge ........c.veeemee ettt e 5.00
UBHEY TBX...ovemeicevnreme e ecrneeacaescossarescnseereecseassssesacsnnnen 1.57
Amount Due § 123.16

Message Center (see reverse sids for other information)

» The due date refers to current charges only. [f you do not pay your biif on time, your service could be subject to interruption. To ensure proper credit

please remeimber to provide your fuil 16-digit account number when paying your bil.

Keep top portion for your

Return this portion with your payment.

AQUA  Water/Sewer Bill

Aqua Utilities Flarida, Inc.
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

$eq=25039 Cyc=32M9 1up=981249 25039 1 AV 0.335

0649332

*xxx*xAUTO*xx5-DIGIT 32608 € 7?5 P Hb
KATHERINE SMITH

7117 SW ARCHER RD LOT 3§

GAINESVILLE FL 32608-4671

Il""'lhlhll"|"“'llll"'Il""llhl'"ll""'ll'l"'lI"l"

AR EI AR O

%
-

o1

records. o

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

Account Number

001610932 0649332

Amount Due Current Charges Due Date
$ 123.16 February 04, 2011

Amount Enclo:

| ST
Piease make check payable to Aqua Util. FL.
Print your account number on your check,

then mail to address on back.

00161209320L493320000000k231b1%
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Account Number

Service To:
KATHERINE SMITH
AOUA e 001610932 0649332
N—— GAINESVILLE, FL 32608-4671 ARREDONDOG FARMS
Lot: 13261288 Block: 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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
Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com October 13, 2010 $ 162.67 November 04, 2010
Meter Data Meter Size Bing Period Days  Read Type Meter Readings Usage Unils
56585880 5/8 101110 28 Actual 211400 0 Gallons
09/13/10 Actual 211400
Total Days: 28 Total Usage: 0 Gallons
Billing Detail
Amount Owed from Last Bill ... ... $ 109.95
Totai Paymenis Received..............cccoimvenrieeerenrnrenens 0.00
Remaining Balance 109.95
Water Base Facility Charge .........cceevvecrvrinnennne. 15.71
Current Water Charges...........coocoeeveececeveeeveerceeeeeeeens 16.71
Sewer Base Facility Charge ... 3544
Current Sewer Charges....... . 3544
URIlItY TaX..ov ettt enva s s 1.57
Amount Due. $ 162.67

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 the end of June

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.
* 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 credit

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 $900+ 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

hags with taste, smell, or corrosion/deposits.
3 l 22 / 1t
T [

A
K/m Kurz ) / [ Date
/

(

This statement is true and accurate.

Eugefie Davis ate

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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]
§ —ar Y

Yoo

Water and Sewer Utility Services Complaint Form

/.r
/< z/o

gc‘gqeme Dayyss

Vit /07 S Q‘KC}ZQILL_J LoT-4g

s

Cupesyitlte It 3> to<s
ane 352 Z&a~- 4594

veifer AQUA Utilities Inc.

Ot i e Sy ; . ;
t# (found on your water b'”)-MQ._‘ZQ.Z[C}_Q“ﬁqu

#0of complaint (check all that apply): .

—7earwater quality

Lo water pressure
Feoken water meter
s 'i'r.':efvr (Please explain)
«67&/1‘ £A9ecey  coater  [R(
5 CIL_hAasT  mpre Ahan vl S 1(2_;__!_&

ﬂ/s o 7*//"‘<'L He e C 17.4,((%, VO S AN Y YW S

T isiaaning methods to file a complaint wilh Flanida 2ot Se o0 o
v pnong. 1-800-342.3552

e 3 cuntac@pse.state.flus

S
#tectronic complaint at: http://www.psc.state.fl. US/CONSLMETS Sarapli,

&\

\



AQUA

Aqua Utilities Florida, Inc.
762 W, Lancaster Avenue

Tel: 877.987.2782
Fax: 866.780.8292

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

e AT

[RFC R .

Exhibit KK3, 37 of 61

s
Service To: / Account Number
EUGENE DAVIS/ M L te
7117 SW ARCHER RD LOT 46 p0Y/ 001410993 1049504
GAINESVILLE, FL 32608 ARREDONDO FARMS
Lot: 46 Block: 1336568 PWSID # FL2010042

Questions about your water/sewer service?...
Bill Date Total Amount Due

Contact us before the due date.

Current Charges Due Date

Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com February 10,2011 $ 634.67 March 04, 2011
Meter Data Meter Size Biling Perod  Days Read Type Meler Readings Usage Urls
56576257 5/8 02/08/11 28 Actual 157000 2,800 Gallons
01111711 Actual 154200
Average Daily Usage = 100 Gallons Total Days: 28 Total Usage: 2,800 Gallons
Billing Detail Water Usage History
Amount Owed from Last Bil ............oo.ococoerersscrecrrecesrree $ 687.69 I
Total Payments RECOIVET............cc..cveeeemmeeesrasenerensnnes 148.17 . 'lx
Remaining Balance 539.52 3 H w0
Water Base Facility Charge .........ccoovvvvremrnvreneene 15.71 3 3 "
2,800 gallons @ $0.00731 per gallon ................... 2047 £ o
Cument Water Charges............cocceceeveenrecmsereencaneecsennens 36.18 = ol
Sewer Base Facility Charge 35.44 a ,
2,800 galions @ $0.00711 per gallon .................. 19.91 Sept sl
Current Sewer Charges . ........ccooveueeveeecvertieecncecnnnnines 55.35 Read Types:  HB Actual [0 Eestimated Customer
LY TAX.....oveeeieirces e ceeaecems s snssbes e 362
Amount Due...... $ 634.67
Die ror
3122\" Chnloct (oo SBae Fox

lonty TNimg - Apuc € WA

wice Qa ., Buwag

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

AQUA  Water/Sewer Bill

Aqua Utilities Florida, Inc.

762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

3eq=36713 Cyc=33M9 1up=972917

*xxxxxAUTOxx5~-DIGIT 32L08 C 90 P L2l

EUGENE DAVIS
7117 SW ARCHER RD LOT 46

36713 1 AV 0.335

o~ Prnos

Hoo whrez  Sofrtege So
Yaig ro P‘oélﬁ'”‘,j’“f
Q—%;M
to ion fa b o
Keep top portion for your records, - service To:

Return this portion with your payment.
= v pay EUGENE DAVIS

7117 SW ARCHER RD LOT 46

GAINESVILLE, FL 32608

Lot: 46 Block:
Account Number

001410993 1049504

Amount Due Current Charges Due Date
$ 634.67 March 04, 2011
Amount Enclosed
1049504 ey o 5
§ 8 iy P ' i
sioiboab Pl

GAINESVILLE FL 32608-4674
pi el gt gyt e bl sl Moy o}

AN

D12

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

00141099310495040000000L34679
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Service To: Account.ﬁt}‘mber
EUGENE DAVIS
AQUA 17 S ARCHER R LoT 46 001410993 1049504
GAINESVILLE, FL 32608 ARREDONDO FARMS
Lot: 46 Block: 1336568 PWSID # FL2010042
«qua Utilities Florida, Inc. Tel: 877.987.2782 Questions about your water service?... Contact us before the due date.
62 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date
ryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com May 12, 2010 $ 48.64 June 03, 2010
leter Data Meler Size Biling Period Days  Read Type Meter Readings Usage Units
56576257 5/8 05/10/10 28 Actual 127000 3,900 Gallons
) 04/12/10 Actual 123100
Average Daily Usage = 139 Galions Total Days: 28 Total Usage: 3,900 Gallons
illing Detail Water Usage History
nount Owed from Last Bill ..............c.ccovvvvvevveevoeecereeens $ 59.47 e O
Ral Paymants Received...............cooovevciiiicncnnns 59.47 5 d -1 - -
:maining Balance 0.00 2 g 8
ater Base Facility Charge .............c.ccocccrmmrmnreees 15.71 23 o[
1,900 gallons @ $0.00731 per gallon . . 28.51 g = g
Hal Water Charges .......cocvcviiiviveveeeeeieereceesenaenas 44.22 3 wt - ‘R RN .
TY T@Xeoeeeniieiteirrtnei ettt ettt eeae et e s 4.42 qll B § N & - ] Dec.Jan e an
nount Due $ 48.64 May dun Jul Bug Sep Oct Hov o Mar Apr May

Read Types: M Actual ) 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.aquautilitiesflorida.com to view your report.

The due date refers to cumrent charges only. If you do not pay your bill on time, your service could be subject to interruption. To ensure proper credit
please remember to provide your full 16-digit account number when paying your bill.
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Service To: Account Number

EUGENE DAVIS
\QUA s o AR RD Lo 46 001410993 1049504

GAINESVILLE, FL 32608 ARREDONDO FARMS

Lot: 46 Block: 1336568 PWSID # FL2010042
a Utilities Florida, Inc. Tel: 877.987.2782 Questions about your water service?... Contact us before the due date.
N. Lancaster Avenue Fax: 866.780.8292 Bilt Date Total Amount Due Current Charges Due Date
Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com August 16, 2010 $ 45.43 September 07, 2010
‘er Data Meter Size Billing Period Days  Read Type Meler Readings Usage Units

56576257 58 08/12/10 31 Actual 137100 3,500 Gallons
+ 0712110 Actual 133600
\verage Daily Usage = 112 Gallons Total Days: 31 Totat Usage: 3,500 Gallons
ing Detail
mt Owed from Last Bill...........cccovieivieieeieieene $ 43.01
Payments Received..............cooeniininccinnn 43.01 "
iining Balance 0.00 S
1 Base Facility Charge ..........c.ccoo.vomrerresersrene. 16.71 3
0 gallons @ $0.00731 per gallon ... . 2559 g
Water Charges ........... erereeateretersasnie s saearnanatesae 41.30 £
- USSR PRSI 413 R | AR REREN
10t Due $ 45.43 Aug Sep Oct Nov Dec Jan Feb Mar Apr dun Jul Aug
Read Types: B Actual 3 Estimated Customer

isage Center (see reverse side for other information)

ua 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
1 would like to receive a free copy, please call 1.877. WTR.AQUA or visit our website at www.aquaulilitiesflorida.com to view your report.

2 due date refers lo current charges only. If you do not pay your bil on time, your service could be subject to interuption. To ensure proper credit
ase remember to provide your full 16-digit account number when paying your bill.

Keen top oortinn for vour records.
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Service To: Account Number

EUGENE DAVIS
\QUA EGENe DAL o Lo 46 001410993 1049504
o~ GAINESVILLE, FL 32608 ARREDONDO FARMS
Lot: 46 Block: 1336568 PWSID # FL2010042
a Utilities Florida, Inc. Tel: 877.987.2782 Questions about your water service?... Contact us before the due date.
W. Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date
' Mawr, PA 15010-3489 e Mail: custserv@aquaamerica.com June 14, 2010 % 44.62 July 06, 2010
ter Data Meter Size Biting Perod Days  Read Type Meler Readings Usage Units
56576257 5/8 06710110 31 Actual 130400 3,400 Gallons
* 05/10/10 Actual 127000
Average Daity Usage = 109 Gallons Total Days: 31 Total Usage: 3,400 Gallons
ing Detail Water Usage History
ant Owed from Last Bill .......ccoovovcvvcevceeeoce e $ 48.64 rod U
Payments Received..................ccocviinnnicennnee. 48.64 . 160
aining Balance 0.00 g £ e
rr Base Facllity Charge ..............cccoorvvrvrvenc, 15.71 EE o
)0 galions @ $0.00731 per galion ... 24.85 £° a8
Water Charges .........cceceeenccecnneeieeseceenneneenis 40.56 b Pl o ¥ o N
F 3 SO 4.06 2 n C
unt Due $ 4462 9 “junJul Aug Sep Ocl Hov Dec Jan Feb Mar Apr May Jun
Read Types: B Actual O Estimated - Customer

ssage Center (see reverse side for other information)
wa Ulililigs Florida i_s 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 to receive a free copy, please call 1.877.WTR.AQUA or visit our website at www.aquautilitiesflorida.com to view your report.

e due dale refers to current charges only. If you do nol pay your bill on time, your service could be subjeet to interruption. To ensure proper credit
1ase remember to provide your full 16-digit account number when paying your bill.

Keen ton nortion fore vineer record<
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- dantit - o

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

AQUA

Aqua Utilities Florida, Inc. Tel: 877.987.2782

Exhibit KK3, 41 of 61
gt
Account Number

001410993 1049504
ARREDONDO FARMS
1336568 PWSID # FL2010042

i Y

Contact us before the due date.

Questions about your water service?...

762 W. Lancaster Avenue Fax: 866.780.8292 Bill Date Totat Amount Due Current Charges Due Date

Bryn Mawr, PA 19010-3489 e Mail: custserv@aquaamerica.com July 14, 2010 $ 43.01 August 05, 2010
Meter Data Meter Swze Biling Penod  Days  Read Type Metet Readings Usage Uity
56576257 578 0712110 32 Actual 133600 "7 732000 Gallons
. 06/10/10 Actual 130400 . L
Average Daily Usage = 100 Gallons Total Days: 32 Total Usage: 3.200 Gallons
Billing Detail Water Usage History
Amount Owed from Last Bill ..........................oooovvrveer $ 4462 g
Total Payments Received.....................ccooveiceen, 4462 - 160 f
Remaining Balance 0.00 g 5 .
Water Base Facility Charge ... 15.71 B3 w :
3,200 gallons @ $0.00731 per gallon ... 23.39 g© 80 .
8 60
Total Water Charges ...........cooovveevieeeerverenerieeeeeieie 39.10 i ®
UEIIY TaK...ovooceeeeeece e e 3.91 u
Amount Due $ 43.01 O Tk Rug Sep Oct Py Dec Jan Feb Mar Apr Bay s dil

Read Typas: Actual {3 Estimated B8 cCustomer

Message Center (see reverse side for other information)
= Aqua Ulililigs Florida i‘s pleased to provide you with your annual Water Quality Report. If you do not receive a capy of the report by the end of June
and would iike to receive a free copy, please call 1.877.WTR.AQUA o visit our website at www aquautilitiesfiorida.com to view your report.

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

Keep top portion for your records.
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Account Nu m'ber

Service To:
AOUA e I 001410993 1049504
M GAINESVILLE, FL 32608 ARREDONDO FARMS
Lot: 46 Block: 1336568 PWSID # FL2010042
Aqua Utilities Florida, Inc. 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
8ryn Mawr, PA 19010-3489 e Mail: custserv@®aquaamerica.com September 28, 2010 $ 79 1.37 October 20, 2010
Meter Data Meler Size Biling Penod Days  Read Type Meter Readings Usiage Ukt
56576257 5/8 0913710 370 Actual 141400 47,500 Gallons
s 09/08/09 Actual 93900 i L .
Average Daily Usage = 128 Gallons Total Days: 370 Total Usage: 47,500 Gatlons
Billing Detail Current Sewer Charges .........cco...oeemeeereenrecsermnseres s 734 12
UHEY TaK oeceeieriesercecsemcrenmieecse e sen et 53.60
Amount Owed from Last Bili v $ 51.85 Amount Due $ 791.37
Tolai Payments Received...............cocociiieieenneecne 0.00
Remaining Balance 51.85
AGIUSIMENLS .....oveeieeicceiee e e 584.21 Credit
Water Base Facility Charge Water at Oid Rate....... 25.87
6,419 gallons @ $0.00659 per galion ................... 42.30
Current Water Charges At Oid Rate...........c.cccoeveeeveveenne 68.17
Water Base Facility Charge Water at Current Rate 167.58
Next 41,081 gallons @ $0.00731 per gallon ......... 300.26
Current Water Charges at Curent Rate...........c..cc.cocoee.... 467.84
Cumrent Water Charges..............cccoeereniencveroier e saserene 536.01
Sewer Base Facility Charge Sewer at Old Rate....... 36.13
3,980 gallons @ $0.00701 pergallon ................... 27.90
Current Sewer Charges At OldRate.............c...ocoooooe.. 64.03
Sewer Base Facility Charge Sewer at Current Rate 378.03
Next 41,081 gatlons @ $0.00711 pergalion ......... 292.06
Current Sewer Charges at CumrentRate... ...................... 670.09

Message Center (see reverse side for other information)

= 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 the report by the end of June
and would like to receive a fiee copy, please call 1.877. WTR. AQUA or visit our website at www.aquautilitiesflorida.com to view your report.

= The due date refers to current charges only. |f you do not pay your bill on time, your service could be subject to interruption. To ensure praper credit
please remember 1o provide your full 16-digit account number when paying your Bill.

Keep top portion for your records.




f{

Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills
. o+ e -EXNibILIIKSs 43 0f 61

Dzvesarn
o "\*W %

g

2 i o o -

Aqua America, Inc.

A O U A 762 Lancaster Avenue
N

Bryn Mawr, PA 19010-3489

Payment Arrangement Letter

Regarding: Aqua Account Number: 001410993 10498504 10/18/2010

Dear Customer,

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

Total Balance Due: $839.21

Total Payment Arrangement Balance: $839.21

Payment Arrangement Was Made On: October 18, 2010

Instaliment 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. Each monthly instaliment 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.

2. 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 instaliment amount. .

3. This payment arrangement will automatically cancel if either your monthly installment or your
current monthiy bill amount is received after their due date. This is the only notice you will
receive explaining your monthly payment arrangement.

4. Payments are to be mailed to:

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

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 An Aqua America Company

Aqua America, Inc.

AO U A 762 Lancaster Avenue
T —

Bryn Mawr, PA 19010-348%

Seq=131

EUGENE DAVIS

7117 SW ARCHER RD LOT 46
GAINESVILLE, FL 32608
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PRSRT STD
Aqua Utilities Florida us P&LAGE
P.0. Box 490310 PERMIT 177
Leesburg, FL 34749 LANSDALE, PA

T30 Pt

Eugene Davis

7117 SW Archer Rd Lot 46
Gainesville, FL 32608-4674
lll"lllllll"ll""l'lllll'il'l"llll"lllll'llll'l"ll"llll

2009 Annual Drinking Water Quality Report
Arredondo Farms PWSID # FL2010042

Esle informe contiene informacion importante sobre 1a calidad de su agua de beber.
Hable con aiguien que lo enfienda o llame af 877. WTR.AQUA (877.987.2782).

We're pleased to present to you this year's Annual Water Quality Report. This report is designed to inform you about the quality water gnd sen{ices
we deliver to you every day. If you have any questions about this report or concemns about your water utiity, please contact Patrick Famis at
352.435.4029 or visit our website at www.aquautilitiesflorida.com.

Arredondo Farms obtains its water from a groundwaler source, which comes from the Floridan Aquifer. The waler is aerated and chiorinated for
disinfection purposes. The Florida Department of Environmental Protection (DEP) performed a Source Water Assessment on our system.
Information provided by this assessment indicated that Arrendondo Farms water system is of maderate to high susceptiblity io contamination. The
assessment resulls are available on the DEP Source Water Assessment and Protection Program website at www.dep.state.f.us/swapp.

The sources of drinking water (both tap water and bottled water) indlude rivers, lakes, streams, ponds, reservoirs, springs, and wells. As water
travels over the surface of the land or through the ground, it dissolves nalurally occuning minerals and, in some cases, radioactive material, and can
pick up substances resulting from the presence of animals or from human activity.

Contaminants that may be present in source water indude:

A} Microbial contaminants, such as viruses and bacteria, which may come from sewage treatment plants, septic systems, agricultural livestock
operations, and wildlife.

B) Inorganic contaminants, such as salls and metals, which can be naturally-occurring or result from urban stormwater runoff, industrial or
domestlic wastewater discharges, off and gas production, mining, or faming.

C) Pesticides and herbicides, which may come from a variety of sources such as agriculture, urban stormwater runoff, and residential uses.

D) Organic chemical contaminants, including synthetic and volatile organic chemicals, are by-products of industrial processes and petroleum
production, and can also, come from gas stations, urban stormwater runoff, and septic systems.

E) Radioactive contaminants, which can be naturally occurring or result from ol and gas production and mining activities.

in order 1o ensure ihat tap water is safe to drink, the EPA prescribes regulations, which limit the amount of certain contaminants in water provided by

public water systems. The Food and Drug Administration (FDA) regulations establish limits for contaminants in bottled water, which must provide the

same protection for public health.

Drinking water, including bottled water, may reasonably be expected to contain at least small amounts of some contaminants. The presence of

contaminants does not necessarily indicate that the water poses a health risk. More information about contaminants and potential health effects can

be obtained by calling the Environmental Protection Agency's Safe Drinking Water Hotline at 800.426.4791.

Some people may be more vulnerable to contaminants in drinking water than the general population. Immuno-compromised persons such
as persons with cancer undergoing chematherapy, persons who have undergone organ transplants. people with HIVIAIDS 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. EPA/CDC 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.

Terms and Abbreviations

Action Level (AL): The concentration of a contaminant that, if exceeded. triggers treatment or other requirements that a water system must follow.
Maximum Contaminant Levef or MCL: The highest leve! of a contaminant that is aliowed in drinking water. MCLs are set as close to the MCLGs as
feasible using the best available treatment technoiogy.

Maximum Contaminant Level Goal or MCLG: The level of a contaminant in drinking water below which there is no known or expected risk to
health. MCLGs allow for a margin of safety.

Maximum residual disinfectant level or MRDL: The highest level of a disinfectant allowed in drinking water. There is convincing evidence that
addition of a disinfectant is necessary for control of microbial contaminants.

Maximum residual disinfectant level goal or MRDLG: The level of drinking water disinfectant below which there is no known or expecled risk to
health. MRDLGs do not reflect the benefits of the use of disinfectants to control microbial contaminants.

N/A: Not applicable

ND: means not detected and indicates that the substance was not found by laboratory analysis.

Parts per million (ppm) or Miltigrams per liter (mgA): one part by weight of analyte tc 1 million parts by weight of the water sample.
Parts per billion {(ppb) or Micrograms per liter (pg/i): one part by weight of analyte to 1 billion parts by weight of the water sample.
Picocurie per liter (pCilL). measure of the radicactivity in water
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2009 ANNUAL DRINKING WATER QUALITY TEST RESULTS

Aqua Utiliies Florida roulinely manitors for contaminants in your drinking water according to Federal and State laws, rules, and regulations. Except
where indicated otherwise, this report is based on the results of our monitoring for the period of January 1 to December 31, 2008 k?r Arredondo
Farms - PWS ID# FL2010042. The Environmental Protection Agency (EPA) requires monitoring of over 80 drinking water contaminants. Those
contaminants listed in the table below are the only ones detected in your drinking water. The state allows us to monitor for some contaminants less
than once per year because concentrations do not change frequently. Some of our data, though representative, are more than one year old.

»

* Except as noted, resulls in the Level Detected column are the highest average at any sampling point or the highest single detected level at a
sampling point. depending on sampling frequency.
Contaminant and Dates of MCL

Unit of Sampiing | Violation De'f"fe'd. l;a:sgjtgf MCLG | McL Likely Source of Contamination
Measurement {mo.iyr.) YN 3
Radiological Contaminants
Alpha Emitters (pCifl) 06/09 N 5.5 N/A 0 15 Erosion of natural deposits
Cm.:,,'b')’“ed Radum | oging N 10 NA 0 5 | Erosion of natural deposits

Inorganic Contaminants

Discharge from metal refineries and coal
buming factories; discharge from

Beryllium (ppb) Ly N 05 S v “ electrical, aerospace, and defense
industries.

" ” Runoff from fertilizer use: leaching from
Nitrate (as Nitrogen) 06/09 N 3.76 N/A 10 10 septic tanks, sewage; erosion of natural
fopm) deposits
Sodium {ppm}) 06/09 N 12 N/A NIA 160 Salt water intrusion, leaching from soil

Stage | Disinfectants and Disinfaction By-Products *For Chlorine, halcacetic acids, and TTHM the teve! delected is the highest
annual average of the quarterly averages. Range of Results is the range of individual sample results.

Contaminantand | Dates of MCL
- . A Leve! Range of MCLG! | MCL/ - _—
Unit of Sampling | Violation N Likely Source of Contamination
" T (mo.Jyr) ¥YIN Detected Resuits MRDLG | MRDL
Chiorine (ppm) 2009 N 117 09-13 | MROLG f MRDL | yyater additive used to control microbes
Ig’j;*g;%‘;”"c 09109 N 0.65 ND-065 | NA | 60 | Byprodud of drinking water disinfection
TTHMs {Total
Trihalomethanes) . 09/09 N 221 0.58-~2.21 N/A 80 | Byproduct of drinking water disinfection
(ppb}
Lead and Copper (Tap Water)
Contaminant Dates of AL 90t No. of sites AL
and Unit of Sampling { Violation | Percentile | exceeding | MCLG { (Action Likely Source of Contamination
Measurement {mo.lyr.} YIN Result the AL Level)
Copper {ppm) 08/09 N 0.15 0 13 13 Cormosion of household plumbing
Lead (ppb) 08/09 N 73 1 0 15 Corrosion of househald plumbing

If present, elevated levels of lead can cause serious health problems, especially for pregnant women and young children. Lead in drinking water is
primatily from materials and components associated with service lines and home plumbing. Aqua is responsible for providing high quality drinking
water, but cannot control the variety of materials 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
concemed about lead in your water, you may wish 1o have your water tested. Information on lead in drinking water, testing methods, and steps you
can take to minimize exposure is available from the Safe Drinking Water Hotline or at http//www.epa.govisafewaterflead.

MpLs are set al very stringent levels. To understand the possible health effects described for many regulated constituents, a person would have to
drink 2 liters of water every day at the MCL level for 70 years to have a one-in-a-million chance of having the described health effect.

Our water systems are designed and operated to deliver water to 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. All customers, and in particular operators of facilities
like hotels and institutions serving susceptible populations (like hospitals and nursing homes), should propesly operate and maintain the
plumbing systems in these facilities. You can obtain additional information from the EPA’s 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

1 stopped by several times but was unable to meet with Justin at 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. - Mer w| Ama~oa Aocams on 3 [z<ln

His complaint is a major billing problem. He received a $900+ charge on his bill in November 2010.
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 full bill. They agreed to place him on a payment plan of $38 extra per month until it is paid off.

/A’ A Z 3)24 )1,

K;(-n Kurz ] Z > Date

This statement is true and accurate.

3-24 -\
Jgs&}loulker Date
BM AP Aol ppaeas |
Attachment(s): Copies of bills of large back usage charge.

Copy of account history from AQUA
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communities

Water and Sewer Utility Services Complaint Form
*Name: U Wero\\cer
*Address: I\ T SW Actieoc O
(= G GelnesinWe, v 3260 %
Telephone: _33\2 -2 H9Y - 293j

*Provider: AQUA Utilities Inc¢.

*Account # (found on your water bill):_Q QOIS TORR- oA T

*Reason of complaint (check all that apply):

;y Poor water quality
= Low water pressure
o Broken water meter
& Other (Please explain)
Ck@ﬁf/—;c%.( vuegbhhal § AACCYUNS (¢ A\ awL N\

GG & uvIl el T rocles

7
/

</'/‘,_:_M)

~ =

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

. -
*Signature: {

By phone: 1-800-342-3552

By e-mail: contact@psc.state,fl.us
Or file an electronic complaint at: bttp://www.psc.state.fl.us/consumers/complaints/

*Required field
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RIS SR D R OPEY - LI

e - T <mro T Amnm T acoount Mumber
AQ':J A T O CHER RD HEIT 97 000907088 0649387
GAINESVILLE, FL 32608-4661 ARREDONDO FARMS
Lot: 13261333 Block: 1336568 PWSID # FL2010042 '

Quesﬁorsabwtyarwata'lsewerwvice?...mmwbermemmm
Total Amount Due Cusrent Charges Due Date

Aqua Utilities Flarida, Inc. Tel: 877.987.2782

762 W. Lancaster Avenue Fax: 866.780.8292 Biif Date
Bryn Mawr, PA 19010-3489 ¢ Mail: custserv@aquaamericacom February 10, 2011 $ 753.83 March 04, 2011
Meter Data Meter See Bing Period Days  Read Type Meter Readings Usage Units
56585813 58 02/08/11 28  Actual 157100 2,700 Gallons
011117141 Actud 154400 .
Average Daily Usage = 96 Galons Total Days: 28 Total Usage: 2,700 Gallons

Billing Detail Water Usage Hlstory

109G [T

Amount Owed from Last Bill $ 753.83
Total Payments Received.... 9364
Remaining Balance 660.19
Water Base Facility Charge 15.71
2,700 gallons @ $0.00731 per galion ......--..cwc.... 19.74
Current Water Charges........ 35.45
Sewer Base Facility Charge 3544
2,700 galions @ $0.007 11 pergallon.................... 19.20
Curent Sewer Charges.... 54.64
Utility Tax 3585
Amount Due. $ 753.83
\+ .
ﬁﬁ" .-S-»‘v’ r !
12 N ) G
(‘\L\ ( L‘g' C.‘)‘) \a\\\ \O{_g(;\\\ \ \\. ’
K«J\ 0.5‘{“ 5 5»‘ ] bﬂb i N _“.' & X e Df"' l D
wt o { P76 N ~ Ao ?) 6 A Dec
. X % 5'] \_pde( ol P
Messag ter (see reverse side for other information) et by v

= The, te refers to current charges only. Ifymmnotpayyaxbillmhme yousamcemdbes\bxecltolntemphon Toermpmpercrecit
remerrberloprwdeyourmll 16dgnaooomtnunberwhenpayingyourbm

9
a‘/( C# &F( \ 124
o ‘_P /\ “"’v\. wf/ v M <‘D‘ o ‘_p((‘ MVK(I\VJ;\,(JT(\f"uj/ ‘-“’(p v @
< 2% % Mg'p . "\‘“Q“‘” wc/ SOt o1 (zev“f';.w“ o :ﬂ‘f“’
.-“’) F \xf“ " Xeep top portion foryour rcorcs. P I8
Retum this portion with your payrment. Servica To:
AQUA  Water/Sewer Bill e R A
m Ultaiibu m Inc. GAINESVILLE, FL 32608-4681
. Lancaster « Bryn Mawr, PA 19010-3469 Lot: 13261333 Block:
Account Number
000907088 0649387
Amount Due Current Charges Due Date
S0q=37172 Cyc=33M8 1up=072017 37122 1 AV(.335 $ 753.83 LG AL
e Amount Endosed
i e e € v e ae UUELOL
GAINESVILLE FL 32608—46817 m:cmm, mt mpayab,mm'eotg x,ua mwed" (FL'

l'll'll'l"l"h"h'"Il"'l"lhl"'l'l"""ll"l'l""l"l"' then mail to address on back.

00090708580L493870000000753835
IREEIRIRIBIRIBIRI DB
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0370972011 08:42 FAX {doooy
) Service To: Account Number
\ JUSTIN HOULKER
A U A 7117 SW ARCHER RD UNIT 97 000907088 0649387
GAINESVILLE, FL 32608-4681 ARREDONDO FARMS
Lot: 13261333 Block: 1336568 PWSID £ FL2010042
Aqua Utities Horida, Inc.  ° Tel: 877.587.2782 Questions about your water/sewer service?... Contact ys before the due date.
762 W. Lancaster Avenue Fax: 366.780.8292 Bilt Date Total Amount Due Current Charges Due Oats
Beyn Mawr, PA 18010-3489 e Mail: custservidaquaamerica.com December 02, 2010 $ 961.66 December 24, 2010
Meter Data Metes Swe Bhing Poiod Ozys  RezaType  Meter Resdngs Usage Unes
$6585813 /8 11124010378 Actual 149900 67,600 Galions
uniny’ Actuai 82300
Avesage Daly Usage = 178 Galions Total Days: 378 Total Usage: 67.600 Gatlons
Billing Detail Water Usage History
AU OWED FOM LAST Bl eeoe s svresvenrees e s re $ 72.72 Credit o
Total Payments Received...........coooevieeeicecniiensencvne 0.00 o ]
Remalning Balance T272 Credn 3 i 7o
Adjustmerds ... 662.64 Credit X3 'y
Wates Base Facilty Charge 197.95 g’-"" s
63,000 gations @ $0.00731 per gallon. . 460.53 »
Next 4,600 galions @ $0.09898 per ganon 41.33 -
Current Water Charges.... 699.81
Sewer Base Facilty Chafge . 446.54 Read Types: W Actual O estimated & customer
67,600 galions @ $0.00711 per gallon ................ 480.69
Current Sewer Charges .... vearereiaer s e antmanee 921.23
UIY TBK..eouvimrecessanmaerssmmaiessscs sasmssemmsnnsosssensmasesssronnes 69.98
Amount Due....... $ 961.66

Message Center (see raverse side for other information)

= LONG BILL ALERT - This bifl covers a greater number of days of service than your normal bill. If you require payment arrangements, please call
877.987.2782.

= The due date refers to curvent charges only. If you da not pay your bill an time, your service cauld be subject to intesruption. To ensure proper credi
please remember to provide your fuli 16-digk account number when paying your bill.

Keep top portion for your records. .
P re Service To:

.szm this portion with your payment. JUSTIN HOULKER
AQ_UA Water, [/ Sewer Bill 7117 SW ARCHER RD UNIT 97
Aqua Utilities Florida, Inc, GAINESVILLE, FL. 32608-4681
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489 Lot; 13261333 Block:
Account Number
000907088 01649387
Amount Due Current Charges Due Date
$0qa12245 Cyos tup-943915 $ 961'66 DQCGII*GI’ 24' Z0L0
Amount Endosed
0649387 i
JUSTIN HOULKER ¥ D \:I D D D
SV H 1.O7T 97 .
) ) h Please make check payable to Aqua Util. FL.
GAINESVILLE FL 32608-4681 Print your account number on your check,

then mail to address on back.

00D9070840L4934700000009k3b0LY




03/09/2011 08:41 FAX

AQUA

Agua Utilities Aerida, Inc.
762 W. lancaster Avenue
Bryn Mawr, PA 19010-3489

Tel: §77.987.2782

Fax: 866.780.8292 &l Date
& Mail: custserv@aquaamerica.com November 12, 2010 ($ 72.72)

Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills

Service Ta:
JUSTIN HOULKER
7117 SW ARCHER RD URIT §7
GAINESVILLE, FL 32608-3681
Lot: 13261333 Blackc

Exhibit KK3, 50 of 61

dooo1

Account Number

000907088 0649387
ARREDONDO FARMS
1336568 PWSID # F1.2010042

Questions about your waterfsewer service?... Cortact us before the due date.

Creciit Balance

Meter Data Metes Suze Biting Period Oays  ResdType  Meter Readings Usage Unts
56585813 /8 1THoM0 30 Acual B2300 o Gallons
10110 Actual 32300
Tota) Days: 30 Total Usage: 0 Gatlons
Billing Detail
Amount Owed from Last Bill ..o $ 10.00 Credit
Tatal Payments Received.............coooovvvceeinninicncr e 115.44
Remaining Balance 125.44 Credit
Water Base Faclity Charge ..........ooeereiecennenens 151
Current Water ChargesS........ccov v vimreemsmsssasssameninsssnsees 15.71
Sewer Base Facility Charge 35.44
Current Sewer Charges.... x0 35.44
UBHY TAX oo cereeoscesosrecnminnecresess ceratecs s i scnssasmsseresase 1.5
Amount Oue $72.72 Credt

Message Center (see reverse side for other information)
= The due date refers ta current charges onty. f yyou do not pay your bill on time, your service could be subject to interruption. To ensure proper credit

please remember o provide your Rull 16-digit account number when paying your bill

AQUA  Water/Sewer Bill

Aqua Utilities Horida, Inc.

762 W. Lancaster Avenve o Bryn Mawr, PA 19010-3489

SeRad /078 Cyt- IIMY up-A37158

JUSTIN HOULKER
7317 SWARCHER RD LOT 97
GANESVILLE FL 32608-4681

Q49287

Service To:
JUSTIN HOULKER
7117 SW ARCHER RD UNIT 97
GAINESVILLE, FL 32608-3681
Lot: 13261333 Block:

Account Number
000907088 0649387
Credit Balance

($72.72)

Do Not Pay

You have a credit balance on your account.

0009070840L433470000000072722

auw:
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03/06/2011 08:47 FAX @ooo1
Service To: Account Number
\ JUSTIN HOULKER
A O U A 7117 SW ARCHER RO UNIT 97 000807088 0649387
A GAINESVILLE, FL 32608-4681 ARREDONDO FARMS
Lot: 13261333 Slock: 1336568 PWSID # FL2070042
Aqua Utilities Florida, Inc. Tel: 877.987.2782 Questions about your water/sewer service?... Contact us before the due date.
762 W. lancaster Avenue fax: 866.780.8292 8l Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 13010-3489 e Mail: custserv@aquaamerica.com September 15, 2010 $ 11544 October 07, 2010
Meter Data Mo Sie Bing Pericd Days  Read Type Hetes Readings Usage Units
$6585813 58 09/13/t0 32 Actual 82300 9_ Gallons
08/12/19 Actual 82300
Total Days: 32 Total Usage: o Gallens
Billing Detail
Amaunt Owed Fom Last Bil..........cccooecevrsrniccsinnsens 3 178.16
Totai Payments ReCeived......u. v creeireicriemcosimanes 120.44
Remaining Balance 51.712
Water Base Facility Charge .........ccooevioniciranenne 15.71
Currert Water Charges. . 15.1
Sewer Base Facility Charge ... 35.44
Current Sewer Charges ...... 35.44
LateCharge............. 5.00
Amount Due.. ; $ 11544 ?9.

Message Center (see reverse side for other information}

* Aqua Uriiities Florida is pleased ta pravide you with your annual Water Quaiity Report. If you da nct receive a copy of the repant by the end of June
and would like 1o receive a free capy, please caft 1.877.WTR.AQUA or visit our viebsite at www.aquautitiesfiorida.com o view your report.

® The due date refers to curent charges only. If yau do not pay your bill on time, your service could be subject to interruption. To ensure proper credit
please remember 10 pravide your full 16-digit account number when paying your bill.

Keep top portion for your records.

Return this portion with your payment. Service To:
AQUA  Water/Sewer Bill , e
NYA 7117 SW ARCHER RD UNIT 97
Aqua Utilities Forida, Inc. GAINESVILLE, FL 32608-4681
762 W. Lancaster Avenue o Bryn Mawr, PA 19010-3489 Lot: 13261333 Block:
Account Number
000907088 0649387
Amcunt ODue Current Charges Due Date
%0qu28834 Cyca 32045 1upu 911658 $ 115.44 OCtOber 07’ 2
Amcunt Endosed
OE45387 (
JUSTIN HOULKER ¥ D m ﬂ [_—] ﬂ
2::@!3:.:&??32??3 1LOT 97 Please make check payable to Aqua Util. Fe.
i 8-4581 Print your account number on your check,

then maii tc address on back.

0009070840649347000000031544k

(80 IV
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AQUA. #0\

Aqua America, Inc.

762 W. Lancaster Avenue
Bryn Mawr, Pa., 19010
www aquaamerica com

Note: The documents accompanying this facsimile transmitfal s{teet are intendgd for the
recipient named above and may contain confidential and/or pn‘wlegeq lnforfnabon: 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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¥3/16/2011  14:18 AGUA AMERICA INC + 813523727271 Exhibit K{gh 589461 popo

¢

HOULKER, JUSTIN

7117 SW ARCHER RD 97
GAINESVILLE, FL 32608-4&8
000907088/649387 0001

TRANS § OF METER RERD CONSUMPTION  AVG DLY. TL. CURRENT ADJUSTMENTS PAYMENTS DATE BALANCE
DAYS READ TYPE OUSAGE CHARGES

PYMT $93.64 2011/03/01
BILL $93.64 $0.00 2011/03/04 $753.83
READ 0028 001571 & 27.000 96.428 2011/02/08
PYMT . $93.64 2011/01/14
BILL 5§93.64 §282.00~ 2011/02/0¢ $753.83
READ 0028 001544 A 27.000 93.103 2011701711
BILL $60.67 56.76- 2011/01/06 5942.19
READ 0019 001517 A 18.000 94.736 . 2010/12/13
PYMT $73.3¢ 2010/12/14
3ILL $1,697.02 $662.64~ 2010/12/24 $981.66
READ 0378 001499 A 616.000 178.835 2010/11/24
pYMT $115.44 2010/10/21
PYMT $178.18 2010/09/17
PYMT . $120.44 2010/08/16
PYMT . . - §57.03 2010/06/21
PYMT $53.35 2010/05/10
PYMT §$52.72 2010/04/23
pYmt - : §52.44 2010/03/06
PYMT 553.00 2010/02/08
PYMT §52.72 2010/01/08
PYMT $52.33 2009/12/11
BILL §52.33 $0.00 2009/12/08 ¢ $52.33
READ 0033 000623 a 0.000 0.000 2009/11/11
PYMT $243.46 2009/10/23
BILL . $34.1%2 $0.00 2009/11/04 $243,46
READ 0031 000623 A 19,000 61.290 2008/10/08
BILL . §159.34 $0.00 2009/10/02 §159.34
READ 0034 000BO4 A 82.000 241.17¢6 2008/09/08 )
PYMT 3134.58 2009/08/24
BILL $134.58 $0.00 2009/08/31 $134.58
READ 0030 000722 A 57.000 190.000 2009/08/05
PYMT $113.35 2009/07/24
BILL $113.35 $0.00 2009/07/30 $113.35
READ 0032 000665 & 43.000 134.375 20038/07/06
PYMT 594.81 2009/06/25
BILL $94.81 $0.00 2003/06/30 $94.81
READ 0034 0C0622 & 30.000 88.235 2009/06/04
PYMT $100.51 2009/05/21
BILL $100.51 30.00 2009/05/27 $100.51
READ 0030 000592 & 34.000 113.333 2009/05/01
PYMT $14.17 2009/04/30
BILL $80.82 $0.00 2003/05/04 514.17
REAU 0030 000558 A 42.000 140.000 2009/04/01
PYNMT $135.81 2009/04/09
BYMT ’ §66.65 2008/03/20
BILL $69.26 $0.00 . 2009/04/09 §135.91
READ 0028 000516 A 30.000 107.142 2009703702
8:LL $66.65 $0.00 2009/03/17 $66.65
READ 0031 000486 & 27.000 87.09¢ 2009/02/02
FYMT $§70.13 2009/01/30
31LL $70.13. 50.00 . 2009/01/29 $70.13
READ 0032 000359 & 31.000 9€.875 2008/01/02
pPYMT $1.73 2008/12/26
BILL 365.76 $0.0C 2008/12/26 $1.72
READ 0028 00042§ A 26.200 92.857 2008/12/01
PYMT §133.29 2008/11/28
PYMT $64.03 2008/11/0€
BILL $59.26 $c.00 2008/12/0i 5132.29
READ 0033 000402 A 30.000 90.909 2008/11/03
BILL $64.03 $0.00 2008/10/27 $64.03
READ 0029 000372 A 24.000 82.758 2008/10/01

$54.01 2006/10/02

PYMT
B1LL £54.01 $0.00 2008/09/29 55¢.01
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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

1 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.

/4, ﬂéé 3/w/ "

Kimh Kurz 1 Date

Attachment(s): Copies of bills showing inaccurate meter reads and large back charges.
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Exhibit KK3, 57 of 61

Service To: Account Numbex 649 {
MARYANN WALKER
AQUA s & UWT 2205 001454043 0649
- GAINESVIUE, FL 32608-4695 ARREDONOG FARMS
Lot 13261601 Blosic: 1326568 PWSID R FL20%
Agqua Utilitics Flarda, tne. Tet: 8677.987.2782 Quesuans about your water/sewer service?... Contact us before the ¢
762 V4. Lancaster Averne Fx: 866.780.9292 Total Amount Due gm Chirgiou
Byt Mamt, PA 29010-3389 & Mail: crstacrv@aqusamarncs.com Ja:waw 06,2011 $ 67187 anuary 31, 2 A "Ku
el o
gg&o S 13
[Dseiiats Ma o Wemtwa dws Rectie  Memiwons o E2EC lax 3
U b T ) >
T Hewlieter Godxses @ 0106 75 Acu 19100 19,100
i w210 Actuat [¢] e
OW teter 56585742 8 W20 1 Actual 258200 ]
Ve have axctanged yow meler during hisblngperos ___toning | Acosdy 258800 e e e
Avaroge Dy Usage » 222 Gallons Total D3y 86 s Totsl Usage: 19.190
Bitling Detail rengee ngnx $
Amcunt Owod kom Last Bib . . . v e , a&rusaue History
Tolal PaymsRaceived.“ (0G0 0 o0 o 0 SRE e - a
g Bal 6,048.52 4
Aqusmams e FSURR SN SR 580455 Credi 3 :
waerRasaFa:ilyChzga . 27 %s . -
H'mgdm@soounlpelgalm . 104.78 - 3% m} N
Noxt47°7ga|bns@$000898perqalk>n b 42 50 ¢ i B =
Current Water Charges.... @ ot
FadﬂyChame . 104 58 7 Y ol - _— .-
00711 . 12228 ~ 42.Lb
Nexi 1 90'3“09':0%:0@020 Oﬂzgm ..... 0. v ¥saTrie: BB At [0 Estimsted @ Oustor
Current SewerCha(ges a 22388
Inferast On Deposit . . 586 Cr j
Utdity Tex. . . . 19.26 .

W - 672.%
Message Canter (svs revse sideé lor other information)

» LONG BItL ALERT - This bill covers 3 greater number of days of sanvica than your nomak bilk. llyoumqmpawmtarrangemerﬂs plei
877 987 2782

2 The due dale refers lo cuent charges valy. it you do nol pay your bilf on time, your sorvice couldbe subject lo inteffuplion. To ensurs prope
please remermber 10 provide your full 16-Bgit account numbes when paying youx bl

Keep 10p portion fos your records, .
Return this portron wath yous payment, derwce 1o

. MARYANN WALKER
AQUA  Water/Sewer Bill 7117 SW ARCHER RO UNIT 2205
Aqua URilities Plorida, Inc. GAINESVILLE, P 32603-4605
762 W. Lancaster Avenue s Bryn [Maw, PA. | 91)10-3499 Lat: 13261601 Block:
Accours Numbes
001454043 0649151
Amoun Due Current Changes Due D
. January 11, 201
wea SIL L Ik UOEMA 25827 1 MB 0382 s 67:;‘(& vaL
Obeyt s e J——
»orarAUTOYXNEXED AADC 189 € 87 P 9L s ] | ' Do
MARYANN WALKER : Ao

7117 SW ARCHER RD LOT 2205 Please make check payable to Aqua Udt.
GAINESVILLE FL 32608-4605 Print your accaunt number on your check
A R R R LT PR UL then mai to address on back.

D0LY 54043864993 52000000067%87Y

[I PRI -

o ‘ﬁllbo
2)/
\0"\00 sefr 2o
/ MemeEl STVUL .« OnE Mewt-.
- P/HM!.M /L‘-AMOM
€ anetH “"Theae %€ Mo Basog O F

\’.)\ul..\w ?MBW r
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Service Yo! - ) i
e 001454043 064915

GAINESVILLE, FL 326084695 ARREDONOO FARMS
Lot: 13262601 Block: 1336568 PYWSIO # FLZD1004
Agua \Viifities Flarida, Inc. Te: 877.987.2782 Quenions about your water/sewer service?... Contact us before the due
62 W. Lancastar Avenut Fax: 866.780.0292 Total Amount Due Cuerent Ohacges Due
Bryn Mawr, PA 19010-3469 € Maii: custsarvOay! $ca.com December 15, 2010 $ 6,143.07 January 06, 201
Mebter Data Meies Sae BlingPevod Days  ResdType  Mesor Réadigs g - A
T 05083588 58 124310 31 Acal 258800 T Tamse ¢ ‘ /’,(y
e . 111210 Adusl 36300 e \){/
Avecagn Day Usage = 7 17T Gollons TolaiDayx 31 001355 Quuugn: &
Bliing Detail Water Usage History
Amount Owed fromLast BR .cove oces 1o oo buood ISR
Remaining Balance .... } Py o -
Water Bese r--cwcmge 3.; - :
5noaoaa|m@sooor31pergsm ..... ! bl I : :
tiox] 5,000 gatlons €} $0.00898 per galton ..... oot .
Next 212,800 galkns @ 30.02057 por gakon.... . . B
Canent Woter Chamngss . . . . ... woorvcreen s o crne 4,489.54 bk
Sewer Base Faulitycr:afqa . 3544 ResdTypes: BB actum D Estimated
GOOOQHmQSOOWIWergaUm 42.66
Mextzlssmgalms@wm;nrgalon 0.00
Samem Sewer Chanes 72.10
Jility Tax... e A ‘
Amount Duo.._-__-

Message Canter {see reverse side tor other information)
* HIGH BILL ALERT - Your usage appsare higher then usual. For information on high usage and leeks, visit hitp. dwatersmen. aquaamerica.cerr
* The due date ralers to current ¢hangers only. {f you do nat pey your bill an time, your servioe coutd be subject tontempuon To ensure pope: 2ege .
please remenber (o provide your full 16-digil account aurmbar when parying your bill, 10"1. ,}:
. v

~— ¥
viorosY -
Koty tp portion for your recards. S '1/ ‘n“ ¢
Return this portion with your paymant. cE A som W
AQUA  Water/Sewer Bill 7117 SW ARCHER RD UNIT 2305
Agqus Uthiities Florida, Inc. GAINESVILLE, FL. 32608-4695 Cruws
762 W, Latcaster Avenua » 8ryn Mawr, PA 19010-3469 Lot 13262801 8lock: h
Account Nortiber Emiy. .
001454043 0649151 - —
Amourt Due Current Charges Dug Date
$ 6,143,07 January 06, 2011
Buo B U res 352 Lo PAONRTA BT Amount Enclosed
Ve4g¥61 R ——
srarsesssxaxsSINGLE-PIECE € L P & ,| P .
MARYANN WALKER Ll o i
7117 W ARCHER RO LOT 2206 Please make dheck payable to Aqua Utd L.

GAINESVILLE FL 32608-4695 Print your account nurmnber on your check,
|u“m|-|a“n”mlulu'u'u“u'i'lu‘u'u'l'u‘l‘llm‘@ 67’ 58”’) then mail to BEY ’

; ¥
’)’@"DS P9 0034S4043064915100000061L43078

MENRERNRIRITn ..

Q\’:u\\ﬁ NC\L«—\ )

"

(Z‘€Lk:‘\€. N Bl
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QIQ {o‘s . Service To: Accounr Number
3 A 001454043 06491!
7117 SW ARCHER RD UNIT 2205 O
? { 3 feer GAINESVILLE, FL S2608-4695 ARREDONDO FARNS
ot 13261601 Block: 1336568 PWSID # L2100
Aqua Utilities Florids, Inc. Teh 877.987.2782 Questions aDOLR YOr Water[sewer service?... Contact us before the dud
Toral Amount Due Current Chaxges Due €

Fax: 866.750.8292

TEL W. LANASKE Avinue
o Mail: custiervidaquanmeica.

Heyn Mawnr, PA 19010-3489

Bif O
com November 16,

2010 $ 1,228.89 December 08,

. Meter Data s S Blgrxeg Ve Recipe  SewRedes e !
0 = e T Hwmis S TTThanzie 21 Ackest 36300 _BX0 4
PO t S 102216 Actat o/
4y L Otd Metes 66585742 8 e 1t Actal 258000 a
e 37 | mm ey o asps bngpesd,_ W0 _ Aokl B0 e o
s (,.af" 6@0 Averae flaly Usage = 1,134 Gatons TowDays: 32 Yotat tysage 3300
Z A
\Y y rp‘/ i} ¢ Amount Due i $ 13
f,,\*"".p W‘Q’er Usage History
€ o . .
|
N L o
o  J RN/ AgESments... ... s 1 ) S - —
w\f(\ Watec Base Faciity Charge ... . ! 3 ""l
W ¢V 5,300 galions @ $0.00731 pet gatbort .. . .56 -t I ]
o Neat 5,000 gations @ $0 00898 per galon 4490 i wl :
55' o Next 26.300 galions @ $0.02067 pe gallon . 543,62 m}
* ‘\/ Curment Water Chaeges....... dere e srennees 540,78 §b
74 R Sewer aso Facility Charge ... . 35,44 . =
6,000 galions @ $0.00711 per ¢ 268 reaaTypes: MR Actust 1) satimates Custom
Hext 30,300 gafions @ $0.00 par 0.00
Casrttan Sewer Changes . oo - - 78.90
Late Chage.. ... .. ... 5.00

X

LY TAR .o sone s e o e = e §4.06
A‘(-
fow Message Center (sse raverso sids kor otter miormation)
TJpar: 0 o Tl ALERT - ous usage appears ghes than usual. For nfodnation on bigh ussge andlesks, vist NIp:watersmart aquoamenca.oou
= « The due date teters Io curvent charges only. 1 you do nol pay youw bil on the, your sefvice could be subject to interruphon. To ensure prop8

AQUA Water/Sewer Bill

Aqua Utikities Flesida, Inc. 0
267 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

fe 4 oo Mop-RORX 41200 1 MB D B2

AeHGHDY

stx3aalTOS4NIXED AADC 189 C LO4 @ Lu0
MARYANN WALKER

7117 SW ARCHER RD LOT 2205

GAINESVILLE FL 32608-4689

M"l"'"'ﬂ'l'l'l"")l“ll"""l"l’l'"I“‘I‘lhl“'l"'“'

(NN ERI AR

[R5

Keap top porton for your cecords.
REUIN ths portion With Your payeent.

plaase remembar ta provide you ull 16-digit account number when paying your bk,

Service To:
MARYANN WALKER
7117 SW ARCHER RD UNIT 2205
GATNESVILLE, AL 326084695
Lot: 13261608 Block?:
ALCouny Number
001454043 0649151
Anwurd Due Currert Chaeges Due C
$ 1,228.89 December 08, 2
Amoum Enclosed
I ) T
+ ! 0 o o= .: [
Please make check payable to Agua Uil
Print your 300ount RUMBAr on youx ched
then maw to address on back.

g03usu430ky q151000000L22889%:
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March 22, 2011

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

Monica Thomas: 7117 SW Archer Rd. #2321
352-353-9357

Met with Monica Thomas at her home to discuss the water provided by AQUA Utilities. She has owned
her home in the community since December 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 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 a payment plan. They turned her water off in
December. Her two children had to maove 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.

K 4 /é/(“ 5/27,1/:.
] / ) Datd

K/m Kurz

This statement is true and accurate.

Monica Thomas Date

Attachment(s): Original complaint filed with Arredondo Farms office and PSC website
Copies of bills of large back sewer charge. MMoaicq Cmuevr Adwe w Nuntotiae

PO AT AL oo Cofien o AQue .



—
Docket No. 100330-WS

Resident Complaint forms, with statements, and copy of bills
Exhibit KK3, 61 of 61

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 at 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 not 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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L

2212 hot water heater — example of how crysta

2 7

Is fill up tank 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

Q. Name and business address:
A. My name is Shawn Harpin. My business address is 9101 Normandy Blvd,

Jacksonville, FL 32221.

Q. By whom are you employed and what is your position:
A.Iam employed by YES! Communities Inc. YES! Communities Inc. is a related
corporate entity to Yes Companies, LLC (“Yes”). My position is Senior Regional

Manager for Florida.

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.

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,
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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 2011

Exhibit SH4 — Arredondo Farms 2011 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
Arxcher Road just 3 miles west of I-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. I will not try to repeat what our residents said who came
with their own personal experiences at the Gainesville hearing on September 12, 2011.
Instead, I would like to focus on the impact these issues have had to our community and

our company.
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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 21% of their entire home rent respectively. Our company average
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.

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

the community.

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
2011, 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 knowiﬁg 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 repo on every move out.
Averaging this over a 9 month period (based on Jan. 2011 thru Sept. 2011) this equates to
$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

$114,000 yearly loss in revenue.

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
2011 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



1 over $40,000 per year due to the water. Arredondo Farms incurs annual loss revenue and

2  increased expenses over $450,000 per year.
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Methodology: Data used to calculate average prices by floorplan are gathered from renters’ disclosure of
monthly rental rates on ApartmentRatings.com, the Internet's most popular website where renters can
exchange information about apartments.
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Gainesville Stick

SCHEDULE B - FY 2011 FINAL FAIR MARKET RENTS FOR EXISTING HOUSING
DELAWARE continued
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Housing Market Trends
Rental Market Continued

activity, as measured by the number
of building permits issued, has
remained relatively strong since 2000.
Multifamily 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 Building Permits Issued in the Gainesville
HMA, 1990 to 2007
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Nates: Includes ell multifamily units in structures with two or more units.
Includes data through September 2007.

Source: U.S. Census Bureau, Building Permits Survey
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about 900 units a year. Durning 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 HMA
from 1990 to 2007.

During the 3-year forecast period,
student enroliment at UF is expected
to remain stable and growth 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 Demand for New Market-Rate Rental Housing in the Gainesville HMA, October

1, 2007 to October 1, 2010

5

600 880 800 870
650 775 850 720
700 710 900 660
750 640 950 590
800 560 1,000 510
850 475 1,050 440
900 400 1,100 370
1,000 320 1,200 300
1,100 260 1,300 180
1,200 200 1,400 130
1,300 160 1,500 90
and higher and higher

1,100 250
1,150 230
1,200 200
1,250 180
1,300 150
1,350 130
1,400 110
1,500 80
1,600 60
1,700 40
1,800 30
and higher

Notes: Distribution above is noncumutative. Demand shown at any rent represents demand at that leve! and higher.

Souice: Estimates by analyst
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YTD Repo
Refurb

Arredondo Farms S

YTD Lease
Refurb

Arredondo Farms  $  121,564.41

Community Repo Turn / Lease Turn Report: August 2011

YTD Repo Moves

Refurb Avereage Outs Move Ins Average Avg. Per Month
Accumulated Days Days (through (09/10- RefurbPer Months Occupancy
Costs Vacant  Occupied 08/11) 08/11) Movein Occupied Cost

Average

YTD Lease
Refurb Average Avereage Outs Move Ins Average Avg,

Accumulated Days Days (through (09/10- RefurbPer Months
Costs Vacant Occupied 08/11) 08/11) Moveln

Per Month
Occupancy
Occupied Cost

$ 126,782.30 57 441 65 62 S 1,960.00
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Arredondo Move out reason report 2011
Move Out Date Site Community Name Move In Date
jal redondo Farms . AMYM PRATT. " 4/1/2006 -
redondo Farms
redondo Farms.
Arredondo Farms

2410

2/16/2011 2607 Arredondo Farms Shirley Héll 1/25/2010

2/23/2011 2400 Arredondo Farms Jesse Nipper 6/1/2010
s .
3/1/2011 2504 Afredontp e “Raquel Oberg ©2/12/2010
3/1/2011 2636 Arredondo Farms Ellzabeth Vanheuveln 1/16/2009
3 ; FRTes A3y

5/2/2011 2618  Arredondo Farms JefBell  11/29/2010
5/4/2011 2008 Arredondo Farms Robert Walsh 8/24/2009

5/21/2011 2617 Arredondo Farms Angela Barber 5/18/2009

6/2/2011 136 Arredondo Farms Kaitlyn Smith

6/26/2010
R

6/17/011 123 Arredondo Farms ' ‘ Russell Broyles 8/17/2010
6/20/2011 2844 Arreddndo Farms Myrlande Elrchme 2/19/2011

7/8/2011 5 Arredondo Farms JAMES 2% HILL 5/26/2006

Michael Voyles 2/28/2011
Adam Webster _ 6/25/2010

7/12/2011 2400
7/12/2011

7/28/2011 2429 Arredondo Farms T Matild Castro  4/23/2010
7/31/2011 7 Arredondo Farms Jennifer Finley 6/24/2009
7/31/2011 122 Arredondo Farms Michael Coble 6/28/2010

7/31/2011 Arredondo Farms Jesse Nlpper 4/23/2010
v . distee . e R .
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sy ; { 153 . 523,
9/19/2011 Charity Oliver 7/2/2009
9/19/2011 2007 Arredondo Farms THOMAS A KASICKI 2/27/2007
Total 35
Months 9

Per month 3.89
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Moveout Reason

abandon home, left keys in drop box at offrce.overmght
broke lease due to job transfer
3 AN

Saltel : S %
non-renewal, purchased home elsewhere
abandon home without notice
, o el i S

B SRR S SRR 2
disturbance w1th neyghbor decuded to move back home to Key West
Purchased home on large plece of land

NG

repo

abandon home by 7/5 under eviction
gave 30 day notice

> 1£{0) ) )
home was abandon when gold key was performed
moved into home she's renting from private owner in community, | couldn’t match rental rate.
moved to venice fl for job

movpd back to Texas due to her mother s Jllness
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non-renewal of lease
repo, going through divorce and could no longer afford home



BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In re: Application for increase in
water/wastewater Rates in  Alachua,
Brevard, DeSoto, Hardee, Highlands, Lake,
Lee Marion, Orange, Palm Beach, Pasco,
Polk, Putnam, Seminole, Sumter, Volusia,
and Washington Counties by Aqua Utilities
Florida, Inc.
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION
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 Mallory Starling, Jeremy Gray, and Mike Green and the
exhibits introduced by these witnesses at the public hearing before the Public Service
Commission (“PSC”) in Gainesville, Florida on September 12, 2011 (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,
including Exhibit Number 14 introduced at the Gainesville Hearing titled “Customer
Complaints and Pictures” and filed separately by Yes on September 20, 2011. 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.



