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Aqua Utilities Florida, Inc. www.aquautilitiesflorida.com
762 W. Lancaster Avenue
Bryn Mawr, PA 19010

September 27, 2012 N
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e S
Ms. Ann Cole, Director ;‘g -
Commission Clerk = = ‘“'ij;
Florida Public Service Commission = o Si
2540 Shumard Oak Boulevard o O
Betty Easley Conference Center, Room 110
Tallahassee, FL. 32399-0850
In Re: Application for increase in water and 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., Docket No. 100330-WS- Monitoring Report
Dear Ms. Cole:
In accordance with Order No. PSC-12-0102-FOF-WS in Docket No. 100330-WS,
enclosed are the original and eight (8) of the following reports and summaries relative to the
Aqua Utilities Florida, Inc. (“AUF”’) Monitoring Plan for the quarter of June through August
2012:
1. Quarterly Reports Regarding PBWNSs;
2. Call Center Monitoring Statistics Report;
3. Management Quality Performance Report;
coM . . .
AFD | 4, Florida Complaint Support Information Report;
APA _1
£CO 5. Florida Score Card,
ENG
GCL 6. Quarterly Environmental Report (warning letters, consent orders, notice of
,!DM violation).
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Ms. Ann Cole, Director
September 27, 2012
Page 2

Please acknowledge receipt of this filing by stamping the extra copy of this letter “filed”
and returning the copy to me. There is no need to return the attachments, just a copy of the cover
letter. '

Thank you for your assistance.

Regulatory Counsel and
Manager of Legislative Affairs

Enclosures

cc: Bruce May, Esq., Holland & Knight
Ralph Jaeger, Esq.
Patti Christensen, Office of Public Counsel
Cecilia Bradley, Esq.



AUF — Quarterly
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Aqua Utilities Florida, Inc.
Precautionary Boil Water Notice Incident Report

Date: August7 2012
Location/System: Rosalie Oaks

Public Boil Water Notices — PBWN issued by direct mail and door tags for 97 customers in The

' Rosalie Oaks subdivision for a planned outage. The direct mail letters were mailed on August 3
2012 and the doors were tagged by 9 am August 7 2012

Explanation For Each Occurrence — Planned outage to accommaodate a county storm water
project. The duration of the outage was approximately 4 hours. Precautionary Boil Water
Notices were distributed to the 97 homes affected by the brief outage. AUF’s operator

~ collected two bacti samples after service was restored.

Name of the systems where each PBWN occurred — The Rosalie Oaks water system
Number of customers affected — 97

Explanation as to how the customers were notified — Direct mall and Door Tags. -

Length of Time the PBWN Remained in Effect - The PBWN was In effect for 2 days. The water

- outage lasted approximately 4 hours,

Summary of customer responses to the PBWN’s: no customer response



Aqua Utilities Flonda
Water Notice
Date,.&[éli 2

System Name: @ylfﬁ | WI

Address: .

Water service will be ted tem rily n yom
appmxlmalely from % ! g/) /’_

ig il prevent any pmnt dam

Py thntimﬁs&tmemterkoﬂ We
-WMWMthmhwm
this period.

Once the wales is restored, we suggest that you allow water
to run in your kitchen and bathrooms for several minutes
10 remove any sediment that may have entered the system.

In accordance with the regulstory entity for your water
system, we are required to issue the lollowing
Precautionary 8oil 1 %0 all effected

customers which will.renain h -affect untit further notice. ’

to.o: bt and £0 ,
WNMMWQWWWa sl your own
expanse.

i you have any questions regerding this matter you may
cantact:

CUSTOMER SERVICE
(87 7) WTR-AQUA

Form 003

Aqua Utilities Florida

Water Notice
Date: 9 ? ~ [
System Name: __K¢ J‘Jq (€ éA&g_

Address:

The, 5, ’é" ( 2—_‘ Precautionary Boll

Water Not(!icﬁm is hereby rescinded, following
the satisfactory completion of the bactericlogical survey
demonstrates the water is safe to drink.

If you have any questions regarding this matter you
may contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

Form 002

e




Aqua Utllitles Florida, Inc. T' 352 674-2880
P.O. Box-2480 F. 362 674-2862
Lady Lake, FL 32158-2480 WWW.aquaamerica.com

- Notice to Customers of the Rosalie Oaks Water System,
Water service will be interrupted between 9 a.m. and 3 p.m. on
-~ Tuesday, August 7, 2012

Aqua Utilities Florida ( Aqua),WiU temporarily interrupt water service within the Rosalie Oaks
water system between 9 a.m. and 3 p.m. on Tuesday, August 7, 2012 for the relocation of a water
‘main within yotir water system. The relocation is necessary 10 accommedate the installation of
new storm water utilities by Polk County. Aqua will also use this opportunity to install additional
isolution valves throughout the water system to impruve the operation of the system,

When water service is restored. Aqua will sample and test the water in the distribution system to
ensure that no contamination took place during the service interruption. Aqua advises

customers to use boiled tap water or bottled water for drinking and cooking as a

precaution until we receive test results from the lab. We expect this precautionary boil water
advisory to be in effect for a minimum of two days following the restoration of water service,
‘Aqua will notify customers by door hangers when it is lifted.

While the precautionary boil water advisory is in effect, customers should boil their tap water
(bring it to a rolling boil, and let it boil for one minute) and let it cool, or use¢ bottled water for
dnnkmg, cooking, washing food, making ice. or brushing tee(h Boiling kills bacteria and other
organisms that mlghl be present in the water,

We apologize for the inconvenience and thank you for your patience as Aqua improves your
water syswm

For more mformanon call Aqua Utilities Florida at 877.987.2782 or Tricia Wllhams at-
352.266.0608.

(PWS # 3531546)
Date: August 6. 2012

An Aquas Americe Company
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Aqua Utilities Florida, Inc.
Precautionary Boil Water Notice lncldent Report

Date: August 1 2012
Location/System: Vlllggg Wate ;

Public Boil Water Notices — PBWN Issued by door tags for 3 customers in Bellaire Estates
subdivision at approximately 9:45am, on August 1, 2012,

Explanation For Each Occurrence - The location was 4562 Maine Ave Lakeland Fi . The
duration of the outage was approximately 30 minutes. Precautionary Boil Water Notices were
distributed to the 3 homes affected by the brief outage. AUF’s operator collected two bacti

- samples after service was restored.

Name of the systems where each PBWN occurred — Village Water water system

.Number of customers affected — 3

Explanation as to how the customers were notlf ed— Door Tags.

Length of Time the PBWN Remained in Effect — The PBWN was in effect for 2 days. The water
outage lasted approximately 30 minutes.

Summary of customer responses to the PBWN’s: no customer response




Aqua Utilities Florida
‘Water Notice

Date: _z S"/L

System Name: _¢, "/
Address:

muf’ /" /2' ; 'memmm
dmmmadn%kaﬁbm

If you have any questions regarding this matter you
rnay contact:

CUSTOMER SERVICE
1(87 7) WTR-AQUA

E ,........__A”..—-—-——‘.m‘. e ———

Aqua Utilities Florida
Water Notice

Date:, Q» /"’/ Z_

System Name: LA N\ &g o+

Address:

Due to recent circumstances beyond our control, your
area has experlenced low water pressure. The low

" pressure was a result of;

/ﬁ%&er Main Break

Q Water Main Construction
Q Electrical Failure at Water Facility
Q B(planaﬁon

I you have any questions regarding this matter you
may contact:

CUSTOMER SERVICE
l (87 7) WTR-AQUA




Agua Utllities Florida, Inc.
Precautionary Boll Water Notice Incident Report

Date: July 42012

Location/System: Valencia Terrac

Public Boil Water Notices — PBWN issued by door tags for 15 customers in Valencia Terrace

subdivision at approximately 4 pm. on July 4, 2012,

Explanation For Each Occurrence — The tocation was Our 6” (in) main broke at 03622 Sailfish

~ Ave. The duration of the outage was approximately 5 hours from 11 am to 4 pm. Precautionary

Boil Water Notices were distributed to the 15 homes affected by the brief outage. AUF's

o operator collected two bacti samples after service was restored.

-

mmooO

‘Name of the systems where-each PBWN occurred — Valencia Terrace water system

Number of customers affected ~ 15

Explanation as to how the customers were notified — Door Tags.

Length of Time the PBWN Remained In Effect - The PBWN was in effect for 2 days The water
outage lasted approximately 5 hours.

Summary of customer responses to the PBWN's: no customer response




CI Water Main Construction
Q Electrical Failure at Water Facllity
Q Explanation

o

Inat:oordancewlth theregulato entity for
we are requlred to issue the Ea!lowl aﬂ .
%?occut tonary Boll Water Notifica
ffected custoraers which will yematn in effeé’t«untﬂ
the problem has been corrected and a bacteriological
 evaluation shows that the water {s safe to drink.

I you have any questions regarding this matter you
- may contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

Form 004




Aqua Utilities Florida
» Water Notice

huﬂmmﬁmdﬂuwocicdm
demonstrates the vatuts sala to drink.

M you have any questions rega:dlng this matter you
“may contact:

CUSTOMER SERVICE
. 1(877) WTR-AQUA
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Aqua Utilities Florida, Inc.
Precautionary Boll Water Notice lnc!dent Report

Date: June 9 2012

Location/System: Rosalie Oaks

Public Boil Water Notices — PBWN issued by door tags for 97 customers in The Rosalie Oaks
subdivision at approximately 10:30 am, on June 9, 2012, ‘
Explanation For Each Occurrence ~ The location of the line break was Rosalie Oaks Lot 90. The
duration of the outage was approximately 6 hours.. Precautionary Boll Water Notices were
distributed to the 97 homes affacted by the brief outage.” AUF's operator collected two bacti
samples after service was restored.

~ Name of the systems where each PBWN occurred — The Rosalie Oaks water system

Number of customers affected — 97

Explanation as to how the customers were notified — Door Tags:

Length of Time the PBWN Remained in Effect —The PBWN was in effect for 2 days The water -
outage lasted approximately 6 hours.

Summary of customer responses to the PBWN'’s: no customer response




Aqua Utilities Florida
Water Notice

Da (- 13— [Z—
| Sy:emNafe Rotalie ,ﬂ:
- Address: :

The__& é”?“ /L'MuﬂonamBml‘

Woter Nnt{ﬁ(g?ion is hereby rescinded. following
the satisfactory completion of the bacteriological survey
demonstrates the water is safe to drink.

il you have any questions. regarding this matter you
ray contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

Form 002

Aqua Utihties Florida
Water Nogie

uwmumwa«mw
Q Explanation

sh’odd
bolle m,tmcmm
ho%d aontkm to Y battled
a\ ;our own cxpense

If you have any questions regarding th
may contact:

'CUSTOMER SERVICE
1(877) WTR-AQUA

s matter you
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Aqua Utilities Florida, Inc.
Precautionary Boll Water Notice lncldentReport

Date: July 17,2012
Location/System: Orange Hill/Sugar Creek Subdivisions

PBWN issued by door tags for 90 customers in the Orange Hill Subdivision at approximately 4:30
p-m. on July 17, 2012.

Explanation For Each Occurrence — The location was at 102 Valencia Street in Orange Hill
Subdivision due to a contractor hitting a 2 inch main. AUF’s operator flushed the system,

"verified chlorine residuals and collected bacti samples after service was restored, The water

outage lasted approximately 0.5 hours,

Name of the systems where each PBWN occurred —Orange Hill/Sugar Creek

Number of customers affected—90

Explanation as to how the customers were notifled — Door Tags.

Length of Time the PBWN Remained in Effect - The PBWN was in effect for 2 days Rescission
notices were distributed by door tags.

Summary of customer responses to the PBWN’s; A 3 ulls to customer service concernmg the
outage.




Aqua Utilities Florida
Water Notice

Date: /- 1 - i
Systemn Narne: C AT {-l . W\
Address:

The_ 1~ | ‘L}Zk-‘é__ Precautionary Boil
. Watar Notification i hereby rescinded. The satisfactory
completion of the bacteriological survey demonstrates the

" water Is safe to drink.

if you hava any questions regarding this matter you may
conact:

'CUSTOMER SERVICE
1(877) WTR-AQUA

[ Tt ea——

Aqua Utilities Florida
Water;Noticﬂe |

I you have any qaestions regarding this metter you
may contact:

CUSTOMER SERVICE

__1(877) WTR-AQUA
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Aqua Utilitles Florida, Inc.
Precautionary Boil Water Notice Incident Report

Date: August 21 2012

Locatlon/System: The Meadows

Public Boil Water Notices = PBWN lssued by door tags for 12 customers m The Meadows
subdivision at approximately 8:20 am, on August 20, 2012.

Explanation For Each Occurrence ~ The location was South Charlotte Polnt Homosassa Springs FL
. The duration of the outage was approximately 3.5 hours, Precautionary Boil Water Notices

- were distributed to the 12 homes affected by the brief outage. AUF’s operator collected two
_ bacti.samples after service was testored.

Name of the systems where each PBWN occurred — The Meadows water system
Number of customers affected — 12
Explanation as to how the customers were notified — Door Tags..

‘Length of Time the PBWN Remained In Effect — The PBWN was in effect for 2 days. The water

outage lasted approxnmately 3.5 hours.
Summary of customer responses to the PBWN's: no customer response




AQUA UTILITIES
Date:v A UGUSTZG, gglz' i .
Service Area: _THE MEADQWS - SOUTH

IMPORTANT NOTICE

BOIL WATER BEFORE USE

Water service was interrupted in your area on (date):
AUGUST 20,2012
PWS ID 6091178
due fo: : - ’ '

PARTIAL QUTAGE DUE TO WATER MAIN BREAK
A precautionary boil water notice is belng issued due to the

' Josy.of pressure in the distribution system. Due to this loss

of pressure in the distribution system, the bacteriological
quality of the water is questionable. '

Therefore, as a precaution, we advise that all water used
for drinking, covking, making ice, brushing teeth, or
washing dishes be.boiled. A rolling beil of one minute Is
sufficient. As an alternative bottled water may be used.

Please follow the instructions.on_this card.

AQUA UTILITIES will be flushing the affected lines and
will collect two consecutive days of bacteriological samples
as soon as all flushing and disinfection-is completed. This is
a precautionary measure to ensure that the water meets all
safe drinking water standards.

This notice will end when notified.

This netice will remain in effect until satisfactory
bacteriological samples are received. Please call Customer
Service at 1-877-987-2782 for additional information or
clarification. Thank you for your cooperation.

BOIL WATER INSTRUCTIONS ]

Run watsr from faucets for several seconds to
flush any sediment or other contaminants from
the plumbing.

Boil water for a minimum of one minute before
use for food pmpai-aﬁon or drinking until’
notified not to do so.

Do not add bleach, chiorine, or any other
substance, as a dislnfectant b water in an effort
to make [t drinkable as this may be extremely
hazardous to your health. The most effective
means to insure your safety is to boil water.
Apply these pracedures until notified not to do
80. You can return to normal water use at that
time.

AQUA UTILITIES
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Aqua Utillties Florida, Inc.
Precautionary Boll Water Notice incident Report

Date: July 3, 2012 v
Location/System: Lake Gibson Estates

Publlc Boil Water Notices — PBWN issued by door tags for 25 customers in The Lake Gibson
Estates subdivision at approximately 8:30 pm, on July 3, 2012.

. Explanation For Each QOccurrence - The location of the line break was 5835 Crafton Drive

takeland Florida. The'duratlon of the outage was approximately 1 hour. Precautionary Boil
Water Notices were distributed to the 25 homes affected by the brief outage. AUF‘s operator
collected two bacti samples after service was restored. .

Name of the systems where each PBWN occurred — The Lake Gibison Estates water system
Number of customers affected = 25 :
Explanation as to how the customers were notified — Door Tags

Length of Time the PBWN Remained in Effect — The PBWN was in effect for 2 days The water
outage lasted approximately 1hours. :
Summary of custorner responses to the PBWN’s: no customer response




Aqua Uti_llﬁéé Florida
Water Notice
Date: _2/

System Name: _L. A /(|
Address: (.'. . A7

Dug 19 recent cireurnstances ‘bawnd our contrel, your area
has experienced low water pressure. The low pressure was
arvesultof: . .

: g&’aer Main Break -

Water Main Construction
‘0 Electrical Failura at Water Faciﬂty
Q Expldnatlon

In accardance with the regulatory entity for your water
syslem, “we are required 1o issua the following
Precautionary Boil Water Notification io all affectad
customers which will rémain in effect until further notice,

Ta ensure destruction of ai“;ohnﬂally harmful bacteria
and other microbes, watir for drinking. cooking. and e
mnking should be bolled and cosled pricy 0. consumplion.
- Tha waber should be brought 10 2 boll and contirue

- 1o betlakdl cwo minutes.- In: e of boiling, you may

purchase bottled watar 2l your own expense.

f you have any questions regarding this matter you may
contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

m
.
~,
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: Aqua Utilities Florida
Water Notice

The__ ?/3//3 ' Pneauﬂouarysoﬂ

Water Notification is hereby rescinded, following
the satisfactory completion of the bacteriological survey
demonstrates the water is safe to drink.

if you have any questions regarding this matter you
may contact: :

CUSTOMER SERVICE
1(87 7) WTR-AQUA

Form 002
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Aqua Utliities Florida, Inc.
Precautionary Boil Water Notice Incident Report -

Date: August3, 2012 o y » S
Location/System: Interfachen Estates :

Public Boil Water Notices — PBWN issued by door tags for 289 customers in The Interlachen
Estates subdivision at approximately 1:30 pm, on August 6, 2012.

Explanatlon For Each Occurrence ~ interruption in disinfection system. Precautionary Boal
Water Notices were distributed to the 289 homes AUF’s operator collected follow up bacti
samples, Once the samples cleared the system the precautionary boil water notice was lifted
Name of the systems where each PBWN occurred ~ The Interlachen Estates water system
Number of customers affected — 289.

Explanation as to how the customers were notified — Door Tags

*-Length of Time the PBWN Remained in Effect — The PBWN was in effect for 2 days

Summary of customer responses to the PBWN’s: no customer response




Aqua Utllities Florida, Inc.  T:352.674-2860
. P.O. Box 2480 F: 352.674-2882
Lady Lake, FL 321568-2480 www.aquaamerica.com

Notice to Customers of the Interlachen Lake Estates
Water System |

Aqua Utilities Florida (Aqua) experienéed an interruption of chlorine'disinfection on Friday
evening, August 3, 2012, This condition was discovered Monday morning.

Due to the loss of chlorine residual, Aqua is advising customers of this system to use boiled
tap water or bottled water for drinking, cooking, washing food, making ice cubes, or
brushing teeth. Please bring tap water to a rolling boil, boil it for one minute, and then let it cool
before using it.

Chlorine residual has been restored, and samples are being collected today and tomorrow for
testing. The boil water advisory will remain in effect for a minimum of two days while we await
test results from the laboratory. Customets will be notified when the advisory is lifted.

Please share this information with all of the other people who drink this water, especially those
who might not receive this notice directly.

We apologize for the i mconvemence and thank you for your patience.

For more information cal] Tricia Williams at 352.266.0608 or Aqua Utilities Florida’s customer
service center at 877.987.2782.

(PWS #2540545)
Date: 8/06/2012

An Aqua America Company




AQUA.

Aqua Utilities Florida, Inc.  T:352.874.2860
P.O. Box 2480 F: 362.674.2802
Lady Leke, FL 32168-2480 www.aquautiitiesfiorida.com

DRINKING WATER PROBLEM CORRECTED
: INTERLACHEN LAKE ESTATES

Customers of Interlachen Lake Estates were notified on August 06, 2012 of an interruption of chlorine disinfection
with our drinking water cn Friday evening, August 3, 2012,

We are pleased to report that the problem was corrected on Monday, August 06, 2012. Twa (2) consecutive days of -
bacteriological test results came back clear We apologize for any inconvenience and thank you for your panenoe

As always, you may contact Tricia R. Wlll:ams at 352 266. 0608 orP.O. Box 2480, Lady Lake, FL 32158-2480 with
any comments or questions.

Please share this information with all !he other peaple who drink this water, especially those who may not have
received this notice divecily (for example, people in apartments, nursing homes, schools, and businesses). You
can do this by posting this notice in a public place or distributing copies by hand or mail.

This notice is being sent to you by Aqua Utilities Florida State Water System ID#:2540545

Date distributed: August 08, 2012

An Aqua America Company .
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Aqua Utilities Florida, Inc.
Precautionary Boll Water Notice lnctdent Report

Date: August21, 2012
Location/System: The Woods

Public Boil Water Notices — PBWN issued by door tags for 78 customers in The Woods Estates
subdivision at-approximately 8:30 pm, on August 21, 2012. ”

Explanation For Each Occurrence — Main breaker for well was tripped due to thermal over load.
The duration of the outage was approximately 1 hour. Precautionary Boll Water Notices were
distributed to the 78 homes affected by the brief outage. AUF's operator collected two bacti
samples after service was restored.

Name of the systems where each PBWN occurred The Woods water system -

Number of customers affected ~78

‘Explanation as to how the customers were notified — Door Tags.

Length of Time the PBWN Remained in Effect — The PBWN was in effect for 2 days. The water

outage lasted approximately 1hour.
Summary of customer responses to the PBWN's: no customer response




‘Aqua Utllities Florida
Water Notice

‘ the sahsfactmycompleﬂm ol the bacteriological survey
demonstrates the water is safe to drink.

i you have any questions regardinig this matter you
may cantact:

CUSTOMER SERVICE
__1(877) WTR-AQUA




Aqua Utilities Florida

In accordance with the regulatory entity for your water
system, we are required to issue the followin
cautionary Boil Water Notification to a
affected customers which will remain in effect until
the problem bascbeen corrected and a bacteriological
evaluation shows that the water i3 safe to drink.

To ensure destruction of all potentially harmful
dishes 3 od )

at your own expense.

If you have any questions regarding this matter you
may contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

Form 004
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Aqua Utilities Florida, Inc.

Precautionary Boil Water Notice Incident Report

Date: july 17, 2012
Location/System: West View

Public Boil Water Notices — PBWN issued by door tags for 29 customers in The West View
subdivision at approximately 10:30 am, on July 17, 2012. .

Explanation For Each Occurrence — Raw water from well tested positive for E Coli.
Precautionary Boil Water Notices were distributed to the 29 homes AUF’s operator collected
follow up bacti samples. Once the samples cleared the system the precautionary boil water
notice was lifted

Name of the systems where each PBWN occurred The West V'ew water system

‘Number of customers affected — 29

Explanation as to how the customers were notified — Door Tags ,
Length of Time the PBWN Remained in Effect — The PBWN was in effect for 3 days
Summary of customer responses to the PBWN's: no customer response




DRINKING WATER WARNING EXTENDED
For Westview Water System
BOIL YOUR WATER BEFORE USING

Untreoated Well Water Tested P_osltivo for Fecal Contamination

Water tests have detected a fecal indicator (. cofl) in the untreated well water in your water system. As our
customers, you have a right to know what happened and what we are domg to correct this situation.

“On July 14, 2012, we learned that a sample taken from the untreated raw water from the well in this system as an
additional assessment sample for the month of July was £, coli pesitive. As required by the Environmental Protection
Agency's (EPA’s) Ground Water Rule, as part of our cortective actions, we collected additional samples from this
well within 24 hours to determine the extent of the problem. This sampling occurred on July 15, 2012. On July 17,
2012, we received the sample test results. Although all of the results from the distribution samp!es were clear, one of
five untreated well water samples tested positive for £. coll. . .

The boil water-advisory for the Westview watcr system will continue until we inspect, disinfect and re-test the well.

What shouid 1 do?

DO NOT DRINK THE WATER WITHOUT BOILING IT FIRST. Bring all water to a rolling boil, let it boil for one
minute, and Jet it cool before using it. Boiling kills bacteria and other organisms in the water. You may also use
bottled water, Use boiled or bottled water for drmkmg, making ice, preparing food, and washing dlshes until further
notice.

Also, if you have a severely compromised immune system, have an infant, or are elderly, you may be at increased
risk and should seck advice about drinking wate¢.from your health care providers. General guidelines on ways to
lessen the risk of infection by microbes are available from the EPA’s Safe Drmkmg Water Hotlme at 800.426.4791.
If you have specific health concerns, consult your doctor. _

What does this mean? :
Inadequately treated or inadequately protected water mxgbt contain disease-causing organisms These organisms can
cause symptoms such as diarrhea, nausea, cramps, and assooiated headaches. Fecal indicators are microbes whose
presence indicates that the water may be contaminated with human or animal wastes, Microbes in these wastes can
cause short-term health effects, such as diarrhea, cramps, nausea, headaches, or other symptoms. They may pose a
special health risk for infants, young children, some of the elderly, and people with severely compromised immune
systems. These symptoms ere not caused only by organisms in drinking water. If you experience any of these
symptoms and they persist, you may want to seek medical advice, . :

What is being done?

The well that was positive for £.coli is being inspected, disinfected and re-tested. We will keep you informed of the
steps we are taking to protect your drinking water and will provide information on any steps you should be taking
until this problem is corrected.

For more information, please contact Tricia Williams, Aqua state utility engineer (352.266. 0608) or Aqua s
Customer Service (877.987.2782) or visit Aqua’s website at www.aquaamerica.com,

Pleaxe share this information with all the other people who drink this water, especially those who may not have

received this notice directly (for example, people in apariments, nursing homes, schools, and businesses). You can
do this by posting this notice in a public place or distributing copies by hand or mail.

State Water System ID# 3424036 Sent: July 17,2012




. West View Subdivision _
RESCISSION OF PRECAUTIONARY BOIL WATER
- NOTICE '

Customers of Westview were notified on July 14, 2012 and July 17, 2012 of a problem with ouf drinking
water. We are pleased to report that the probiem has been corrected. We apologize for any inconvenience
and thank you for your patience.

The distribution system was re-tested on July 18, 2012 and July 19, 2012, for coliform bacteria and all test
results were negative for two consecutive days for Total Coliform and E. coli,

As always, you may contact Tricia R, Williams at 352,266,0608 or P.Q. Box 2480, Lady Lake, FL 32158-
2480 with any comments or questions.

Please share this Information with all the other people who drinlc this water, especially those who may
not have received this notice directly (for example, people in apartmenis, nursing homes, schools, and
businesses). You can do this by posting this notice in a public place or dlsxrlbutmgcopies byhandor
mail.

This notice is being sent 10 you by Aqua Utilities Florida State Water System ID#:3424036

Date distributed: July 20, 2012
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Aqua Utilities Florida, Inc.
Precautionary Boil Water Notice Incident Report

Date: july 16, 2012
Location/System: Tangerine WTE

- Public Boil Water Notices ~ PBWN issued by door tags and Swift Reach (reverse 911)for 358

customers in Tangerine subdivision at approximately 7:30 pm. on July 16, 2012,

Explanation For Each Occurrence — Lighting storm knocked out commercial power and the
onsite generator. The duration of the low pressure was approximately 3.5 hours from 7:30 pm
to 11:00 pm. Precautionary Boll Water Notices were distributed to the 358 homes affected by
the low pressure. AUF’s operator collected two bacti samples after service was restored,
Name of the systems where each PBWN occurred — Valencia Terrace  water system

Number of customers affected — 358 o :
Explanation as to how the customers were notified - Door Tags and Swift reach.

Length of Time the PBWN Remained in Effect - The PBWN was in effect for 2 days. The water
outage lasted approximately 3.5 hours,

Summary of customer responses to the PBWN’s: no customer response




Aqua Utilities Florida ,
Water Notice
Date - "?/HJ!N-}

Duato recent drcumstanoes bc&ond our oontrd your :
T pressure. The low o

area has experienced
pressure was a result of
- Q Water Main Break
Q Water Maln Construction
JaElectrical Falure at Water. Facxlity
Q Explanation _

accordance with the xegulato entity for your wafer

%‘m’ m are requlred to iswetythe s{‘c»llowiﬁ
utlomuy Boil Water Notification to

affected customiars which will remain in effect until

the pmblem has baeen corrected and a bacteriological

evaluation shows that the water is safe to drink.

To ensure destruction of ol
. M’W

if you have any questions regarding this matter you

may contact:

CUSTOMER SERVICE
1(877) WTR-AQUA

Form:004




Aqua Utilities Florida
Water Notice

Date: ‘?fﬁ/"

fication is hcreby rescinded, followlng '
the saﬂsfwtory cempletion of the bacterologlical survey
demonastrates the water is safe to drink.

If you have any questions regarding this matter you
may contact;

CUSTOMER SERVICE
1(877) WTR-AQUA

}'-‘orm 002

e e o e




AUF — Quarterly
Call Center Statistics Report




Page 1 L o ' Call Canter Stats - Florida 120904.xis

Mtv-ﬂ TJuniz | Jwaz

Call Center Jan-1Z | Febiz | Mariz w1z | N OF STATISTICS
suﬂsﬁu 3 ¢ - o v '.) '. P :-.q "vw't""' ; Tv. oy
it i i o ] [k ot Fpl ,;( (ot : - el
States . [eancvamxs omofen v vamr orpfeancya e ommfeacya e omafeancya e omfeancva o, ANCVATX FLOHNIPANG VA, TXFLO JRefers o States ""he“’ Aq“a ““smm“s ar.
+ ILMO,INNY » ILMO,INNY » ILMO,INNY » IL,MO,INNY » ILMO, IN,NY ) » JLMOJNNY » ILDLNY » ILINNY serviced by call centers
Customers ‘ o ~ |Refers to the approximate number of customers
(approx.) 940,279 940,279 940,279 940,279 951,579 951,579 951,579 961,739 being serviced by the call centers
The number of total calls that were received
through the toll-free number that went into a
Total Calls 91,975 79,708 79,616 79,801 . 99,118 103,295 108,103 117,871 . [sesvice quene (does not inchide cus slio
used self-serve options)
' nth that call cent
Days Open 21 21 2 21 2 21 21 23 b::;:sm centers were open =
Average ‘ ~ |Calculated by dividing Total Calls by Days
Calls/Day 4,380 3,796 3,619 3,800 4,505 4,919 5,148 5,125 Open
Percentage of Total Calls where customers
Abandon Rate 2.6% 1.5% 0.8% 1.0% 4.3% 7.7% 12.4% 12.7% disconnected (abandoned) prior to a CSR
. answering.
Calls Answered in| 85% 94% 97% 96% 81% 64% 43% 44% Percentage of calls where 2 CSR answered in 90
< 90 seconds seconds or less
X S . ) .| The average time in seconds that a customer
A;:ie peed 33 sec 16 sec 9 sec 11 sec 45 sec 88 sec 150 sec 158 sec waited before their call was answered by a CSR.
e Handl ) ) . The average for all answered calls of total talk
T." crage Handle 4:34 4:20 415 416 4:27 432 4:40 4:41  |time plus total hold time plus any time for after
ime call work completed by the CSR
Average ' S ' ’ The average number of CSRs who logged in
#CSR/Da 65.6 636 . 64.3 65.1 659 613 . , 60.5 60.0 each day during the stated month : .
Calls Answered 89,584 78,512 . 78,979 79,003 . 94856 | 95,341 94,698 102,901 otal Calls less.abandoned calls.

Proprietary and confidential




AUF ~ Quarterly
Management Quality Performance Report



Jun-12 : o
_ Percent Total Calis
1 Move In or Move Out 21% 1,067
2 Pay by Phone - Speedpay 16% 787
3 Verify Account Balance 9% 459
4 Payment Arrangement 6% 317
5 Customer Account Changes 6% 282
6 Restore Service 5% 259
7 Shut-Off Notice 4% 219
8 Payment Confirmation Number 4% 213
9 Explain Bill 4% 194
10 High Bill Complaint 4% 182
11 Verify Receipt of Payment 3% 137
12 Sewer Service Complaint 2% 81
13 Service Line Leak 1% 55
14 Turn On or Turn Off Service 1% 55
15  Leak Adjustment 1% 53
16 Dispute Bill 1% 45
17 Aqua Online 1% 44
18 No Water 1% 43
19  Waive Late Fees 1% 36
20 Payment Location Inquiry 1% 36
All Other Calls ‘ 8% 406
Total calls ~100% 4,968




Jul-12 . . o
. Percent Total Calls
1 Move In or Move Out 19% 1,059
2 Verify Account Balance 14% 764
3 Pay by Phone - Speedpay 13% 731
4 Payment Arrangement 5% 295
5 Restore Service 5% 279
6 Customer Account Changes 5% 260
7 Explain Bill 5% 255
8 Shut-Off Notice 5% 254
9 No Bill 4% 203
10  Payment Confirmation Number 4% 202
11 No Water 3% 175
12 Verify Receipt of Payment 2% 112
13 High Bill Complaint 2% 101
14 Service Line Leak 1% 80
15 Boil Water Notice 1% 7
16 Turn On or Turn Off Service 1% 65
17 Low Pressure 1% 56
18 Leak Adjustment 1% 51
19  Sewer Service Complaint 1% 43
20 Aqua Online 1% 43
: All Other Calls 9% 502
“Total calls 100% 5,601




| AUF - Quarterly
Florida Customer Contact Report



Florida Customer Contacts
June 2012
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Florida Customer Contacts
June 201 2
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Florida Customer Contacts
~June 2012
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Florida Customer Contacts
July 2012
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Florida Customer Contacts.
< July 2012
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Florida Customer Contacts
July 2012
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Florida Customer Contacts
August 2012
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Florida Customer Contacts
August 2012
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AUF — Quartérly
Florida Score Card



Customer Service - June 2012

Target Actual

Read Rate of Metered Accounts ' o 9_9.00% / 99.30% '
% of cycles completed on scheduled date (+ or - 1 Day) 1100% | 100.00%
Overall Estimate Rate o 0.50% | 0.20%

Accounts Estimated > 90 Days 0.05% | 0.07%




Customer Service - July 2012

Target Actual

Read Rate of Metered Accounts | 99.00% | 99.30% |

% of cycles completed on scheduled date (+ or - 1 Day) - 100% | 100.00%"
Overall Estimate Rate 0.50% | 0:30%

Accounts Estimated > 90 Days - 0.05% | 0.11%




Customer Service - August 2012

| Target Actual

Read Rate of Metered Accounts _ 99.00% | 99.30%

% of cycles Eémpleted §n scheduled date (+ or - 1 Day) | 100% 100.‘06%
Overall Estimate Rate 0.50% | 0.30%
0'1'1%

Accounts Estimated >90 Days

0.05%




AUF - Quartefly
Environmental Report



There are no Quarterly Environmental Reports for the quarter of June through August 2012,



