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Aqua Utilities Florida, Inc. I.-. i., - ~2 ? ,,c/ 
2228 Capital Circle NE, Ste. 2A 
Tallahassee, FL 32308 

November 9.2010 

Ms. Ann Cole, Director 
Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Betty Easley Conference Center, Room 1 10 
Tallahassee, FL 32399-0850 

In Re: Application for increase in water and wastewater rates in Alachua, Brevard. 
DeSoto, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, Polk, Putnam, 
Seminole, Sumter, Volusia, and Washington Counties by Aqua Utilities Florida, Inc., 
Docket No. 080121-WS - Phase I1 Monitoring Report 

Dear Ms. Cole: 

In accordance with Order No. PSC-10-0297-PAA-WS in Docket No. 080121-WS, 
enclosed are the original and eight (8) of the following reports and summaries relative to the 
Aqua Utilities Florida, Inc. ("AUF") Phase I1 Monitoring Plan for the month of September, 2010: 

1. Management Quality Performance Report - September 2010; 

2. 

3.  

Florida Complaint Support Information Report - September 2010; 

Florida Score Card - September 2010; 

4. Call Center Monitoring Statistics - September 2010; 

5 .  

6 .  

Call Quality Report - September 2010; 

Estimated Read Report - September 2010; 

7. Aged Service Orders Reports; and, 
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PSC - Letter 
November 9,2010 

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. 

~,~ 
L /---I 3 

Troy Rendell 
Rates Manager 

Enclosure 

cc: Bruce May, Holland & Knight 
Ralph Jaeger, Esq. 
Earl Poucher 
Charles Beck, Esq. 
Cecilia Bradley, Esq. 
Kimberly A. Joyce, Esq. 

An Aqua America Company 
ww.aquautiIitiesflorida.com 
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Phase I1 Monitoring 

Management Quality Performance Report 

September 20 10 



QUALITY PERFORMANCE REPORT 

:lorida Customers 

1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 

sep-IO 

Move In or Move Out 
Pay by Phone - Speedpay 
Verify Account Balance 
Customer Account Changes 
Restore Service 
No Water 
Shut-Off Notice 
Payment Confirmation Number 
Explain Bill 
Payment Arrangement 
High Bill Complaint 
Verify Receipt of Payment 
Service Line Leak 
Dispute Bill 
Leak Adjustment 
Turn On or Turn Off Service 
Meter Problem 
Zip Check Sign up 
Low Pressure 
Payment Location Inquiry 

Percent Total Calls 
17% 861 
14% 755 
10% 535 
8% 395 
6% 304 
6% 207 
4% 232 
4% 206 
4% I 9 9  
4% 185 
3% 158 
2% 117 
2% 81 
1% 77 
1% 65 
I % 63 
1 % 57 
1% 52 
1% 51 
1% 48 
9Q/" 479 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Florida Scorecard - Operational Service Metrics 

September 2010 



Read Rate of Metered Accounts 

Overall Estimate Rate 
Accounts Estimated>90 days 

Percentage of Active Accounts Not Billed 

%of cycles completed on scheduled date (+or - 1 Day) 

Target Actual 
99.00% 99.20% 
100.00% 100.00% 

0.80% 0.10% 
0.15% 0.07% 
0.06% 0.07% 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Florida Complaint Support Information Report 

September 2010 



Florida Customer Contacts 
September 201 0 

BILL DlSP I 2 
CUREBOX M 2 

Page 1 Of E 

Printed: 101WZO10 
FL-FILE-SEPTEMBER-2010.XISX 

IS Services 



Florida Customer Contacts 
September 201 0 
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Florida Customer Contacts 
September 201 0 
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Florida Customer Contacts 
September 201 0 
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Florida Customer Contacts 
September 201 0 

I 
SATSUMA Total 2 
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Florida Customer Contacts 
September 201 0 
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Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Call Center Monitoring Statistics 

September 2010 



Page 1 Call Center Stats - Florida 101005.xls 

>XPLANATION OF STATISTICS Call Center July-10 
Statistics -l- 

through the toll-free number that went into a 

~ 

Proprietary and confidential 



Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Call Quality Report 

September 20 10 



AOUA CSR Call Quality Scores - 
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Aqua Utilities Florida Inc. 

Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Aged Service Orders Reports 

September 2010 



Aqua America Aged Service Orders* 
FL - All Florida 

Status: 0 -Needs to be Worked in the Field 
Run Date: 91312010 

‘Designated Types 

Page 1 of 14 
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IS Services 



Aqua America Aged Service Orders* 
84 - Leesburg 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

REPR REPAIRIINVESTIGATION 3 0 0 0 0 0 0 0 0 0 0 3 
RMTR READ METER SERVICES 0 0 0 0 0 0 0 0 0 0 0 0 
RPST REPAIR STREET 0 0 0 0 0 0 0 0 0 0 0 0 
RRMT RE-READ METER 0 0 0 0 0 0 0 0 0 0 0 0 

n n " " " - - ~ ~ 

I TDNN ITURNWATERON I 01 01 01 01 01 01 01 01 01 01 01 0 
Totals 6 0 0 0 0 0 0 0 0 0 0 6 

Page 2 of 14 
9/3/2010 

IS Sewices 



Aqua America Aged Service Orders* 
85 - Lake Suzy 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

~~ 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

*Deripnated Types 

Page 3 of 14 
9/3/2010 

IS Services 



Aqua America Aged Service Orders* 
86 - Putnam 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

'Designated Types 

Page 4 of 14 
9/3/2010 

IS Sewices 



Aqua America Aged Service Orders* 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Tots I 6 0 0 0 0 0 0 0 0 0 0 6 

*Designated Types 

Page 5 of 14 



Aqua America Aged Service Orders* 
89 - SeminolelFL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 3 0 0 0 0 0 0 0 0 0 0 3 

*Designated Types 

Page 6 of 14 
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IS Sewices 



Aqua America Aged Service Orders* 
90 - Ocala 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

TOFF ITURN WATER OFF I 01 01 01 01 01 01 01 01 01 01 01 0 
T"MM ITII.NW.TFT1 "N "I "I "I "I "I "I "I "I "I "I ,,I " 

Total9 1 0 0 0 0 0 0 0 0 0 0 1 

'Designated Type$ 

Page 7 of 14 
9/3/1010 
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Aqua America Aged Service Orders* 
91 -Palm Beach 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 0 0 0 0 0 0 0 0 0 O 0 0 

‘Designated Types 

Page 8 Of 14 
9/3/2010 

IS Services 



Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

*Designated Types 

Page 9 of 14 



Aqua America Aged Service Orders* 
93 -Sunny HillsWashington 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 1 0 0 0 0 0 0 0 0 0 1 

*Designated Types 

Page 10 of 14 
9/3/2010 

IS Services 



Aqua America Aged Service Orders* 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

Totals 6 0 0 0 0 0 0 0 0 0 0 6 

‘Designated T y p r  

Page 11 of 14 
3/3/2010 

IS Services 



Aqua America Aged Service Orden* 
95 - Sebring 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/3/2010 

‘Derlgnafed Types 

Page 12 of 14 
9/3/2010 
IS Sewices 



Aqua America Aged Service Orders" 
NO -No Orders 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/3/2010 

CE-MISCELLANEOUS 

*Designated Types 

Page 13 of 14 
9/3/2010 

IS Services 



Aqua America Aged Service Orders* 
FL -All Florida 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/10L?OlO 

‘Designated Types 

Page 1 of 14 

9/10/2010 
IS Services 



Aqua America Aged Service Orders. 
84 - Leesburg 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/1O/ZOIO 

*Designated Types 

Page 2 of 14 

9/10/2010 
IS Services 



Aqua America Aged Service Orders* 
85 -Lake Suzy 

Status: 0 - Needs to be Worked in the Field 
Run Date: 911 Ol2010 

RRMT IRE-READ METER 01 01 01 01 01 01 01 01 01 01 01 0 I 
SLM [SEWER LATERAL MAIN 01 01 01 01 01 01 01 01 01 01 01 0 
SVLK  SERVICE LEAK 01 01 Dl 01 01 01 01 01 01 01 01 0 I 
TOFF [TURN WATER OFF 01 01 01 01 01 01 01 01 01 01 01 0 
TONN ITURN WATER ON 01 01 01 01 01 01 01 01 01 01 01 O I 

Totals 6 0 0 0 0 0 0 0 0 0 0 6 

.Designated Types 

Page 3 of 14 
9/10/2010 
IS Services 



Aqua America Aged Service Orden* 
86 - Putnam 

Status: 0 -Needs to be Worked in the Fieid 
Run Date: 9/10/2010 

0 0 0 0 0 0 0 0 0 0 0 0 

*Designated Types 

Page 4 of 14 
9/10/2010 
IS Services 



Aqua America Aged Service Orders* 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Fieid 
Run Date: 911012010 

ITENANCf 
ION 

Totali 1 5 0 0 0 0 0 0 0 0 0 6 

‘Designated Types 

Page 5 of 14 
9/10/2010 
IS services 



Aqua America Aged Service Orders’ 
89 - SeminolelFL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/10/2010 

Totals 1 1 0 0 0 0 0 0 0 0 0 2 

*Designated Types 

Page 6 Of 14 
9/10/2010 
IS Services 



Aqua America Aged Service Orders' 
90 - Ocala 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/10/2010 

*Designated Types 

Page 7 O f  14 



Aqua America Aged Service Orders' 
91 -Palm Beach 

Status: 0 -Needs to be Worked in the Field 
Run Date: 911012010 

1 0 0 0 0 0 0 0 0 0 0 1 

'Designated Types 

Page 8 of 14 



Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 -Needs to be Worked in the Field 
Run Date: 911012010 

'Designated Types 

Page 9 of 14 

9I1Ql2a10 
IS Services 



Aqua America Aged Service Orders* 
93 -Sunny HillsNVashington 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/10/2010 

Page 10 of 14 

‘Designated Types 

9/10/2010 
IS Services 



Aqua America Aged Service Orders* 
94 - Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/10/2010 

Totals 1 3 0 0 0 0 0 0 0 0 0 4 

‘Designated Types 

Page 11 of 14 



Aqua America Aged Service Orders" 
95 - Sebring 

Status: 0 -Needs to be Worked in the Field 
Run Date: 911012010 

Page 12 of 14 
9/10/2010 
ISSewicer 



Aqua America Aged Service Orders* 
NO - No Orders 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/10/2010 

Page 13 of 14 
9/10/2010 
IS Services 



Aqua America Aged Service Orders* 
FL -All Florida 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

Totals 9 2 1 0 0 0 0 0 0 0 0 12 

*Designated Types 

Page 1 of 14 
3/19/2010 
IS Services 



Aqua America Aged Service Orders* 
84 - Leesburg 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

REPR REPAIR/INVESTIGATION 
RMTR READ METERSERVICES 0 0 0 0 0 0 0 0 0 0 0 0 

0 0 0 0 0 RPST REPAIR STREET 0 0 0 0 0 0 0 
RRMT RE-READ METER 0 0 0 0 0 0 0 0 0 0 0 0 

n n n n n " n n n n n " 

I TONN ITURNWATERON I 01 01 01 01 01 01 01 01 01 01 01 01 
Totals 5 0 0 0 0 0 0 0 0 0 0 5 

*Designated Types 

Page 2 of 14 
9/19/2010 
ISServicer 



Aqua America Aged Service Orders' 
85 - Lake Suzy 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

'Designated Types 

Page 3 of 14 

9/19/2010 
IS Sewices 



Aqua America Aged Service Orders* 
86 - Putnam 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

'Designated Types 

Page 4 of 14 



Aqua America Aged Service Orders' 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

RRMT 
SLM 

SVLK 
TOFF 
TONN 

RE-READ METER 0 0 0 0 0 0 0 0 0 0 0 0 
SEWER LATERALMAIN 0 0 0 0 0 0 0 0 0 0 0 0 
SERVICE LEAK 0 0 0 0 0 0 0 0 0 0 0 0 
TURN WATER OFF 0 0 0 0 0 0 0 0 0 0 0 0 
TURN WATER ON 0 0 0 0 0 0 0 0 0 0 0 0 

Page 5 of 14 
9/19/2010 
IS Services 



Aqua America Aged Service Orders* 
89 - SeminolelFL Comm 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

0 0 1 0 0 0 0 0 0 0 0 1 

*Designated Types 

Page 6 of la 
9/19/2010 
IS Services 



Aqua America Aged Service Orden* 
90 - Ocala 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

'Designated Types 

Page 7 Of 14 
9/19/2010 
IS services 



Aqua America Aged Service Orders* 
91 -Palm Beach 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/17/2010 

BOX MAINTENANCE - I 

‘Designated Types 

Page 8 of 14 

3/19/2010 
issewices 



Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/17/2010 

*Designated Types 

Page 9 of 14 
9/19/2010 
Is Services 



Aqua America Aged Service Orders' 
93 -Sunny HillsMTashington 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

~ ~ ~ 

Totall 0 0 0 0 0 0 0 0 0 0 0 0 

'Designated Types 
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9/19/2010 
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Aqua America Aged Service Orders* 
94 -Palm Terrace 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/17/2010 

Pagellof14 

*Designated Types 



Aqua America Aged Service Orders* 
95 - Sebring 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/17/2010 

*Designated Types 

Page 12 of 14 
9/19/2010 
IS Services 



Aqua America Aged Service Orders* 
NO - No Orders 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/17/2010 

OtB I 

*Designated Types 

Page 13 of 14 

9/19/2010 
IS Services 



Aqua America Aged Service Orders* 
FL -All Florida 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

8 3 0 0 0 0 0 0 0 0 0 11 

*Designated Types 

Page 1 of 14 
9/24/2010 
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Aqua America Aged Service Orders* 
84 - Leesburg 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

~ ~ _ _ _ _ _  
Totals 1 2 0 0 0 0 Q 0 0 0 0 3 

*Designated Types 

Page 2 of 14 
912412Q10 
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Aqua America Aged Service Ordew* 
85 -Lake Suzy 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totali 0 0 0 0 0 0 0 0 0 0 0 0 

*Designated Types 

Page 3 of 14 
9/24/2010 
IS Sewices 



Aqua America Aged Service Orders* 
86 - Putnam 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

‘Derignated Types 

Page 4 of 14 
9/24/2010 
Issewices 



Aqua America Aged Service Orders" 
87 -Lake Gibson 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9\24/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

.Designated Types 

Page S of 14 
9/24/2010 
IS Services 



Aqua America Aged Service Orders* 
89 - SeminolelFL Comm 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/24/2010 

RRMT 
SLM 

SVLK 
TOFF 
TONN 

RE.READ METER 1 0 0 0 0 0 0 0 0 0 0 1 
SEWER LATERALMAIN 0 0 0 0 0 0 0 0 0 0 0 0 

SERVICE LEAK 0 0 0 0 0 0 0 0 0 0 0 0 

TURN WATER OFF 0 0 0 0 0 0 0 0 0 0 0 0 
TURN WATER ON 0 0 0 0 0 0 0 0 0 0 0 0 

Page 6 of 14 
9/24/2010 
IS Services 



Aqua America Aged Service Orders’ 
90 - Ocala 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 1 0 0 0 0 0 0 0 0 0 1 

*Designated Types 

Page 7 of 14 
9/24/2010 
I S S e ~ i c e r  



Aqua America Aged Service Orders* 
91 -Palm Beach 

Status: 0 - Needs to be Worked in the Field 
Run Date: 9/24/2010 

Page 8 of 14 

*Designated Types 



I , 

Aqua America Aged Service Orders* 
92 -South Seas 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 1 0 0 0 0 0 0 0 0 0 0 1 

*Designated Types 
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9/24/2010 
IS Services 



Aqua America Aged Service Orders* 
93 -Sunny HillsMlashington 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 0 0 0 0 0 0 0 0 0 0 0 0 

*Designated Types 

Page 10 Of 14 
9/24/2010 
IS Sewices 



Aqua America Aged Service Orders* 
94 -Palm Terrace 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 0 0 0 0 0 " " " Y " " 0 

Page 11 of 14 
9/24/2010 
lSSewicer 



Aqua America Aged Service Orders* 
95 - Sebring 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Totals 3 1 0 0 0 0 0 0 0 0 4 

‘Designated Types 

Page 12 of 14 
9/24/2011) 
Is Services 



Aqua America Aged Service Orders' 
NO - N o  Orders 

Status: 0 -Needs to be Worked in the Field 
Run Date: 9/24/2010 

Page 13 of 14 

'Derignated Types 

9/24/2010 
IS Services 
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Docket No. 080121-WS 

Florida Public Service Commission 

Phase I1 Monitoring 

Estimated Read Report 

September 201 0 
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ESTIMATION RATE BY STATE 

Year Month PA NC VA FL Tx NonSEPA NJ NY IL IN MO OH 
2009 AUGUST 0.6 1 0.7 0.3 0.5 0.9 0.8 3.5 1.4 0.2 0.3 1.1 
2009 SEPTEMBER 
2009 OCTOBER 
2009 NOVEMBER 
2009 DECEMBER 
2010 JANUARY 
2010 FEBRUARY 
2010 MARCH 
2OfO APRIL 
2010 MAY 
2010 JUNE 
2010 JULY 
2010 AUGUST 
2010 SEPTEMBER 

~~ ~~ 

0.7 0.9 0.8 0.4 0.6 0.6 0.9 3 1.2 0.1 0.1 1.1 
0.5 0.7 0.4 0.8 0.5 0.5 0.4' 2.2 1.5 0.4 0.2 0.6 
0.4 0.8 0.5 0.3 0.4 0.3 0.3 1.5 4.7 0.1 0.1 0.9 
0.4 1.1 5.2 0.2 0.3 0.4 0.5 2.8 1 .B 0.4 0.2 0.6 
0.3 1.2 1.3 0.2 0.3 0.3 0.3 2.1 3.9 0.1 0.3 2 
0.4 2 15.4 0.2 0.4 0.4 0.3 1.1 4 0.7 0.2 2.7 
0.3 1.3 0.8 0.3 0.3 0.2 0.3 1.5 1 0.6 0.2 0.7 
0.3 0.7 0.4 0.2 0.3 0.3 0.3 1.3 0.9 0.1 0.1 0.5 
0.3 0.7 0.3 0.3 0.3 0.3 0.3 0.7 0.9 0.1 0.2 0.6 
0.3 0.7 0.5 0.5 0.3 0.3 0.4 1.4 1.1 0.2 0.2 0.7 
0.4 0.7 0.7 0.3 0.3 1.2 0.3 1.1 1.2 0.2 0.1 1.2 
0.4 0.7 0.6 0.2 0.3 0.2 0.2 1.2 0.9 0.1 0.5 0.6 
0.4 0.7 0.3 0.1 0.3 0.3 0.3 7.2 1 0.1 0.1 0.5 
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