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Date : October 24, 2016

Arizona  Corpora tion Commiss ion
Docke t Control
1200 W. Washington St.
Phoenix, AZ 85007

From : Brooke  Wate r LLC
Robert T. Hardcastle , Managing Member
P.O. Box 82218
Bakers fie ld, CA 93380-2218

Decision No. 75755:ACC DocketNo 's. W-03039A-16-0322 and
W-035IOA-16-0322

The  following P lan of Improvement (the  "P lan") is  pre sented pursuant to Arizona
Corpora tion .  Commis s ion ("ACC" or "Commis s ion") De c is ion No. 75755
("De cis ion")'. should De c is io n  wa s  vo te d  up o n  b y
Commiss ioners  on September 23, 2016 but was  not published by Docke t Control
until Octobe r 4, 2016. The  P la n is  time ly file d on be ha lf of Brooke  Wa te r LLC
("Brooke ").

It b e  no te d  tha t the

The following responses , in part, disagree with some of the  conclusions reached by
the  Commiss ione rs  in the  Decis ion. Brooke  has  provided he re in its  ra tiona le  and
basis  for such any disagreement as  information, data , and attachments  that support
its  pos itions . It is  the  des ire  of Brooke  this  ra tiona le  will provide  Commiss ione rs
a nd S ta ff with a  we ll informe d a nd broa de r pe rs pe ctive  upon which to ma ke
decis ions  tha t a re  in the  inte res t of cus tomers , the  Company, and the  Commiss ion
as  well. Any pos itions  described in the  P lan should not be  inte rpre ted as  Brooke 's
re fusa l to adopt a  Commiss ion order and comply with a  Decis ion - a s  it has  done
for more  than twenty years .

HIRING ADDITIONAL OP ERATIONS  S TAFF

This  section of the  P lan is  de rived from Commiss ioner Tobin's  Amendment to the
S ta ff Report da ted September 20, 2016 and was  adopted by the  Commiss ioners
present. This  Recommendation did not provide for evaluation, analysis , or research
as  to whether or not additiona l maintenance  s ta ff is  actua lly needed and, if so, (1)

Re:

To:
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wha t a dditiona l s ta ff would do tha t is  not curre ntly be ing done , a nd (2) why
additional s taff would make a  positive  difference to operations  and/or customers .

S imply, BWLLC's  pos ition is  tha t additional opera tional s ta ff is  not wa rra nte d.
Brooke  norma lly ope ra te s  with a n ope ra tiona l s ta ff of thre e . Hiring a dditiona l
ope ra tiona l s ta ff is  e xpe ns ive . The  cos t fa r e xce e ds  a ny mode s t unde rs ta nding
re la ted only to..wages . More  experienced prospective  s ta ff employees  can eas ily
cost up to 50%" more  than an employee new to the  position. Numerous  other costs
mus t be  incurre d to s ta rt a  ne w ope ra tiona l e mploye e  - ma ny in a dva nce  of the
e mploye e  re porting for work. The s e  cos ts  include  a dve rtis ing, re cruitme nt a nd
qua lifica tion, inte rvie w a nd re fe re nce  che cking, ba ckground che cks , te s ting;
follow-up inte rvie ws ; communica tion de vice s ; moving e xpe ns e  if a pplica ble ;
financia l advances  if applicable ; tools  and equipment, firs t year regular time wages
a nd la bor burde n, ve hicle , tra ining, ope ra tiona l s ta ff rota ting on-ca ll hours ; los t
productivity, supervis ion, and, opera tor certifica tion. Brooke 's  normal employment
cos t of s ta rting a  new additiona l opera tiona l employee  can eas ily exceed $80,000
a nd fre que ntly re quire s  two months  to s ta rt a  s e le cte d individua l. The re  is  no
guarantee  tha t a  newly acquired employee  will success fully comple te  the  90-day
proba tiona ry pe riod and demons tra te  the  mechanica l, regula tory, and cus tomer
re la tions  a cume n ne ce s s a ry for the  pos ition. Thus , the  de cis ion to  a cquire
additiona l maintenance  s ta ff is  not a  decis ion made  lightly and without s ignificant
analysis  of actual need. The penalty of such a  decis ion accrues  to customers  in the
form of unnecessary higher ra tes . No such decis ion can be  success fully made  by
proclamation.

A regular full-time opera tiona l employee  is  based on 2,080 hours  per year. A firs t-
yea r employee  is  expected to actua lly provide  1,968.'" ne t hours  of productivity.
S ince  the  thirty-five  month pe riod J une  l, 2013" through S e pte mbe r 2016
Brooke 's  tota l overtime  hours  have  averaged less  than 50 hours  monthly". During
the  same period opera tiona l overtime hours  were  occas ionally as  little  as  3 hours .
This  is  a  ma na ge me nt a na lys is  tha t Brooke  pe rforms  cons ta ntly to e ns ure  tha t
proper opera tional s ta ffing levels  a re  mainta ined and tha t employment productivity
is  sufficient to meet the needs of the Company and customers (see Attachment 1).

A full-time  ope ra tiona l s ta ff e mploye e  works  173.3 hours  monthly. Thus , a n
unne ce s s a ry ope ra tiona l s ta ff e mploye e , unde r Brooke 's  a ctua l ope ra tiona l
circums ta nce s , would re quire  a lmos t a  250% incre a s e " in a va ila ble  hours  for
which no work is  re gula rly ne ce s s a ry. Brooke  clos e s  its  a ccounts  a nd re cords
us ua lly by the  10th of the  fo llowing month. As  a  policy of the  Compa ny a ll
cus tomer s e rvice  orde rs , work orde rs , compla ints , and monthly billings  mus t be
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completed by that date . On a  regular bas is  the  operations  of Brooke are  completed
e ve ry month. Ve ry infre que ntly uncomple te d work from the  prior month ove r
flows into the  subsequent month.

Thus , Brooke  s trongly be lieves  tha t die s  portion of the  Decis ion should be  more
carefully cons idered and may represent a  was te  of the  Company's  and cus tomers
mone y. All too fre que ntly the re  a re  outcry's  of public obs e rva tions  of nume rous
roads ide  utility employees  s tanding a round in la rge  numbers  with numerous  idle
equipment, manpower, and with only a  couple  of employees  actua lly pe rforming
work. Tha t condition is  not the  ca s e  a t Brooke . The  Compa ny ha s  owne d a nd
operated the water systems for more than 21 years. Several years  during that period
the  condition of the  water sys tems was ve ry poor - much worse  than the ir pre sent
condition. E a c h  wa te r  s ys te m  h a s  its  o wn  b e h a vio r , sens itivities , and
idiosyncras ies . No one  is  be tte r informed and more  experienced in managing the
wate r sys tems  than Brooke . Consequently, no one  is  more  knowledgeable  about
the  s taffing requirements  than Brooke.

The  Compa ny's  ope ra tiona l e mploye e s  work ha rd , ma inta in high le ve ls  of
e xpe cta tions  a nd inte grity, re gula rly a dva nce  the ir ce rtifica tion le ve ls , a nd
comple te  the ir work. The re  a re  many ways  in the  Arizona  regula ted wa te r utility
indus try to cut corne rs , fa ls ify re ports , a nd che a t on wa te r qua lity s ta nda rds .
Brooke  does  none  of those  things . Again, as  re ferenced by the  Tobin Amendment,
additional operational s taff is  not warranted.

CUS TOMER S ERVICE

De cis ioN No. 75755 Finding of Fa ct #71, ite m (b) re quire s  Brooke  to e ithe r (I)
establish a  new internal CSC, or (2) establish a  CSC closer to the service territory.

The  a na lys is  of re plying to this  portion of the  Orde r is  not a s  s imple  a s  it might
s e e m. In orde r to  s a tis fa ctorily a ppre cia te  the  comple xity of this  is s ue  it is
ne ce s s a ry to unde rs ta nd the  conte xt of wha t is  re quire d. It is  a ls o ne ce s s a ry to
unders tand tha t any shortcomings  re la ted to Brooke 's  CSC are no t a  func tion  o f
p ro ximity but a  combina tion of regula tory compliance , management policies , and
tra ining. A CS C loca te d within Brooke 's  office s  or in a  city in Arizona  doe s  not
gua rantee  tha t the  same , or s imila r shortcomings , would be  re solved. Almos t a ll
cus tomers  primarily contact Brooke  by te lephone  or mail - the  phys ica l loca tion of
the receiving te lephone is  not determinant of high s tandards of customer service.
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Brooke operated both internal and contract CSC's during the period 1995 dmrough
2006. Although any problems related to those CSC's may have been different in
nature, frequency and/or severity it cannot be concluded that customer service was
better, worse, acceptable, or unacceptable because of CSC proximity.

One  of the  mos t important crite ria  Brooke  cons ide red in e s tablishing the  current
CS C wa s  the  comple te  e nd-to-e nd inte gra tion of the  cus tome r s e rvice  a nd
operational functions  of its  business  wide the  financia l reporting of its  business  (the
"Inte gra tion"). The  e xpa ns ive  s e a rch for Inte gra tion ca pa bility in 2004 through
2005V" yielded very few choices  and the CSC chosen to provide this  capability met
the  Integration criteria  and was the  leas t cost a lternative . Brooke invested nearly 1-
1/2 years  making this  decis ion.

The Integra tion of these  functions  requires  that any cost, expense , payroll, revenue
source , bank deposit, account payablevm, or account rece ivable  event tha t occurs
would be  a ccounte d for a t the  fina ncia l s ta te me nt le ve l da ily. This  ca pa bility
provide s  Brooke  with ne a r-re d time  fina ncia l re porting."' The  proximity of the
sys tem software  and hardware  resources  necessa ry to support this  capability a re
limite d to  a va ila bility. Abs e nt this  ca pa bility a dditiona l s ta ff re s ource s  a re
necessary to perform the  manual management and financia l reporting. In one  form
or anothe r many of the  cus tomer-re la ted events  begin with, or pa s s  through, the
CSC for process ing.

A decis ion to loca te  a  da ta  center in Brooke 's  loca l offices  has  many ramifica tions
tha t cannot be  anticipa ted by s imply changing billing sys tems , re loca ting a  da ta
center, or contracting with another provider for traditional billing sys tem services .

Thus, it is critical to clearly understand that relocation of the CSC to either an
internal new location or commercial provider would fundamentally change
the core nature of Brooke's business at many levels that far exceed a billing
system and someone answering telephones.Brooke has previously explained this
to Star A complete search of the available alternative options that may meet this
requirement cannot be reasonably and fairly completed by the response deadline
required in Finding of Fact #71 of the Decision.

Another important issue  arises  when considering re location of a  CSC to an internal
new loca tion or third pa rty contractor. In mos t ca ses  the  decis ion crite ria  for one
a lte rna tive  versus  another (and re levant in answering the  pertinent Finding of Fact
#71 que s tion) will be  to de te rmine  a  monthly cos t pe r cus tome r (the  "P ricing
Va lue"). It is  important to thoroughly unde rs tand if the  P ricing Va lue  is  inclus ive ,
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or exclus ive , of numerous  factors  in orde r to yie ld an apples -for-apples  ana lys is .
S ome  of the s e  fa ctors  include  ma il proce s s ing, initia l s e t-up fe e s , s oftwa re
programming; software user licenses; annual software maintenance fees , CSC staff
s ize, s taff response requirements; message taking, 24/7 capability, te lephone costs ;
credit ca rd process ing fees , automation of the  bank depos it process , a fte r-hours
emergency contact and dispatch services , website  development and maintenance ,
re turn pa yme nt e nve lope s , ba nk fe e s  re la te d to pa yme nt de pos its ; a nd othe rs .
Abs e nt a n e quiva le nt compa ris on it is  impos s ible  to fully unde rs ta nd the  a ctua l
Pricing Va lue ."

For the  purpos e s  of a  re ply to Finding of Fa ct #71, ite m (b) Brooke  dis cus s e s
below the  results  of its  investigation, to date , in three  areas : (1) es tablishing a  CSC
within its  P a rke r, AZ office s , (2) contra cting with a  comme rcia l CS C contra ctor,
and furthe r (3) P lan improvements  of Brooke 's  exis ting CSC. The  ana lys is  be low
assumes (a) a  constant CSC staff s ize  of not less  than three  and not more than five
CSR's , and (b) 2,288 water cus tomers ." It is  poss ible  tha t additional sufficient time
to research and analyze this  issue could yield presently unknown alternatives.

Es tablishing an In-Hous e CSC

Brooke  has  had more  than 20 yea rs ' expe rience  with CSC's . Contempla tion of a
CS C within Brooke 's  P a rke r, AZ office  is  not pra ctica l due  to s pa ce  limita tions
a lready hous ing the  Opera tions  Department. There fore  commercia l space  would
need to be  lea sed to loca te  the  ha rdware  da ta  cente r (even of a  sma ll s ize ) with
s ufficie nt s e curity, tire  prote ction, ve ntila tion a nd a ir conditioning. Brooke 's
analysis  of these features and costs  are provided on Attachment 2.

As  shown by Attachment 2 the  inves tment required to e s tablish an inte rna l CSC
with s imila r ca pa bilitie s  to the  e xis ting CS C inclus ive  of a  15% continge ncy
reserve  is  es timated to be  $237,763. This  is  inves tment tha t could be  be tte r spent
on plant improvements . Accordingly, the  cos t per cus tomer per month is  es timated
to be  $1 l.l8X". Brooke  es tima tes  tha t, if negotia tions  rega rding exis ting software
a nd contra ct te rmina tion we re  s ucce s s ful, a pproxima te ly five  to e ight months
would be required to establish an independent internal CSC.

Contract CSC's

Brooke must re-emphasize that relocating the CSC to a closer proximity CSC
provides no assurance that a customer service product would., necessarily, be
different than the existing CSC.
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X Brooke  re s e a rche d nume rous  u tility CS C's  in  ne a rby s ta te s  de s crib ing its
re quire me nts  a nd crite ria  for inte gra tion, cus tome r ca ll ha ndling, e me rge ncy
services , and references. Some of these firms were already established water utility
companies  tha t have  inte rna l and/or commercia l Csc's . A tota l of five  firms  were
re s pons ive  to Brooke 's  inquirie s  tha t offe re d va rying le ve ls  of s e rvice . Two of
the s e  firms  we re  loca te d in Arizona . One  of the  Arizona  CS C's  s pe cia lize d in
operational utility management only and did not offer commercia l CSC services .""'

The  othe r Arizona  firm wa s  the  mos t re s pons ive  to Brooke 's  inquiry. The  firm
provides  a  ca fe te ria -type  se rvices  menu and pricing plan tha t is  ta ilored to client
ne e ds  but doe s  not offe r e nd-toe nd inte gra tion. Without s ubs ta ntia l furthe r
inves tiga tion and re sea rch it is  unclea r wha t file  exporting capability is  ava ilable ,
and to wha t extent additiona l accounting s ta ff requirements  would be  necessa ry,
from this  firm. Until Brooke  ha s  a  thorough unde rs ta nding of this  ca pa bility it is
not poss ible  to determine the  level of additional manual s taff necessary to integrate
the  monthly CSC data  with Brooke 's  financia l reporting sys tem.

g

Not surpris ingly, in no case  were  any of these  contract CSC's  able  to provide  end-
to-end integra tion of the  CSM software  s imila r to the  fea ture s  currently ava ilable
to Brooke .

Brooke  a ls o conta cte d four Arizona  wa te r utility compa nie s  inquiring into the ir
P ricing Va lue . Thre e  of the  four 'didn't re s pond with a ny me a ningful re ply. One
additiona l wa te r utility company indica ted they could not re lea se  the ir cos ts  a s  a
ma tte r of confide ntia lity a nd a dde d, confirming Brooke 's  pre vious ly e xpre s s e d
concerns  here in, tha t making an apples -to-apples  comparison of the ir se rvices  to
thos e  of Brooke  would ve ry difficult if not impos s ible  be ca us e  of the  diffe ring
na ture  of the ir offe re d s e rvice s , numbe r of loca tions , a nd third-pa rty ve ndor
contracts  for some services.

The  unava ilability of end-to-end integra tion has  va rying ramifica tions . Two of the
firms  conta cte d could provide  month end electronic file s  tha t would , in  pa rt,
provide  a  pa rtia l fina ncia l re porting s olution. In one  of the s e  ca s e s  it is  uncle a r,
without subs tantia l further inves tiga tion and deve lopment, how much cus tomized
software  programming would be  required, wha t manua l financia l s ta ff re sources
would be  required, what cos ts  would be  involved, or how long the  implementa tion
would re quire . In s uch ca s e s  the  tota l cos t of the  P ricing Va lue  would re ma in
largely unknown until a  contract was  negotia ted.
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Improvements  to the  Exis ting CSC

In orde r to a ddre s s  the  pe rce ive d s hortcomings  of the  e xis ting CS C Brooke
proposes  to add an additiona l leve l of experienced ca ll cente r supervis ion; hire  a
s oftwa re  tra ining contra ctor tha t would provide  initia l ba s ic ins truction to a ll
Cus tom Service  Representa tives  ("CSR's") a s  to the  proper use  of the  Cus tomer
Management Sys tem ("CMS"); provide  ongoing bi-monthly tra ining for each CSC
e mploye e , ma ke  s oftwa re  progra mming modifica tions  tha t a ddre s s  re a s ona ble
customer concerns as described by this  Plan, address each of the recommendations
for improve me nt re la te d  to  the  CS C include d in Finding of Fa ct #68 of Me
Decis ion, deve lop a  webs ite  tha t would advise  and inform cus tomers  of gene ra l
ope ra tiona l informa tion; ma inta in a  current and upda ted Emergency Ope ra tions
P la n ("EOP ") a t a ll time s , re s e a rch modifica tions  to the  e xis ting voice  me s s a ge
sys tem to provide  a  waiting queue  announcement and provide  more  use r friendly
information, develop a  customer outreach committee  of an appropria te  s ize  to meet
with Brooke  a t re gula r inte rva ls  to provide  input into how the  cus tome r s e rvice
inunction ca n be  improve d, re -e va lua te  ma na ge me nt policie s  tha t will provide
incre a s e d fle xibility for CS R's  to ma ke  on-ca ll cus tome r a ccount a djus tme nts ;
ma ke  re gula r conta ct with cus tome rs  for the  purpos e  of including a dditiona l or
updated email advisory addresses ; integrate  the  CMS with currently available  GPS
loca tions  of ope ra tiona l ve hicle s  s o a s  to e xpe dite  dis pa tch during e me rge ncy
conditions , de ve lop a n a djunct to the  e xis ting a fte r-hours  e me rge ncy me s s a ge
sys tem tha t a llows  for direct paging contact with opera tiona l employees  regarding
emergency conditions , and, deve lop improved te lephone  a lte r-hours  emergency
conta c t s ys te m to  be tte r a dvis e  of wa te r s e rvice  inte rruptions  a nd curre nt
opera tional conditions .

As  s hown by Atta chme nt 2  the  inve s tme nt re quire d  to  ma ke  s ubs ta ntive
improvements  in the  CSC is  e s tima ted to be  $26,850. Accordingly, the  cos t pe r
month pe r cus tome r is  e s tima te d to be  $3.05X"". Brooke  e s tima te s  tha t the
improve me nt proce s s  could be gin a lmos t imme dia te ly a nd be  comple te d within
s ixty to nine ty days .

CSC Conclus ion

Brooke  be lie ve s  tha t de ve loping a n inte rna l CS C is  not a  via ble , cos t e ffe ctive
solution that can be  readily developed in a  short amount of time. Any inves tment in
a n inte rna l CS C could be  be tte r s pe nt in pla nt improve me nts . Like wis e , Brooke
believes  contracting to a  commercia l CSC may appear to be  a  viable  option except
tha t the  economics  of added monthly cos t of informa tion technology support and
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maintenance s taff and accounting s taff ultimately requires  higher management fees
tha t a ccrue  to cus tome rs  in highe r ra te s . The  e xte nt of the s e  incre a s e d ra te s  is
unknown.

Brooke  be lieves s trongly it can make  improvements  to the  exis ting CSC without
incuring s ubs ta ntia l wa s te ful contra ct te rmina tion cos ts  a nd provide  cus tome r
s e rvice  le ve ls  tha t a re  conduc ive  to  cus tome rs  a nd  s a tis fy re gula to rs .  In
conjunction with the  required monthly progress  upda ting included in the  Decis ion
it should be  a  transparent process  that achieves  the  des ired result. Any adversaria l
re la tionship with customers  can be improved.

S URVEY OF LINES

During the  September 23, 2016 Commiss ion Open Mee ting the  unders igned ask
for clarifica tion of the  Tobin Amendment, item (c)X"V. As a  result of this  discuss ion
Brooke  unde rs ta nds  tha t this  portion of the  De cis ion would be  complie d with by
filing recordable  wa te r sys tem piping maps  in digita l and/or pape r form. Furthe r,
such maps  a re  to be  recorded with the  La  Paz County, AZ Recorder and with the
Commiss ion.

It s hould be  note d tha t s ome  of Brooke 's  wa te r s ys te ms  we re  ins ta lle d by re a l
es ta te  developers  as  early as  1962. Naturally, Brooke has  not verified the  accuracy
of the  loca tion of a ll portions  of the  wa te r sys tem infra s tructure  and, accordingly,
will timely record the  water sys tem maps  for Brooke  in the  current form. S imila rly,
water sys tems maps  in the ir current form will be  filed with the  Commiss ion.x"'

B ILLING  S YS TE M

As presented in Brooke 's  Response to the Staff Report dated October 10, 2016, the
Cus tomer Se rvice  Cente r ("CSC") officia lly opened and "went live " on Februa ry
28, 2007. This  opera tiona l s ta tus  followed the  nea rly 1-1/2 yea rs  of re sea rch into
va rious  a lte rna tive  s ite  loca tions , facilitie s , and support. As  pa rt of tha t re sea rch
nume rous  billings  sys te ms  we re  cons ide re d. In cons ide ra tion of billing sys te ms
va rious  crite ria  were  cons ide red, including: number of exis ting ins ta lls , licens ing
fees , maintenance  fees , support facilitie s , acquis ition cos t, tra ining requirements ,
cus tomiza tion and re la ted cos t, ability to track cus tomer records , record payments
from va rious  pa pe r a nd  e le c tronic  s ource s  a nd  loca tions , communica tion
requirements , credit ca rd payment compatibility, support of e lectronic fie ld mete r
re a ding de vice s , a nd e xis ting cus tome r re fe re nce s """. Mos t importa nt to the
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se lection crite ria , in addition to cos t, was  the  compatibility with an exis ting, la rge ,
complex financia l reporting sys tem of the  Company.

Such a  billing sys tem/software  decis ion is  usually the  subject of a  s ignificant s tudy
a nd a na lys is  a nd is  ve ry difficult to fa irly cons ide r from a n a pple s -to-a pple s
s ta ndpoint. The  va rious  a lte rna tive s  we re  ca re fully cons ide re d by a  Te a m of
inte rna l s ta ff pe ople  from va rious  dis cipline s . The  proximity a nd fact tha t s uch
sys tem was  required to be  integra ted with the  exis ting reporting sys tem was  the
la rge s t de ciding fa ctor to be  cons ide re d. The  s ite  loca tion a nd billing s ys te m
process was a lengthy and complex process"̀ "".

It is  importa nt to note  tha t a  billing s ys te m is  a  s implifie d wa y of re fe rring to
compute r s oftwa re  tha t mus t pe rform ma ny more  ta s ks  a nd dutie s  tha n s imply
billing. It ha s  to s upport a  communica tion s ys te m tha t a llows  inte rcha nge  of
proce s s e s , like  is s ua nce  of s e rvice  orde rs , while  cus tome rs  a re  on the  phone .
Inves ting in a  small, s implified, s tanda lone  billing sys tem tha t required redundant
separate handling and posting of data was not an option.

Brooke  is  unde r contra ct with its  CS C until Ma rch 1, 2022. The  billing s ys te m,
maintenance , and support cos ts  and amortiza tion are  part of the  obliga tion Brooke
has  with the  CSC. The cos t to purchase  the  remainder of the  contract for the  billing
s ys te m is  prohibitive ly e xpe ns ive  a nd, a s  s tructure d, will like ly e xce e d $80,000
exclus ive  of furthe r inves tments  re la ted to opera ting sys tems  and ha rdware  upon
which it ope ra te s . The  to ta l cos t o f te rmina ting  the  e xis ting  CS C a nd  the
replacement inves tment required cannot be  more  accura te ly negotia ted within the
time  a llotte d for the  P la n. The  ma inte na nce  a nd s upport contra ct for the  billing
sys tem has  his torica lly cos t $10,000 annually. User license  fees  from the  software
providers  exceed $3,000 annually. Cost and time requirements  of cus tom software
programming of the  billing sys tem to accommodate  new ins ta lla tion and separa te
operating systems cannot be estimated within the time allotted for the Plan.

Brooke  be lie ve s  re pla ce me nt of the  e xis ting billing s ys te m is  not a  pra ctica l
de c is ion a nd one  tha t will be  ve ry cos tly, re quire  ma s s ive  conve rs ion a nd
ins ta lla tion. It is  s imply not a  pra ctica l or e conomica l de cis ion to a ba ndon the
e xis ting billing s ys te m in fa vor of a  s ma lle r, s imple r s ys te m tha t a ddre s s e s
cus tome rs  conce rn""'. S uch a  billing s ys te m a lte rna tive  is  not like ly to a lle via te
cus tomer concerns . There  a re  no mathematica l or reporting errors  with the  current
billing s ys te m. To da te , no s pe cific conce rns  or compla ints  ha ve  be e n re ce ive d
from any customers  concerning the  billing sys tem. From that perspective  a  change

page 10 of 14
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of billing s ys te ms  to s olve  a n unknown ne e d is  wa s te ful, time  cons uming, with
offers  no guarantee  that any different result would occur.

Any billing s ys te m s imply pe rforms  wha te ve r ta s ks  it ha s  be e n progra mme d to
pe rform. The  proble ms  cite d in Commis s ione r Tobin's  Ame ndme nt a re n o t th e
fau lt o f the  b illing sys tem. There  may be  ins tructiona l programming tha t requires
modifica tion but the  billing sys tem currently in use  is  a  manifes ta tion of its  current
progra mming compris e d of re gula tory re quire me nts , ma na ge me nt policie s , a nd
tra ining."

As  part of the  P lan, Brooke  proposes  to contact its  cus tomers  inquiring as  to what
practice s  and conce rns  they have . Brooke  will solicit input from cus tomers  a s  to
furthe r e xpla na tions  ne ce s s a ry to e ns ure  a  be tte r unde rs ta nding of the  billing
sys tem requirements  and/or make  reasonable  modifica tions  to the  billing process
policies . This  solicita tion of cus tomers  will be  comple ted not la te r than December
10, 2016 and a llow cus tomers  sufficient, reasonable  time  to respond. Brooke  will
not re ject any reasonable  sugges tion for improvement of the  billing process  and,
whe re  pra ctica l, ma ke  cha nge s  of improve me nt to the  billing proce s s  while
mainta ining compliance  with regula tory requirements .

P LANT IMP R O VE ME NTS

S ta ff Re port Brooke  ha s  modifie d the  Budge t a nd a dde d a ll a pplica ble  ca pita l
items  sugges ted by S ta ff in the  Decis ion under Finding of Fact #67, pages  17-18,
except a s  noted he re in. The  capita l improvement projects  provided in the  Budge t
have  been prioritized and scheduled by fis ca l qua rte r through 2021. It should be
note d tha t Re fe re nce  ite ms  #1, #5, #6, a nd #19 we re  comple te d in the  firs t or
second quarter of 2016""'".

Brooke 's  Budget is  frequently reviewed and modified for additions  and changes  in
the  requirements  of the  water sys tems. In some cases  priorities  of capita l projects
are  periodically modified based on higher or changed need. Brooke is  committed to
maintain completion of the  plant improvements  as  described by the  Budget.

.'.___-*"

It should be  noted tha t S ta fFs  recommenda tion in Decis ion No. 75755 Finding of
Fa ct #67, ite m (k), line  20, pa ge  18 is  in e rror. Ba ckwa s h me te rs  me a s uring
outflow backwash wa te r have  been ins ta lled on ALL Brooke  backwash line s  for
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ma ny ye a rs .xx"v Ba ckwa s h me te rs  we re  re built during 2006-2007. P re vious ly,
Brooke  has  provided S ta ff with accura te  es timates  of 2015 wate r loss  in a ll wa te r
sys tems  measured to a  precise  leve1.xxv This  reporting of backwash wate r is  the
re s ult o f re a d ing  the  e xis ting  ba ckwa s h me te rs .  Accord ing ly, this  ca p ita l

WATER QUALITY

During the  September 23, 2016 Open Mee ting, Lakes ide  Wate r Sys tem ("LWS")
cus tomer Miche lle  Williams  ("Williams") offe red public comment. She  indica ted
tha t her mobile  home park, comprised of approximate ly ten connections , rece ived
unsatisfactory water service  from Brooke. Williams described her water services  as
having an excess ive  caus tic chlorine  smell and caus ing s ta ining in s inks  and toile t
bowls .  Accord ing ly,  Commis s ion Tob in 's  Ame ndme nt to  the  S ta ff Re port
addressed this  concern as  item (f) in the  Decis ion at Finding of Fact #71.

Brooke  has  contacted ADEQ to confirm tha t no  Ma ximum Contaminant Leve ls
("MCL"l c h lo rin e  vio la t io n s of the  Ma ximum Re s idua l Dis infe c tion Le ve l
("MRDL") s tandards  a re  present in the LWS or any other Brooke water s ys tem .
Accordingly, Brooke  provides  Attachment 6 tha t a re  2016 ADEQ monthly MRDL
reports  filed time ly indica ting a  twe lve  month ave rage  of 1.11 mg/L as  compared
to an exceedance  s tandard of 4.0 mg/L. The  average  of monthly averages  for the
pre vious  twe lve  months  is  1.18 for the  LWS . This  re s ult is  only 29.5% of the
MC L.

Further, on October 18, 2016 at approximately 1400 hours Brooke took a chlorine
residual water sample immediately adjacent to Williams' water service location
and recorded a chlorine residual level of 0.87 mg/L.X°"V" The measurement at the
Williams service location is LOWER than the MRDL level measured at the
LWS plant and reported to ADEQ.

Brooke  has  no tes ts , samples , regula tory reports , or records  of excess ive  chlorine
re s idua l le ve ls  tha t e xis t in the  LWS , any Brooke  wa te r s ys te m, or the  Willia ms
service  location.

This  P lan includes  Brooke 's  continuing commitment tha t compliance  with MRDL
s ta nda rds  be  ma inta ine d a t a ll time s . The re  is  no re a s on to be  conce rne d tha t
excess ive  chlorine  leve ls  exis t, or will exis t, tha t would be  the  source  of offens ive
odors . .

Page 12 of 14
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SERVICE LIST FOR DOCKETS nos. W-03039A-16-0322 AND W-03510A-
16-0322:

Thomas  M. Broderick
Dire ctor, Utilitie s  Divis ion
Arizona  Corpora tion Commiss ion
1200 W. Washington St.
Phoenix, AZ 85007

Janice  M. Alward
Chie f Counse l, Lega l Divis ion
Arizona  Corpora tion Commiss ion
1200 W. Washington St.
Phoenix, AZ 85007

4.

Dwight Nodes
Chie f Adminis tra tive  Law Judge , Hearing Divis ion
Arizona  Corpora tion Commiss ion
1200 W. Washington St.
Phoenix, AZ 85007

Decision No. 75755, page 20, Finding of Fact 7 I .
Variances is starting wages is dependent on market conditions, employee qualifications, experience, and

marketplace candidate availability. A higher level of water operator certification can cost as much as 50% more than
a beginning new employee.
'." Available hours of productivity excludes vacation, sick days, holidays, and personal days.
"' Date of water company acquisition by JW Water Holdings LLC. This period of time provides an "apples-
for-apples" comparison of the same work staff in Brooke. See included chart "Brooke Aggregate Weekly OT
Hours" as Attachment l.

vi

i
ii

Inclusive of overtime hours during the week of August 22, 2016.
The difference between the monthly average of overtime hours and a regular employee working 173.3

hours.
VII

viii
The current CSC was established in February 2007.
With few exceptions, third party vendor accounts payable are automatically received, processed, coded,

reviewed, paid, and electronically forwarded to the respective parties.
ix Extraordinary accounting entries such as journal entriesand accrualsrequire additional accounting staff
attention.
x i t is important toNote that some contract CSC's require inclusion or exclusion of some features.
*j. inclusive of 179 customers in Circle City.
xxi No return on initial investment is included in this cost. It should be noted that the cost per customer per
month of Brooke's last contract CSC was $9.90 in late 2006.
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xiii

xiv

xv

:wt

xviii

xxi

xxii

xxiii

To their credit this firm has re-contacted Brooke and expressed interest in growing their business in the
direction of commercial CSC management.

Ibid, xi above.
Ibis, i above, item (c)
To the best of Brooke's knowledge the water system piping maps have been updated as changes have

occurred.
""" A legacy system previous used by Brooke ceased being available or supportable and caused numerous
internal problems trying to find support.

During its investigation Brooke learned that numerous foreign countries have major operations. Costa Rica
isone of the leading call center and CSC data locations in the world. Hundreds of thousands of people are employed
in Costa Rica call centers. Major domestic and foreign countries have located CSC's in Costa Rica such as Hewlett-
Packard, Amazon, Wester Union, PayPal, Google, and many others.
xix The Brooke billing system is one that is compatible with very large Microsoft-based systems and is in use
by dozens of utility companies around the world. The billing system is well known to much larger water, electrical,
telephone, and other utility companies in the United States.
xx It should be noted that the cun'ent foml of customer billing statement was proposed, reviewed, and
approved by the Commission's Consumer Services Division in approximately June 2009. Since that time no changes
to the billing statement formathavebeen made. There are no computational mistakes on the statements. All
customer statements clearly show customer bill date, past due date, and disconnection date in advance.

See Attachment 3.
See Attachment 3.
Complete change fall systems filtration media was completed in early April 2016 in advance preparation

for the high demand summer water season. The effectof thechanged media was immediately felt as turbidity levels
and backwash frequency were reduced.
"""' See Attachment 4 for photograph of the LWS backwash meter.

See Attachment 5 for sources ofestitnated 2015 water loss.
See Attachment 6.
See Attachment 7. It should be noted that the Williams measured chlorine level was lessthan Brooke

measured at the LWS plant used for the ADEQ monthly MRDL reports. Brooke made several direct attempts to
contact Williams to permit an on-site water sample. None of Brooke's request calls to Williams were answered or
returned.

xxv

xvi

xx*vii
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Bob Hardcastle
llu a l ll NH ml l mm l I l a l lava l ll l  l l Lu

From:

Sent:

To:

Subject:

Attachments:

Dale Allred

Tuesday, October 18, 2016 2:26 PM
Bob Hardcastle

LKS

IMG_0909JPG, ATT00001 .URL lMG_0910JPG, ATT00002.tXt

Bob,

Here are photos of the 4" backwash meter at the Lakeside Treatment plant.

1









Brooke Wa ter LLC

2015Operational Water Use (estimated)

Gallons
143, 154,700

Gallons DifferenceDescription

BOR Colorado River Diversions
Back wash water
Main leaks
Service line leaks
Distribution system leaks (other)
Customer Consumption
Unaccounted for water (customers)
Unaccounted for water (BWLLC)
Media filtration repair/replacement
Construction water
Meter error loss

Other
Total 143, 154,700

11,213,660
5,500,000
1,125,000
1,500,000

98,615,907
1,000,000
1,000,000

330,000
0

3,578,868

0
123,863,435 19,291,266

x

1I
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Arizona Department of Environmcntal Quality
Quarterly Report

Maximum Residual Disinfection Level (MRD L)
Chlorine/Chloramines--l012/1006

(Distribution Sampling)

I VM 1
Rcpon Date

LakesideI 115/J 01/0]
Systcmll)

l
System Name

I

This report is for (check one) Qt r  l [ _ ] Qtr 2[__] 'Q t r  3 [ ] Qtr4[__] of Year (2 0 1 8

RDL mm.1 be measured at the same pointsand time av the microbiological samples are collected.

A. Number of RDL samplescollected during each of the past three months 2
LHS( m

2
3 m ago

1.09
3 m ago

|

1.08
4 m ago

2

2. m ago

*B. Monthly average fall samples collected in each month for the last 12 months 1 . 11
Las1 m

0 . 7 8
l l m ago

0 . 85
5 m ago

1 .36
6 tn ago

0 . 9 0
7 m ago

1 .47 1 .86
10 m ago

0 . 9 0
2 m ago

1 . 06
12 m ago

1 .77
8 m ago 9 m ago

During the first year of monitoring insert 'NfA' for months :monitoring was
not required. (i.c. frrsi quarter report for 2004 will have only three results
and nine 'N/A")

c. Annual average of monthly averages For the previous 12 months 1 . 18

When calculating the annual average use monthly averages for
only the Las! twelve months. lathe system has no! completed a full
year of monitoring, the annual average is calculated by adding the
individual monthly averages, and dividing by the number of
months sampled

D. Did \he annual average in C exceed the MRDL of 4.0 mg/L? Yes No  X

I hereby certify that the information provided in this report is acct Te_and

Dale E Allred lSignaturc: fAuthorizerName: [

' \ c erect IT ; best of my knowledge.

'DQZE I

Arizona Department of Environmental Quality
Water Quality/vCom\{,\liance Section 54lsB~l

. 1110 est washington Street
Phoenix, AZ 85007

For Questions Call: (602) 771-4624 or within AZ (800) 234-5677 ext. 77 I -4624

DWAR ISA 2003 Page I of \



Arizona Department o(` Environmental Quality
Quarterly Report

Maximum Residual Disinfection Level (MRDL)
Ch!urineIChloramines--1012/1006

(Distribution Sampling)

1/.0/7 /4 j
Report ate

[ ]ft/-/ 0'2/7]
System ID

I
System Name

Parker Dam I

This report is for (check one) Q t r  4_ ] Qtr 21_] Qtr 3L>.<1 Qtr 4[__] of Year 190161

RDL mu.v1 he measured (II the same points and tine as the microbiological samples are collected.

A. Number of RDL samples collected during each of the past three months 1
Last m

1
3 mago

1 . 3 1
3 rnago

1 .38
4 m ago

*8. Monthly average fall samples collected in each month for the last 12 months 1 . 5 0
Last m

0.98
l I m ago

0.61
5 m ago

1.12
am ago

0.97
7 m ago

1 . 0 1
8 m ago

0.96
9 m ago

1.13
l O n g o

1
2 m ago

0.50
2 m ago

0.94
12 m ago

During the First year of monitoring insert 'N}A' for monthsmonitoring was
not required. (Le. Erst quarter report for 2004 will have only three results
and nine 'N!A")

C. Annual average of monthly averages for the previous 12 months 1.03

Whcn calculating the annual avenge use monthly averages for
only the last twelve months. If the system has not completed a title
year ohnonitoring. the annualaverage is calculated by adding the
individualmonthly averages, and dividing by the number of
n1onths.sampled

D. Did \he annual average in C exceed the MRDL of4.0 mg/L? Yes No  X

I hereby certify that the information provided in this report is accurg nd s ect to

]Signature: [ \ ( ` .
\.,

AulhorizerNamc: [ Dale E Allied H
e best of my knowledge.
./
> : » ' r 1

Arizona Department of Environmental Quality
Water Qualify I Com lance Section 54 I5B- I

I I 10 Vest \ashirlgton Street
Phoenix, AZ 85007

For Questions Call' (602) 771-4624 or within AZ (800)284~5677 ext. 771-4624
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Arizona Department of Environmental Quality
Quarterly Report

Maxim um Residual Disinfection Level (MRD L)
Chlurinc/Chloran1ines-I (ll2/I 006

(Distribution Sampling)

1 1 i5 / 4 0'5/8]
System ID

I
System Name

Holiday Harbour 1

This rcporl is for (check one) QU 1{_] Q¢f:».[_} Qlr 3[ x] Qtr 41-1 of Year @1_6]

1

*B. Monthly average fall samples collected in each month for the last 12 months 1 . 1 3
Last m

3 m ago

1 . 0 3
3 m ago

RDL nuts! f»e Inecrsurezl at the save points and lime as the microbiological samples are collected.

A. Number of RDL samples collected during each of the past three months 1 1
Last m 2. m ago

0 . 7 8
2 m ago

0 . 8 8
12 m ago

1 .27
4 m ago

1.32
5 m ago

1 .34
6 no ago

1 .56
7 m ago

1 .32
8 m ago

1 .76
9 m ago

1 . 4 3
10 ago

0.56
I I m ago

During the first year of monitoring insert 'N/A' for months monitoring was
not required. (i.e. Erst quarter report for 2004 will have only three results
and nine 'N/A")

C. Annual average of' monthly averages for the previous 12 months 1.19

When calculating the annual average use monthly averages t̀ or
only the last twelve months. If the system has not completed a full
year of monitoring. the annual average is calculated by adding the
individual monthly averages, and dividing by the member of
months sampled

D. Did the annual average in C exceed the MRDL of4.0 mg/L? Ycs No X

Authorizer Name: [

I hereby certify that the information provided in this report is accul'8\te an

Dale E Alfred ]Sign;\t\1re I

d c rrectt the best of my knowledge.

1

Arizona Department of Enviromneritai Quality
Water Qualify Compliance Section 5415B- l

l l  10 Vest washington Street
Phoenix, AZ 85007

For Questions Call: (602) 771-4624 or within AZ (800) 234-5677 ext. 771-4624
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Arizona Department of Environmental Quality
Quarterly Report

Maxim um Residual Disinfection Level (MRD L)
ChlorinclChloramines-i012Il006

(Distribution Sampling)

[16l"7/'é ]
RcplonfDate

[ 1L5/4 0'4/0]
System ID

r
System Name

Rio Lil'[do 1

This report is For (check one) Qtr l[__l Qtr 2[___] Qtr 3[ X] Qtr 4[__} of  Year 12Q1§1

RDL must he meuxured al the same prims old time as laze microbiological samples are collected

A. Number of RDL samples collected during each of the past three months
Last m

1 1 1
3 mago

1 .23
3 m ago

1 . 2 3
4 m ago

*B. Monthly average fall samples collected in each month for the last 12 months 0 . 6 2
Last m

1 .46
ll m ago

1 . 4 5
5 m ago

1 . 1 8
6 mago

2 . 2 0
7 In ago

1 .00
8 m ago

1 .37
9 it ago

1 . 4 4
10 m ago

2 m ago

0 . 9 1
2 in ago

1 .21
12 In ago

During the first year of monitoring insert 'N/A' for months monitoring was
not required.(Le. first quarter report for 2804 will have only three results
and nine 'N/A")

C. Annual average of monthly averages for the previous 12 months 1 .27

When calculating the annual average use monthly averages for
only the last twelve months. lilthc system has not completed a full
year of monitoring, the annual average is calculated by adding the
individual monthly averages, and dividing by the number of
months sampled

D. Did the annual average in C exceed the MRDL of`4.0 mg/L? Yes No X

Authorizer Name: [

i hereby certify that the information provided in this report is accur rect t

]Signature: [ \ 8 'Dale E Allred II
e best of my knowledge.

Q S 1

Arizona Department of Environmental Quality
Water QualitvCorn\liance Section 541 SB- l

l 1 10 est washington Strccl
Phoenix, AZ 85007

For Questions Call: (602) '77l-4624 or within AZ (800) 234-5677 ext. 77l~4624
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Arizona Departmentof Environmental Quality
Quarterly Report

Maximum Residual Disinfection Level (MRD L)
Chlorine/Chloramines-I0]2/1006

(Distribution Sampling)

Ll
Redorl'Date

[  Lfsw 0'1/1]
Syslcm ID [ -.... _

System Name
Mering. Villa_ge .

]

This report is for (check one) Qtr 2[_] Qtr 3[<] ctr 4[_] of Year 120' IQ

RDL must be measured at (he same prims and lime asrhe microbiological samples are collected.

Qtr IL.J

A. Number of RDL samples collected during each of the past three months _1_
Last m

*B. Monthly average fall samples collected in each month for the last 12 months

1
3 m ago

0 . 5 9
3 m ago

1.51
4 mzxgo

1 . 35
5 m ago

1.13
6 mago

197
'imago

1.72
8 In ago

1 .36
9 m ago

0 . 6 7
10 m ago

1
2 m ago

1.47 1 . 01
Last m 2 m ago

1 . 08
12 m ago

_1 .94
l l ago

During the first year of monitoring insert 'N/A' for months monitoring was

and nine 'N/A")
not required. (i.e. first quarterreport for 2004willhave only three results

C. Annual average of monthly averages for the previous 12 months .124
When calculating the annual average use monthly averages for
only the last twelvemonths. lathe systemhas not completed a full
year of monitoring, the annual average is calculated by adding the
individual monthly averages, and dividing by the number of
months sampled

D. Did the annual average in C exceed the MRDL of`4.0 mg/L? Yes No _X

I hereby certify that the information provided in this report is accu nectt be best of my knowledge.

Authorizer Name: [ lSignaturc: [ IDal.e_l;.AIlred II . Q

For Questions Call:

Arizona Department of Environmental Quality
Water Qnnalit/Colgliance Section 5415B- I

I l 10 est washington Street
Phoenix, AZ 85007

(602) 771-4624 or within AZ (800) 234-5677 ext. 771-4624
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Arizona Department of Environmental Quality
Quarterly Report

Maxim um Residual Disinfection Level (MRDL)
Chlorine/C hloramines--I012/ I006

(Distribution Sampling)

_]
out Dale

[ 1/5_!_-! 0'O{6]
System ID

Moqvalya KQYS
I

[ al -.. . .
System Name

This report is For (check one) Qt r  | [ _ ] Qtr 2[__] Q t r  3 [ ] Qtr 4[__] of  Year [2016]

RDI. mlus! be vzeasured of the same points and lime as the microbiological .samples are collected.

u 2
A. Number of RDL samples collected during each of the past three months

Last m

*B. Monthly average fall samples collected in each month For the last 12 months Q.54 0 . 7 5
Last m 2 m ago

2

Zmago

2
3 m ago

1 .27
3 ago

0.72
4 m ago

1 . 0 1
5 m ago

1 .34
6 nu ago

0.90
7 m ago

1 .78
8 m ago

1 .29
9 m ago

0.86
l O n g o

1.75
l l m a g o

0.95
l2 mago

During the first year of monitoring insert 'N/A' for months monitoring was
not required. (Le. first quarterreport for 2004 will have only three results
and nine 'N/A")

C. Annual average of monthly averages for the previous 12 months 1.09

When calculating the annual average use monthly averages for
only the last twelve months. If the system has l\0t completed a full
year ofNnonitoring, the annual average is calculated by adding the
individual monthly averages, and dividing by the number of
months sampled

D. Did the annual average in C exceed the MRDL of4.0 mg/L?
Yes No X

o

Authorizer Name: I

I hereby certify that the information provided in this report is accra_

_]Signature: iDalge FiAl!r¢d ll
recto

L *

he best of my knowledge.

'\ 2 i? I

Arizona Department of Environmental Quality
Water QualitvCon liance Section 54 I 5B- 1

I I 10 est washington Street
Phoenix, AZ 85007

For Questions Call: (602) 771-4624 or within AZ (800) 234-5677 ext. 771-4624
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Bob Hardcastle
:Ur in' 11 l1III!l1ll1II '!1!l!F'Hll I 1|'H11111!I 1r'1'||ru-nl|vr~||1~||n|r!=1|!r=1IlI.qqplw1ur11urn-|er11||r»r1I1se\t-|-||r||!|!!11II|~11|!1 """"11H1'"T'llF1'l'l"*'9'H""* :ll-pnpmgll ||1N*|1 r|lrI| ll"ll1'lrl41"" l ||1 IIr "' 1\ll'l»'ll~4Fuln-r'u11"Itl'pwnn4n!"I'n!nr1=r' """'T'""""l"l""""""""""'!""""'"I..IIll.L11iil8inl::ul..i14leiil.~l.IU..llll.1Ila.llll.lnn.r

From:

'Sent:

To:

Subject:

Attachments:

Dale Allred

Tuesday, October 18, 2016 2213 PM

Bob Hardcastle
Chlorine residual

lMG_0908J PG; ATT00001 .txt

Bob,

I took a CL2 reading from 31602 Storage Place ( our records show this as STORAGE pL). This is

the next service down stream from LMM 24B customer Michelle Williams. As you can see in

the attached picture, our residual level is well below the max limit of 4.Dmg/L

1
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