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Customer Responses to Initial Customer Notice:

1)
Edward C. McNamee

Denise Edgington

(Benton County drinking water system)

Rt. 2  138P

Edwards, MO  65326

February 12, 2002:  Edward C. McNamee and Denise Edgington expressed concerns about a lengthy disruption of service, low pressure, debris in the water, discolored/cloudy water, over-chlorinated water, lack of response from Foxfire and more than double previous rates (of prior to year 2000, when Foxfire acquired system).  They do not consider the water drinkable.  In summary, their primary concern is that they expect service commensurate with the rate they are asked to pay.

2)
Robert and Connie Vermillion 


(Benton County drinking water system)



RR 2, Box 139CA


Edwards, MO  65326

February 26, 2002:  The Vermillions refer to water quality problems, a lengthy service outage with inadequate company response, and paying more than twice what they paid with the previous owners.  They also note that of the 13 homes out of water (January 2001), 4 are fulltime residents, and three of those four have disconnected from the system.  

3)
Janice L. Evans


(Benton County drinking water system)


2832 South 42nd Street


St. Joseph, Mo.  64503

The Evans’ feel that service was better prior to Foxfire’s acquisition of the system and the rate increase that accompanied the new ownership.  They state that their rate increased from $60 to $228 per year.  They are part-time customers.  The pressure seems to be less since Foxfire began running the system.

ATTACHMENT 1-1

Water and Sewer Staff’s findings (Martin Hummel)

In regard to the service complaints listed above, all of which share common concerns, Martin Hummel inspected water system on April 8, 2002 and spoke with the customers July 16, 2002.  Additional phone follow-up was done during October, 2002.  All of the mentioned problems appear to have occurred.

The primary service disruption noted by customers apparently occurred during the time between Foxfire negotiating the acquisition and actual closing which was contingent on PSC approval.  This contributed to the problem of timeliness and scope of response because of the uncertainty as to “who is responsible” and the management change that was taking place.  Recently, Foxfire has made 36 leak repairs from January through August 2002 and the repair of a failed well pump.

There have been occasions of low pressure, particularly during system repairs, but generally the pressure is adequate.  Some reduced pressure episodes will still occur but the Staff expects such occurrences to become rare as the system and operation  is improved.

Chlorine addition is done without the benefit of master meters at the wells.  It is difficult to maintain a consistent dosage with an apparent low flow (3 small output wells) and without a means to readily check the well output.  Foxfire does have plans for installing a meter at each well.

The Company has installed a flushvalve in the primary area of water quality complaints and has flushed from this valve on several occasions.  The company is again flushing during the third week of October and will be notifying affected customers.  The company believes that the recent water quality problems have been cleared up.  Nonetheless, Foxfire is planning for installation of flush valves in other parts of the system and for a flushing program that fits the various parts of the system.

Staff Report Summary

In summary, the Springbranch (Benton County) customers main concern is that they see what they perceive as large rate increases with no improvement in service.  This is understandable, as much of the work the company has done involves responding to regulations and planning.  Such efforts are not apparent “at the tap” and necessarily precede actual physical improvements.  The Staff does expect additional improvements, including meters at the wells, additional flush valves and refurbishing of the #1 wellhouse.
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