STATE OF NORTH CAROLINA
UTILITIES COMMISSION
RALEIGH

DOCKET NO. W-354, SUB 398
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BEFORE THE NORTH CAROLINA UTILITIES COMMISSION

DOCKET NO. W-354, SUB 398

In the Matter of
Application by Carolina Water Service, Inc.
of North Carolina, 5821 Fairview Road, Suite
401, Charlotte, North Carolina 28209, for
Determination of Fair Value of Utility Assets
Pursuant to N.C. Gen. Stat. § 62-133.1A and
Establishing Rate Base for Acquisition of the
Carteret County Water System

PUBLIC STAFF'S VERIFIED
RESPONSE TO CAROLINA
WATER SERVICE, INC. OF
NORTH CAROLINA’S
RESPONSE TO CUSTOMER
CONCERNS - BEAUFORT,
NC PUBLIC HEARING
OCTOBER 18, 2022

DOCKET NO. W-354, SUB 399

In the Matter of
Application by Carolina Water Service, Inc.
of North Carolina, 5821 Fairview Road, Suite
401, Charlotte, North Carolina 28209, for a
Certificate of Public Convenience and
Necessity to Provide Water Utility Service to
the Carteret County Water System, and for
Approval of Rates
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NOW COMES THE PUBLIC STAFF — North Carolina Utilities Commission
(Public Staff), by and through its Executive Director, Christopher J. Ayers, and
pursuant to the Commission’s Order Extending Time for Filing Response to
Customer Concerns, Allowing Public Staff Response, and Directing Both to be Filed
in CPCN Docket and Fair Value Docket issued on November 21, 2022, and submits

its verified response to Carolina Water Service, Inc. of North Carolina’s (CWSNC
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or Company) Response to Customer Concerns — Beaufort, NC Public Hearing
October 18, 2022.

The purpose of the Public Staff's response is to provide the results of the
Public Staff's review of CWSNC'’s report addressing customer service and service
guality complaints expressed at the Beaufort public hearing, which was held on
October 18, 2022, and whether CWSNC'’s report adequately addresses the
customers’ concerns.

On October 18, 2022, seven customers, Mr. Clark Patton, Mr. Patrick Kelly,
Mr. John Cawthern, Ms. Lisa Camp, Ms. Jennifer Day, Ms. Liz Ponder, and Mr.
Daniel testified. The primary concerns raised by the customers were the sale of
the system, purchase price, and quality of service, including low pressure, yellow
water, and chalky residue.

On November 7, 2022, CWSNC filed a report in response to customers’
concerns stating, “[t]he service quality complaints brought forward variously by four
witnesses addressed yellow water, low pressure, and chalky/foggy residue.”
CWSNC's report directly addressed the testimony of four customers, Mr. Kelly, Ms.
Camp, Ms. Day, and Ms. Ponder.

Based on the varying level of detail provided in CWSNC's report, the Public
Staff sent a data request on November 9, 2022, and the Company provided its
response on November 18, 2022. Public Staff Data Request No. 12 and the
response provided by CWSNC are provided as Public Staff Response Exhibits
1 and 2, respectively. The following response will address the Company’s report

by the sections A through D used by the Company:
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A. CUSTOMER SERVICE/SERVICE QUALITY COMPLAINTS

The Company attempted to follow-up with the four customers by visiting
each of their homes without prior notice in the late morning of Friday, October 21,
2022. Generally, it would seem unlikely that late morning on a weekday would be
a good time to find a customer at home. In addition, that timeframe would be
unlikely to produce operating conditions similar to the evening and nighttime when
customers reported experiencing low pressure. Only Ms. Day was at home when
the Company initially visited the four customers residences. Field tests were taken
at the residences of Mr. Kelly, Ms. Camp, and Ms. Day. The Company reported
that the results of the field test analysis were within the normal range, except for
manganese above the sMCL of 0.05 mg/L at Mr. Kelly’s residence. The Company
stated there was no staining, sediment, or yellow water.

B. COMPLAINTS ABOUT INTERMITTENT DROPS IN PRESSURE IN THE
EVENING HOURS

The Company states the intermittent drop in pressure in the evening hours
“remains a mystery.” The Company further states, “CWSNC has checked the water
tower levels for anomalies which would affect the water pressure in the system and

found little fluctuation, which indicates consistent pressure has been maintained.”

The Public Staff has reviewed the Company’s data request response
regarding the operations of the three elevated storage tanks and the booster pump

stations, which states as follows:

Operating procedure to fill the 3 elevated storage tanks involve
pump on and off setpoints. Elevated tank #1 setpoints are 26.5
feet pump off and 23.0 feet pump on. Elevated tank #2 setpoints
are 25.0 feet pump off and 21.0 feet pump on. Elevated tank #3

3
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setpoints are 25.0 feet pump off and 21.0 feet pump on. Pump on
and off setpoints can be changed to decrease water age as
needed.

In addition, the Public Staff has reviewed the tank level data and observed that the
minimum and maximum tank level measurements were noticeably higher after the
customer hearing on October 18, 2022, than they had been leading up to the
customer hearing and prior fall seasons. The Public Staff believes the setpoints
were increased to provide better pressure and minimize the evening pressure
drops. Starting on October 25, 2022, the minimum and maximum tank level
measurements much more closely match the setpoints from the data response

above.

C. RESPONSE FROM COUNTY
In pertinent part, the report states, “[tlhe County reports that both issues
have been investigated by CWSNC and are unsubstantiated at this point, but that

the County continues to monitor the situation.”

D. CONCLUSION
On November 7, 2022, the Company filed its report that concluded as
follows:
CWSNC's investigation has consisted of field visits and other
attempts to contact customers, visual analyses and field tests of the
water (where possible), and analyses of the tanks to search for

explanations of pressure anomalies. The answers are thus far
elusive. . ..

Contrary to this conclusion and the response from the County quoted above,
CWSNC, who started operating the system in February 2022 and for reasons not

addressed in its report, has implemented operational changes to the greensand
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filtration system and the softener system. In response to the Public Staff data

request, the Company states as follows:

Before CWSNC started operating the Carteret County Water
Treatment Facility the greensand filtration system filters were
backwashed every 10 days. Starting in October 2022, CWSNC
started backwashing the greensand filtration system every 7 days.

Before CWSNC started operating the Carteret County Water
Treatment Facility the softener system was regenerated after
230,000 gallons passed through the softener system. In November
of 2022, CWSNC decreased this setpoint to 190,000 gallons so the
softener system regenerates more often.

Therefore, the Company, in October 2022, decreased the number of days between
backwash cycles of the greensand filtration system by 30% and, in November
2022, decreased the quantity of water treated by the softener system between
regeneration cycles by over 17%. These changes should improve the
effectiveness of the systems and thereby the water quality. In addition, as
described in section B above, the Public Staff believes that the Company, in late
October 2022, implemented operational changes to the elevated storage tanks to
maintain higher tank elevations.

The Public Staff believes the Company has inadequately addressed the
content of the Beaufort public hearing. The Company’s report does not fully
address customers’ concerns, and the Company has not been forthright with
operational changes it has made, the timing and nature of which could only be
interpreted to address the quality of service concerns to which customers testified.
The Public Staff recommends that the Commission require CWSNC to address
these operational changes, including the timing and basis, as part of its follow-up

5
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report to be filed no later than January 15, 2023. Therefore, this concludes the

Public Staff’s response.
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VERIFICATION
STATE OF NORTH CAROLINA )
)
COUNTY OF WAKE )

Charles Junis, first being duly sworn, deposes and says that he is the
Director of the Water, Sewer, and Telephone Division, Public Staff — North Carolina
Utilities Commission, that as such, he has read the foregoing Public Staff's Verified
Response to Carolina Water Service, Inc. of North Carolina’s Response to
Customer Concerns — Beaufort, NC Public Hearing October 18, 2022, and knows
the contents thereof; that the same are true of his own knowledge except as to
those matters stated therein on information and belief, and as to those he believes

them to be true.

-

//, :
Chafles Ms
Sworn t%nd subscribed before me,
this ay of December, 2022.
by fnestotere
7 NOTARY
YL < "/ WAKE COUNTY, N.C.
Signature of Notary Public My Commission Expires 12-17-2022,

T4 E 1 Brrves

Name of Notary Public — Typed or Printed
My Commission Expires: ‘tﬁll?—!’?gﬂj\
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CERTIFICATE OF SERVICE

| certify that | have served a copy of the foregoing Public Staff's Verified
Response to Carolina Water Service, Inc. of North Carolina’s Response to
Customer Concerns — Beaufort, NC Public Hearing October 18, 2022, on all parties
of record in accordance with Commission Rule R1-39, by United States mail,
postage prepaid, first class; by hand delivery; or by means of facsimile or electronic
delivery upon agreement with the receiving party.

This the 16th day of December, 2022.

Electronically submitted

/s/ Gina Holt
Staff Attorney
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W-354, Subs 398 and 399
Public Staff Response Exhibit 1

CAROLINA WATER SERVICE, INC. OF NORTH CAROLINA
W-354, SUB 398
Public Staff Data Request No. 12
Date Requested: November 9, 2022
Date Due: November 19, 2022

Public Staff Technical Contact: Charles M. Junis
Phone #: (919) 733-5610
Email: charles.junis@psncuc.nc.qov

Public Staff Legal Contacts: Gina Holt
Phone #: (919) 733-6110
Email: gina.holt@psncuc.nc.gov

William E. H. Creech
Phone #: (919) 733-6110
Email: zeke.creech@psncuc.nc.gov

Please provide responses to this request in a searchable native electronic format
(e.g., Excel, Word, or PDF files). If in Excel format, please include all working
formulas. In addition, please include: (1) the name and title of the individual who
has the responsibility for the subject matter addressed therein; and (2) the identity
of the person making the response by name, occupation, and job title. Please also
refer to Public Staff Data Request No. 1 for instructions for responding to this and
all other Data Requests served on the Company by the Public Staff in the above-
captioned proceeding.

Topic: Response to Customer Concerns at Public Hearing

On November 7, 2022, Carolina Water Service, Inc. of North Carolina (CWSNC or
Company) filed its Response to Customer Concerns---Beaufort NC Public Hearing
October 18, 2022 (Report).

1. Regarding the Company’s response to Mr. Kelly on page 2 of its Report,

please provide the following:

a. The date and approximate time that CWSNC personnel first visited Mr.
Kelly’s residence and left a door tag;

b. Indication whether the Company contacted Mr. Kelly prior to the visit and
why/why not;

c. The approximate time of the visit to Mr. Kelly’s residence on October 25,
2022;

d. The results of the field visit and an explanatory document, which the
Report states were submitted as Attachment A;

e. The sample location of the field test and indication whether the water
was run for any period of time prior to collection; and

Page 1 of 3
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f.

Any updates on additional contact with the customer since filing the
Report.

Regarding the Company’s response to Ms. Camp on page 3 of its Report,
please provide the following:

a.

b.

C.

The date and approximate time that CWSNC personnel visited Ms.
Camp’s residence and left a door tag;

Indication whether the Company contacted Ms. Camp prior to the visit
and why/why not;

The date and approximate time of the field visit, if different from the
response to item a. above;

The sample location of the field test and indication whether the water
was run for any period of time prior to collection;

The testing results for “pH, chlorine, phosphate, iron, free ammonia and
Monochloramines”;

The ranges for “pH, chlorine, phosphate, iron, free ammonia and
Monochloramines” that the Company represents are normal; and

Any updates on additional contact with the customer since filing the
Report.

Regarding the Company’s response to Ms. Day on pages 3 and 4 of its
Report, please provide the following:

a.

b.

> @™o

The date and approximate time that CWSNC personnel visited Ms.
Day’s residence;

Indication whether the Company contacted Ms. Day prior to the visit and
why/why not;

The date and approximate time of the field visit, if different from the
response to item a. above;

Indication whether the water was run for any period of time prior to
collection;

The field test results;

The dates the dead-end line have been flushed in 2022;

The current frequency of flushing and intended increased frequency;
and

Any updates on additional contact with the customer since filing the
Report.

Regarding the Company’s response to Ms. Ponder on page 4 of its Report,
please provide the following:

a.

b.

The date and approximate time that CWSNC personnel visited Ms.
Ponder’s residence; and

Any updates on additional contact with the customer since filing the
Report.

Regarding section B, please provide the following information:

Page 2 of 3
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a. Tank water level records for 2021 and 2022 (please contact regarding
granularity of available information and format for delivery);

b. Description of the operating procedure for filling the elevated tanks; and

c. Description of the operations of the booster pump stations.

Regarding section C, please provide the following information:

a. Operation and maintenance records for the greensand filtration system
for 2021 and 2022, including backwash frequency and media age;

b. Operation and maintenance records for the softener system for 2021
and 2022, including backwash and regeneration cycles; and

c. A narrative timeline of any changes to operations in 2022, including
staffing.

Please indicate when CWSNC anticipates installing a pressure recorder(s)
and where, and when would the Company propose to file a follow-up report.

Page 3 of 3
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W-354, Subs 398 and 399
Public Staff Response Exhibit 2

Topic: Carolina Water Service, Inc. of NC response to Public Staff

On November 7, 2022, Carolina Water Service, Inc. of North Carolina (CWSNC or
Company) filed its Response to Customer Concerns---Beaufort NC Public Hearing
October 18, 2022 (Report). Responses provided by Tony Konsul and the
operations department.

1. Regarding the Company’s response to Mr. Kelly on page 2 of its Report,
please provide the following:

a.

b.

C.

The date and approximate time that CWSNC personnel first visited Mr.
Kelly’s residence and left a door tag;

Indication whether the Company contacted Mr. Kelly prior to the visit and
why/why not;

The approximate time of the visit to Mr. Kelly’s residence on October 25,
2022;

The results of the field visit and an explanatory document, which the
Report states were submitted as Attachment A;

The sample location of the field test and indication whether the water
was run for any period of time prior to collection; and

Any updates on additional contact with the customer since filing the
Report.

CWSNC response to Public Staff regarding Mr. Patrick Kelly:

a.

CWSNC staff first visited Mr. Kelly’s residence on October 21, 2022, at
approximately 09:28AM. Mr. Kelly was not home, and a door tag was
left informing Mr. Kelly to contact CWSNC to schedule an onsite water
test.

Mr. Kelly was not contacted prior to leaving the door tag on October 21,
2022. It was made aware to CWSNC operations that Mr. Kelly had a
complaint on October 18, 2022, but no contact information was provided
for Mr. Kelly. Mr. Kelly emailed operations and an onsite water test
appointment was made for Monday, October 24, 2022, at 04:00PM.
CWSNC staff met with Mr. Kelly at his residence on October 24, 2022,
at 04:00PM.

The results of the water field test with CWSNC and Mr. Kelly showed
normal water test results. Test results include pH 7.76, total chlorine
0.04 mg/l, monochloramines 0.02 mg/l, iron 0.07 mg/l, free ammonia
0.14 mg/l, phosphate 1.47 mg/I.

The sample location was inside the home at Mr. Kelly’s kitchen sink.
Water was running 3 minutes prior to testing and continued to run as
multiple testing for different parameters was conducted.

Mr. Kelly was emailed the results of his water test on October 26, 2022.
Mr. Kelly responded on October 27, 2022, thanking CWSNC staff for the
field water test.
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Regarding the Company’s response to Ms. Camp on page 3 of its Report,
please provide the following:

a.

b.

C.

The date and approximate time that CWSNC personnel visited Ms.
Camp’s residence and left a door tag;

Indication whether the Company contacted Ms. Camp prior to the visit
and why/why not;

The date and approximate time of the field visit, if different from the
response to item a. above;

The sample location of the field test and indication whether the water
was run for any period of time prior to collection;

The testing results for “pH, chlorine, phosphate, iron, free ammonia and
Monochloramines”;

The ranges for “pH, chlorine, phosphate, iron, free ammonia and
Monochloramines” that the Company represents are normal; and

Any updates on additional contact with the customer since filing the
Report.

CWSNC response to Public Staff reqgarding Ms. Camp:

a.

b.

CWSNC staff first visited Ms. Camp’s residence on October 21, 2022,
at approximately 11:35AM.

Ms. Camp was not contacted prior to the visit on October 21, 2022,
because contact information was not provided to CWSNC staff for Ms.
Camp. CWSNC staff were made aware of Ms. Camp’s complaint on
October 18, 2022.

A field water test was conducted on an outside spigot on October 21,
2022, at approximately 11:35AM. CWSNC staff met with customer at the
home on November 14, 2022, at approximately 10:00AM for an in-
person water test.

The sample location of the field test was at an outside spigot in front of
the home. The water was run for a couple of minutes prior to the testing
of multiple parameters. On November 14, 2022, at 10:00AM the sample
location was inside the customers home at the kitchen sink. Water was
ran a couple of minutes prior to testing.

Testing results on October 21, 2022, are as follows: pH 7.66, chlorine
0.04 mg/l, phosphate 1.60 mg/l, iron 0.02 mg/l, free ammonia 0.28 mg/I
and monochloramines 0.03 mg/I. Testing results on November 14, 2022,
are as follows: chlorine 0.12 mg/l, pH 7.81, monochloramines 0.11 mg/l,
free ammonia 0.07 mg/l, phosphate 1.08 mg/l, iron 0.00 mg/l.

Field parameter ranges: pH 6.5 — 8.5, chlorine detectable residual —4.00
mg/l, phosphate is not regulated, iron 0.00 mg/l — 0.30 mg/l, free
ammonia not regulated, monochloramines detectable — 4.00 mg/I.

A door tag was left at Ms. Camp’s residence on October 21, 2022, at
approximately 11:35AM informing Ms. Camp that we would like to
schedule an in-person water field test. On October 26, 2022, Ms. Camp
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was emailed by CWSNC asking if Ms. Camp would like to schedule an
in-person water test. Ms. Camp responded to the email on October 31,
2022, confirming that she wants an in-person field test performed. On
November 03, 2022, CWSNC emails back confirming when to schedule
the in-person field test. November 10, 2022, Ms. Camp replies to the
email stating the week of November the 13" would be a good week to
schedule the in-person field test. Scheduled water in-person water test
with customer on Monday, November 14, 2022, at 10:00AM.

Regarding the Company’s response to Ms. Day on pages 3 and 4 of its
Report, please provide the following:

a.

b.

> @™o

The date and approximate time that CWSNC personnel visited Ms.
Day’s residence;

Indication whether the Company contacted Ms. Day prior to the visit and
why/why not;

The date and approximate time of the field visit, if different from the
response to item a. above;

Indication whether the water was run for any period of time prior to
collection;

The field test results;

The dates the dead-end line have been flushed in 2022;

The current frequency of flushing and intended increased frequency;
and

Any updates on additional contact with the customer since filing the
Report.

CWSNC response to Public Staff reqarding Ms. Day:

a.

b.

C.

CWSNC first visited Ms. Day’s residence on October 21, 2022, at
approximately 10:31AM.

Ms. Day was not contacted prior to CWSNC staff visit. Only Ms. Days
address was given and no contact information.

Field water test visit is the same as the initial visit due to Ms. Day being
home. Field water test visit occurred on October 21, 2022, at 10:31AM.
Water was tested at an outside spigot. Water was run for several
minutes prior to taking test sample.

Field test results are as follows: 52 psi on outside spigot, chlorine 0.02
mg/l, monochloramines 0.02 mg/l, free ammonia 0.04 mg/l, phosphate
1.06 mg/l, iron 0.00 mg/l.

Dates the dead-end line have been flushed in 2022 are unknown.
CWSNC is only contracted to check the water treatment plant facility and
take associated compliance samples. Flushing remains the
responsibility of Carteret County.

Carteret County flushing frequencies are unknown and are the
responsibility of Carteret County. Flushing frequencies for CWSNC
owned systems in the area are a minimum of quarterly and upon
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h.

customer related complaints. Also, CWSNC conducts systematic water
distribution analysis of CWSNC owned systems to determine flushing
needs. An overall strategic plan is then put together to determine
flushing frequencies, including the installation of automatic flushers on
dead end water lines, possible looping of dead-end water lines, water
tank turnover rates, water age, water complaint data, infrastructure
asset age, infrastructure asset material, implementation of capital
improvement plans, etc.

No additional contact with customer.

Regarding the Company’s response to Ms. Ponder on page 4 of its Report,
please provide the following:

a.

b.

The date and approximate time that CWSNC personnel visited Ms.
Ponder’s residence; and

Any updates on additional contact with the customer since filing the
Report.

CWSNC response to Public Staff reqarding Ms. Ponder:

a.

CWSNC first visited Ms. Ponder residence on October 21, 2022, at
approximately 11:27AM. Ms. Ponder was not home and a door tag was
left.

CWSNC revisited Ms. Ponders residence on November 04, 2022, and
left a door tag informing Ms. Ponder to contact CWSNC to schedule an
in-person water field test. Ms. Ponder has not responded back.

Regarding section B, please provide the following information:

a.

b.
C.

Tank water level records for 2021 and 2022 (please contact regarding
granularity of available information and format for delivery);
Description of the operating procedure for filling the elevated tanks; and
Description of the operations of the booster pump stations.

CWSNC response to Public Staff reqarding the following:

a.

b.

Average, maximum, and minimum tank levels are attached for the past
2 years.

Operating procedure to fill the 3 elevated storage tanks involve pump on
and off setpoints. Elevated tank #1 setpoints are 26.5 feet pump off and
23.0 feet pump on. Elevated tank #2 setpoints are 25.0 feet pump off
and 21.0 feet pump on. Elevated tank #3 setpoints are 25.0 feet pump
off and 21.0 feet pump on. Pump on and off setpoints can be changed
to decrease water age as needed.

Booster pump station #1 draws water from elevated tank #1 and sends
water to elevated tank #2. Booster pump station #1 turns on when
elevated tank #2 reaches 21.0 feet and turns off when elevated tank #2
reaches 25.0 feet. Booster pump station #3 draws water from elevated
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tank #1 and sends it to elevated tank #3. Booster pump station #3 turns
on when elevated tank #3 reaches 21.0 feet. Booster pump station #3
turns off when elevated tank #3 reaches 25.0 feet. Booster pump station
#2 draws water from elevated tank #3 and sends it to the Town of
Beaufort. This is only done when the Town of Beaufort needs water
which is during emergencies.

6. Regarding section C, please provide the following information:
a. Operation and maintenance records for the greensand filtration system
for 2021 and 2022, including backwash frequency and media age;
b. Operation and maintenance records for the softener system for 2021
and 2022, including backwash and regeneration cycles; and
c. A narrative timeline of any changes to operations in 2022, including
staffing.

CWSNC response to Public Staff regarding the following:

a. There are no operation and maintenance records for the greensand
filtration system. Greensand filtration system is checked 7 days a week
365 days a year. Before CWSNC started operating the Carteret County
Water Treatment Facility the greensand filtration system filters were
backwashed every 10 days. Starting in October 2022, CWSNC started
backwashing the greensand filtration system every 7 days.

b. There are no operation and maintenance records for the softener
system. The softener system is checked 7 days a week 365 days a year.
Before CWSNC started operating the Carteret County Water Treatment
Facility the softener system was regenerated after 230,000 gallons
passed through the softener system. In November of 2022, CWSNC
decreased this setpoint to 190,000 gallons so the softener system
regenerates more often.

c. CWSNC began operating the water treatment facility for Carteret County
in February 2022. In October 2022 CWSNC began backwashing
greensand filtration system every 7 days. In November 2022 CWSNC
began regenerating softener system after 190,000 gallons. The Carteret
County water system has been on routine monitoring for lead and
copper which required 20 lead and copper samples be taken every 6
months. On November 09, 2022, CWSNC was able to get the Carteret
County water system lead and copper monitoring reduced from routine
monitoring. This decreased the amount of lead and copper samples to
10 samples per year collected between June 01, 2023 — September 30,
2023.

7. Please indicate when CWSNC anticipates installing a pressure recorder(s)
and where, and when would the Company propose to file a follow-up report.
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Response: CWSNC ordered a pressure recorder on October 19, 2022. CWSNC
has yet to receive the pressure recorder from USA Bluebook. CWSNC contacted
USA Bluebook account manager Yvonne Rawson on November 11, 2022,
requesting an update on when the pressure recorder would be delivered. Yvonne
stated the pressure recorder will be shipped to CWSNC as soon as possible.
Pressure recorder is expected to be delivered on November 14, 2022. The
pressure recorder was installed on November 16, 2022, at the intersection of
Shell Landing and Shore Drive. The Pressure will be monitored over several
days to a week and the results will be provided once downloaded from the
device.
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