
Back to School

Summer is over and the kids are back 
to school. Over the past two years we 
have been working with many school 
districts in the communities we serve 
to make sure students and staff have 
information on the quality of the 
drinking water in their schools.

Following the lead crisis in Flint, Michigan, we voluntarily 
reached out to the schools we serve and offered to test for 
lead in drinking water fountains and food preparation areas 
at no cost to the school system. You may recall that the 
overwhelming source of lead in drinking water is from internal 
plumbing pipes and fixtures. Since there is no requirement 
for schools to test for lead in drinking water, this was an 
opportunity to apply our expertise and financial resources to 
give school administrators real data on lead levels at the tap. 
You can read more about the results inside.

We also wanted to share that Maine Water will soon be 
launching its first independent survey of community leaders 
and state and local officials. The results of this anonymous 
survey will be used to help us enhance our service to 
communities.

In this issue are the results of our mid-year customer 
satisfaction survey. Once again we are pleased to report that 
our customers view Maine Water’s service as world-class with 
more than 90% saying they are satisfied with our people and 
our service. Most importantly, we use the survey results to 
identify areas where we can do even better.

I am pleased to announce that Steve Cox, a 16 year veteran of 
Maine Water, has been promoted to the position of Director 
of Service Delivery where he will lead our operations teams 
across the state. He will play an even greater role in ensuring 
that our people have the support they need to continue 
satisfying our customers in the communities we serve. Steve is 
a licensed professional engineer and has been active with local 
leaders on many projects in communities across our service 
area in Maine.

As always, if you have any comments or suggestions for me, 
please feel free to contact me at rknowlton@mainewater.com 
or call me at 800-287-1643.

Regards, 

Rick
Rick Knowlton 
President
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Is Maine Water on your Priority Restoration list?
At Maine Water Company, we are prepared for winter weather 
and have back up power generators at many of our facilities 
to maintain water service to customers. Hard to believe, but 
winter is not that far away, as the average first snow in Maine 
is between October and November. Those storms can bring 
snow, ice and potential for power losses.  

In the event of a widespread power loss, when restoration 
could take days, Maine Water wants to work with you to make 
sure that public water facilities are on your community’s 
priority restoration list. 

Power companies typically rely on municipalities to help 
prioritize their service restoration efforts following storms. 
We would like our critical infrastructure, including treatment 
plants, wells, and pump stations to be on your community’s 
priority list to ensure the water supply remains in service to 
meet the public health and safety needs of your residents. 

We have back-up generators at key facilities to maintain 
treatment and distribution capabilities in the event of a power 
outage, however, it’s important that we minimize the amount 
of time we rely on those back-up generators. We top off our 
fuel supplies at each location before storms but access to 
additional fuel supplies during prolonged storm events can be 
a challenge. In addition, generators are not designed to run for 
extended periods of time so the longer we rely on them, the 
greater risk to our service. 

Please check to make sure that Maine Water facilities in your 
town are on your priority restoration list. Please contact 
Stephen Cox at 207-691-4360 or scox@mainewater.com if you 
have any questions.
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Delivering World-Class Customer Service
Each year we retain the services of an independent research firm to survey our customers on their perceptions and 
experiences with Maine Water. In August, about 300 Maine Water customers were called and the results are in. 

The mid-year customer satisfaction 
survey showed, once again, that more 
than 9-in-10 Maine Water customers are 
satisfied with the water and service we 
provide. 

The Customer Satisfaction Index (CSI), 
an average of key satisfaction indicators, 
stands at 92.3%. The detailed survey 
results help us to spot the things we 
do well and, more importantly, identify 
areas where we can improve. 

We appreciate the confidence that 
our customers have in us, and want 
you to know that we are committed to 
maintaining world-class satisfaction. 

An additional 300 customers will be surveyed in late fall and we will report those results in future issues of In Your 
Community.

Outreach to Schools on Lead in Drinking Water
As children return to school for a new school year, we wanted to let you know what we have done to make sure local school 
officials have the information they need about lead in water at local schools.

It wasn’t that long ago, back in early 2016 that the lead crisis unfolded in Flint, Michigan. It raised awareness of the dangers 
of lead in drinking water, especially for children.  Lead is not found in our drinking water sources or in the piping in our 
distribution system but can come from contact at the customer’s property such as lead pipes, lead solder or fixtures 
containing lead.

Maine Water has a comprehensive corrosion control program to minimize the potential 
for lead from plumbing and fixtures to leach into the water at the customers’ property. 
Lead solder and lead in fixtures for domestic water use have been regulated for many 
years, but schools are not required to test for lead in drinking water, unless the school 
has its own well(s).  As such, many school officials would not know if lead is an issue at 
their facilities so we thought it was prudent to offer testing to schools.

Beginning in the spring of 2016, Maine Water reached out to districts that have schools 
on our water systems and extended an offer to voluntarily test for lead at water 
fountains and food preparation areas – at no cost to the district.

Since then, we have collected more than 450 samples from 60 school buildings. Two 
sets of samples were collected at each location. We conducted a ‘First Draw’ sample 
where the water was allowed to be stagnant in the piping and fixtures for more than 6 
hours – and a ‘Running’ sample after the water had been allowed to run for a couple minutes to flush out the water that had 
been in contact with the school’s piping and fixtures . This was done so that we could see if simply running the water at a 
fountain before students arrived for the day would be an effective means of lowering lead, if it were detected. 

The results were reported to local school administrators, and Maine Water staff worked with school staff in those few locations 
where there were fixtures that had results, either in the first draw or running sample, that were higher than the EPA action 
level. 

Maine Water is committed to continuing to work with school districts to provide them information so they know about the 
quality of their water and can make informed decisions regarding the health and well-being of children and staff at local 
schools.  If you have not had testing done at your school and would like to schedule that with Maine Water, please contact 
Rick Knowlton at 800-287-1643 or RKnowlton@mainewater.com.

60 SCHOOLS TESTED
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Public Opinion Leader Survey
Maine Water will be conducting its first Public Opinion Leader survey, 
targeted to community and business leaders, regulators and local 
officials in the coming weeks.  You may be contacted to participate 
in that survey as we look to find out perceptions of the company, our 
operations, water quality and service.  

Maine Water is committed to serving families and communities across 
the state of Maine. For years we have conducted a Customer Satisfaction 
Survey to gauge what our customers think of Maine Water and the water 
and service we provide. The results of the survey are used to confirm what we are doing well and, equally important, to 
identify the areas where we can do better.

Through the Public Opinion Leader survey we want to find out from you:

• Are we communicating well?

• Do you know who to call at Maine Water?

• Are you informed about our many infrastructure projects underway to improve service and enhance water quality?

• Is there good coordination of projects with local officials?

As with the customer survey, the public opinion leader survey will be conducted by an independent research firm, 
GreatBlue Research, on our behalf – and all responses are anonymous.

A representative of Great Blue will be contacting public opinion leaders with a goal of having 100 people participate in 
the survey via phone or e-mail. If you are contacted, we would greatly appreciate it if you consider participating in the 
survey. We will summarize the results in a future issue of In Your Community. In the meantime, if you have questions about 
the survey or want to speak to us about an issue in your community, please contact Rick Knowlton at 800-287-1643 or 
RKnowlton@mainewater.com.

Corporate Sustainability Report
We recently released our 2016 Corporate Sustainability Report. The 
report features the achievements of Maine Water, and it its sister 
companies, over the past several years in conducting our business 
operations in a manner that respects the natural environment and 
values service to customers, communities, and employees.

Among the highlights:

• 100 million gallons of water saved just in 2016 by Maine Water 
through the replacement of aging infrastructure and targeted 
leak detection efforts.

• We have committed to the permanent protection of 1,300 
acres of watershed land around Mirror Lake and Grassy Pond 
in Rockport, Maine through the creation of a conservation 
easement to be held by the Coastal Mountains Land Trust. This 
land will be part of a nine-mile ‘Round the Mountain’ trail system 
for all to enjoy.

• The installation of LED lighting to reduce energy usage and 
costs, and our carbon footprint. 

The entire report is available to view and download at www.
mainewater.com/community.



93 Industrial Park Road
Saco, ME 04072-1804

Printed on recycled stock

PRESORTED
FIRST CLASS MAIL

U.S. POSTAGE
PAID

xxxxxxxxxxx, CT
PERMIT NO. xxx

www.mainewater.com

Good Value for the Cost

We think tap water is a 
great value. One gallon of 
clean, safe drinking water 
at the turn of a faucet is less 
than a penny per gallon. 
We wondered how that 
compared to other utilities 
and see the cost is low 
relative to other utilities, 
expecially when water 
provides for human health, 
sanitation, hygiene and fire 
protection and is really the 
one you cannot live without. 

Meet Stephen Cox - Director of Service Delivery
Stephen Cox, who has been with Maine Water since 2001 was just promoted to a new role as the Director of 
Service Delivery. Over the course of his career at Maine Water, Steve has been involved in almost every sizeable 
infrastructure project including the Mirror Lake Membrane Filtration Facility in Rockport in 2010, five new 
water storage tanks including a recent 3 million gallon storage reservoir in Biddeford, countless water main 
replacement projects and is currently involved in planning of the new Saco River Water Treatment Facility.
Steve’s background of 10 years with a New England based consulting firm and 16 years in engineering at Maine 
Water has prepared him well for his new role – he knows the business, our people and he has a deep knowledge 
of our operations. As Director of Service Delivery, he supports our field services teams across 21 communities in 
the state of Maine in areas of water treatment, distribution and field customer service. 
Steve says he is excited about his new role. He states, “Maine Water employees are passionate about providing safe drinking water 
to neighbors, families, friends, and the communities we all live in. My goal is to support our talented employees so they can serve 
their local customers. We are stewards of this life-sustaining resource and are tasked with providing high quality reliable service, 
access to public fire protection, and robust water systems that support economic development.”
Steve is a registered professional engineer and a graduate of the University of Maine where he received a BS degree in civil 
engineering. He and his wife have twins who are attending college.  Maine Water’s president, Rick Knowlton, says in addition to 
Steve’s excellent background and expertise he exemplifies Maine Water’s culture of service and efficiency. 

Average U.S. Household Monthly Utility Costs

Maine Water Company Contacts

Peter Farrelly
Superintendent, Vinalhaven 

pfarrelly@mainewater.com
207-863-4662

David Michaud 
Superintendent, Bucksport & Millinocket Divisions

dmichaud@mainewater.com
207-294-6971

Superintendent, Camden/Rockland Division
mcummons@mainewater.com

207-294-6907

Woodie Bartley
Superintendent, Greenville Division 

wbartley@mainewater.com
207-294-6976

Adrian LeClair
Superintendent, Skowhegan/Oakland/Hartland Divisions 

aleclair@mainewater.com
207-294-6977

Mickey Hall 
Superintendent, Biddeford/Saco, Freeport & Kezar Falls Divisions

mhall@mainewater.com
207-294-6904

Pamela Blackman
Customer Service Manager

pblackman@mainewater.com
207-294-6902

Customer Service & 24-hour Emergencies 1-800-287-1643

Stephen Cox
Director of Service Delivery

scox@mainewater.com
207-294-6906

Mike Cummons


