
Commitment to Service
The employees of Maine Water 
appreciate the opportunity to serve 
Maine families and communities 
with a reliable supply of high-
quality water. 

We strive to ensure the quality 
of the water delivered to you. 
Maine Water has an excellent record of compliance with 
federal and state water quality standards across all of 
our water systems, and we continue to explore ways to 
maintain and improve our water treatment processes 
and equipment. To strengthen our capabilities in water 
quality, we are very pleased to have Mary Jane Dillingham 
join the team.

Meeting the water service needs of current and future 
customers requires ongoing investment in infrastructure. 
Our annual capital budget includes a water main 
replacement program that targets replacement of 1 
percent of our buried pipe system, which is an average  
of 5 miles of water main each year. That investment helps 
us to better serve customers and conserve precious  
natural resources.

Maine Water is continually working to improve the 
customer service experience. As you’ll read inside this 
issue, we have launched a communications tool that 
provides email or text alerts when there is an issue 
affecting water service. We have leveraged online bill 
payment and e-billing to provide convenient payment 
options, and are continually adding content to  
our website. 

Within the next few weeks, you may be contacted by 
an independent research firm, GreatBlue, who we have 
retained to conduct a survey of community leaders about 
their experience with Maine Water. If you are contacted, 
please consider taking part in the survey. It’s a valuable 
tool to help us improve our service to communities.

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

Protecting Watershed Land
Maine Water recently completed the sale of the Mirror Lake 
Conservation Easement to the Coastal Mountains Land Trust 
(CMLT).

This is the first of two conservation easements aimed at 
preserving forever the natural state of the watershed lands 
surrounding Mirror Lake and Grassy Pond. The Grassy Pond 
easement will follow next year.

This is the culmination of several years of work by both 
the Company and CMLT that reflects our commitment to 
environmental stewardship and delivers many benefits 
including: 

• the permanent protection of the public water  
supply sources. 

• shareholders get a portion of the proceeds to invest in 
the water system. 

• Camden Rockland customers will share in 50% of the 
net benefit of the transaction, with over $400,000 of 
credits on customer bills over a one year period.

• rate base in the division is lower with the transfer of the 
land, which will result in a lower percent of increase in 
the next rate proceeding. 

Maine Water Company still owns the land and will manage 
timber harvesting and be able to use the land in the future if 
necessary for water utility purposes. 

As an additional piece of the transaction, Maine Water 
Company donated $250,000 to CMLT to help fund the 
construction of the Round the Mountain trail which will 
provide recreational benefits to the region that will help 
both economically and socially. 

We thank the employees that came before us that worked 
to make it possible for us to deliver on the commitment that 
serves our customers, environment and shareholders.
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Annual Public Opinion Leader Survey
Maine Water will be launching its annual survey of 
government, community and business leaders in October. 
GreatBlue Research, an independent research firm, is working 
with us to create, administer and interpret the results of the 
confidential survey.   

This is the second year we are seeking views from Maine 
leaders, such as you, on our customer service, water quality, 
rates, community involvement, 
emergency response, communication 
and personnel. We use the survey 
results to determine how effective 
our communications are, how we 
can improve our service, and how to 
enhance communication with the 
leaders of the communities we serve. 

If you are among those randomly selected to participate, 
a research assistant from GreatBlue Research will call to 
schedule a phone appointment for the survey, which takes 10-
15 minutes, or arrange to share a link so you can complete the 
survey online at your convenience. Any comments provided 
by participants are strictly confidential and not attributed to 
a name or title.  We appreciate your time and any information 
that you are willing to share in the  
survey process.  

If you have any questions about the survey, please contact 
Rick Knowlton at 800-287-1643 or rknowlton@mainewater.com.

Customer Notification Service
Maine Water wants to let 
customers know as soon as 
possible if there are events 
that affect water service. 
This year we added a new 
notification service that 
can notify our customers 
by phone, email and text. 
Maine Water can pinpoint 
customer notification by 
street address, town, zip code 
and other parameters. Once 
a notification is launched, it 
takes just a few minutes to reach hundreds of customers.

We have used the service for water main breaks, planned 
service interruptions and for advance notice of water  
main flushing to keep our customers informed.

Of course, we continue to use our website: www.mainewater.
com, Facebook www.facebook.com/MaineWater and Twitter 
(www.twitter.com/MaineWater) to communicate  
with customers. 

Infrastructure Investments
Maine Water has been investing an average of close to $8 
million per year in its infrastructure to ensure our water 
systems continue to meet the needs of current and future 
customers. Our goal is to 
provide a reliable supply 
of high-quality drinking 
water, support economic 
development and meet 
community firefighting 
demands.

This year, more 
than $5 million of 
the infrastructure 
investment budget was 
allocated to water main 
replacement projects 
through the Water 
Infrastructure Charge 
(WISC) program. Some 
of the projects underway include: 

• Lincoln, Market and Irving Streets in Saco  

• South Street in Biddeford

• Central Street and Gould Street in Camden

• Cleveland Street and Cross Street in Skowhegan

• Elm Street and School Street in Bucksport

• Elm Street in Freeport

• Main Street and Cyr Way in Hartland

• South Birch Street in Greenville

• Pleasant Street in Oakland 

Whenever possible, we work to coordinate our water 
main work with municipal projects. If there are storm 
water, wastewater or paving projects scheduled in your 
community over the next few years, please contact Helen 
Newman at 207-282-1543 or hnewman@mainewater.com.
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Providing Good Service and Value 
A gallon of high-quality drinking water is delivered to our 
customers 24 hours a day for less than a penny!

We provide valuable public fire protection services in 
the communities we serve, and maintain pipes, storage 
tanks and treatment systems that can deliver hundreds of 
gallons per minute for firefighting and public safety.

As a local business in the community, 
Maine Water is a taxpayer and helps 
fund essential local services such as 
education, public safety and local 
public works. Each year, Maine Water 
pays over $1.5 million in property 
taxes to local communities. We are 
among the top 10 taxpayers in several 
of the communities we serve. 

There’s a lot of work involved in delivering to you the 
service you expect, and our team works every day to meet 
your expectations.

Customer Satisfaction
We are pleased to see that Maine Water customers rate us 
highly on water quality and customer service. Our most 
recent Customer Satisfaction Index, as measured by an 
independent research firm, shows a world-class rating of 
87.4 percent.

The real value of the customer satisfaction survey is that 
it helps us identify where we can enhance our service and 
increase customer satisfaction.

Based on feedback in recent surveys, we have:

• Revised our call center procedures to reduce  
call transfers;

• Introduced an automated text and email message 
system to reach customers efficiently when service 
interruptions occur; and

• Introduced mobile work orders to improve efficiencies 
in field service delivery.

We look forward to our next customer satisfaction survey 
later this year to gauge the impact of those changes and 
identify new opportunities for improvement. 

Source to Tap
Delivering a reliable supply of clean, safe tap water begins 
at our water sources. 

Maine Water and its employees are committed to protection 
of aquifer and watershed areas used for public water 
supplies. We take great pride in our partnerships with 
the local communities we serve to preserve and protect 
drinking  
water sources. 

Our team reviews development plans and comments to  
local land use boards in the community on proposed 
projects that could impact the water sources we rely on  
for drinking water.

Our employees also put in some sweat equity to improve 
watershed and aquifer areas. A team of Maine Water 
employees and their families and friends recently joined the 
Saco River Recreational Council to clean the shore of the 
Saco River between Fryeburg and Brownfield, a community 
clean up in Hiram and Porter, as well as working with 
the Rockport Conservation Commission with the “Keep 
Rockport Beautiful” clean up event on Route 17 from Mirror 
Lake to Grassy Pond.

We welcome the opportunity to partner with local 
organizations and help preserve the water quality of local 
rivers and streams and protect the source of our customers’ 
water supplies.  Please let us know if you have an event that 
could benefit from Maine Water’s participation.

Kezar Falls Cleanup

Mirror Lake Cleanup 



Mary Jane Dillingham –  
Manager of Water Quality
As Maine Water Company’s 
Manager of Water Quality Mary 
Jane Dillingham serves our 
customers by providing technical 
oversight and compliance 
assistance for all 17 public water 
systems owned or operated by 
the Company.   Mary Jane was 
hired in March 2018 as member 
of the team located in Saco.
Mary Jane enjoys assisting water professionals in  providing safe 
drinking water to all who live, work and visit in our communities.  
Mary Jane was attracted to Maine Water’s mission and values.  
"The company’s mission and values resonate with my own career 
values.  I enjoy educating people about the value of water, and I 
enjoy teaching others what I have learned throughout my career.  
This industry is constantly changing, and we are continuously 
learning and applying our knowledge and experience to  
our work."
Mary Jane holds Class IV Maine State Drinking Water Licenses in 
both Distribution and Treatment.  She has been a leader in many 
organizations protecting our resources, most notably Maine Lake 
Stewards (formerly Maine Volunteer Lake Monitoring Program), 
Maine State Invasive Aquatic Species Task Force, and Maine Water 
Utilities Association.  
Mary Jane was born and raised in Maine and earned her 
bachelor’s degree in Biology from the University of  
Southern Maine.
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Teaching Water Conservation
Teaching children about the value of water, how we protect 
it and the importance of conservation is critical to the 
sustainability of our drinking water supplies. That’s why 
Maine Water is stepping up its efforts to educate kids  
about water.
Earlier this year, under Mary Jane Dillingham’s leadership, 

we joined with other water providers 
and participated in the Children’s Water 
Festival at the University of Southern 
Maine in Portland, attended by more than 
700 fifth and sixth graders and the recent 
Northern Maine Children’s Water Festival 
in Orono.
We are also bringing water education to 
the classroom through our Water Drop 

Watcher Program (WDW). The WDW curriculum is targeted 
to third-graders and was developed in partnership with the 
outreach staff of a nonprofit watershed coalition. 
We have a number of employees who are passionate about 
education who have volunteered to visit classrooms and be  
guest teachers to help kids understand the importance 
of conserving and protecting water. We have also given a 
number of tours of treatment facilities to school groups.
It’s a real testament to 
our employees that they 
are interested in reaching 
tomorrow’s consumers 
today to help them 
develop an awareness and 
mindset to help protect 
and preserve our precious water resources.
If there is a school, organization or group in your area 
that could benefit from the WDW program, a tour of a 
treatment facility, or Maine Water’s participation in a water or 
environmental event, please contact Mary Jane Dillingham 
at 800-287-1643.

 

93 Industrial Park Road
Saco, ME 04072-1804

For Customer Service and 24-Hour Emergencies 
Call Us at 1-800-287-1643

• Less than 3 percent of the 
Earth’s water is fresh water 

 
• Only 1 percent is available 

for drinking


