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CONNECTICUT WATER ANNOUNCES  
LATEST CUSTOMER SATISFACTION RESULTS 

Rated at World Class Levels 
 
 

CLINTON, CONNECTICUT, February 8, 2017 – More than 90% of customers say they are satisfied 
with Connecticut Water Company (CWC). Those are the findings in the most recent survey of 
Connecticut Water Company customers conducted by an independent research firm. Great Blue Research, 
contacted over 1200 Connecticut Water customers across the state, and found that the overall customer 
satisfaction index is 92.1%, up slightly from the previous survey. 

The survey measures customers’ satisfaction with the company characteristics, the customer service 
representatives and the field service employees. Office personnel ratings were consistently strong in 2016 
at 91.1%. In addition, an increase was recorded in the frequency of respondents who reported the first 
person they spoke with resolved their reason for contact. 

“We are so pleased that our customers recognize and value our service so highly” stated Maureen P. 
Westbrook, Connecticut Water’s Vice President – Customer and Regulatory Affairs. “Providing safe and 
reliable drinking water is fundamental to what we do and what our customers expect.  We know that 
every Connecticut Water employee strives to provide our customers with excellent customer service and 
are happy to see that our customers agree we are meeting that goal.” 

The average positive rating for company characteristics increased significantly in 2016 to 92.0%. The 
largest increases were recorded for being open and honest about company operations and policies, 
providing good service and value for the cost of water, and promoting conservation of water. 

There was a notable increase in “Promoting conservation of water” from 83% to 92% which we attribute 
to the Water Drop Challenge and our ongoing conservation outreach efforts. Nearly 5,000 customers 
enrolled in the Water Drop Challenge, which was launched prior to the realization that 2016 would be one 
of the driest years in recent memory. Overall, about 40% of participants met the goal and reduced billed 
water usage in 2016 by at least 10% over their 2015 usage. 

Connecticut Water has been conducting independent customer satisfaction surveys for nearly 25 years. 
The company uses the detailed report and recommendations to continue to enhance the customer 
experience. Customer comments and suggestions for improvement are welcome at any time by calling the 
company at 1-800-286-5700 or through the Contact Us form at www.CTWater.com.    

Connecticut Water serves more than 92,000 customers, or a population of 300,000, in over 56 
communities throughout the state of Connecticut. For more information, visit: www.CTWater.com. 
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