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Welcome to Connecticut Water’s first Corporate Sustainability Report.  At Connecticut Water, sustainability means many 
things: it means being a careful steward of our natural resources, our water system infrastructure, our shareholders’ 
investments, and our people.  It means, in essence, doing the right thing.  That's why we strive to conduct our business 
operations in a manner that respects the natural environment and values service to our customers, communities, employees, 
and shareholders. 

Water is a precious natural resource.  It is essential to life.  Because of water’s uniqueness as an ingested product, we are 
vigilant about maintaining the purity and adequacy of our supply.  This requires an on-going commitment to the management 
and protection of our lands, and to our treatment and distribution processes.  To that end, we have successfully participated in 
AWWA’s Partnership for Safe Water program for more than a decade.  It also requires that we continue to make the necessary 
investment in our service infrastructure to ensure its sustainability, maintain its reliability and minimize water loss. 

Throughout the world, potable water’s scarcity highlights the need for greater accessibility in many areas.  Connecticut Water 
is privileged to support the not-for-profit Water For People organization, which helps people in developing countries improve 
their quality of life by developing local, sustainable drinking water resources and sanitation facilities.  Back home, we look to 
incorporate rate structures that recognize the economic diversity within the communities we serve. 

Connecticut Water Service, Inc. was incorporated in 1974, but its roots go back much further, with many of our water systems 
formed in the late 19th and early 20th centuries.  These systems all had one thing in common: The delivery of water service.   
It is a responsibility our 200 employees proudly continue to this day.  And we feel we are doing it more sustainably than ever 
before. 

In early 2012, we welcomed Maine Water—formerly Aqua Maine—to our team.  While this 2011 report focuses on our 
Connecticut operations, Connecticut Water Service’s employees, be they in Connecticut or Maine, are the day-to-day face of 
our company.  Many are customers, some are shareholders, while others live and raise their families in our service towns.  Yet 
all share a passion for this thing called water and delivering life-sustaining high quality water service to families and 
communities. 

 
 
 
 
 

Eric W. Thornburg 
Chairman and Chief Executive Officer 

Chairman’s Message 
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Our Company 

Connecticut Water Service, Inc. is a non-operating 
holding company that was incorporated in 1974, 
and its common stock trades on the NASDAQ 
Global Select Market under the ticker symbol 
CTWS.  Connecticut Water Service is the largest 
publically traded water company based in New 
England.  Its largest subsidiary is The Connecticut 
Water Company, a regulated water utility company 
that was organized in 1956. 

Connecticut Water provides water and contract 
water and wastewater services to approximately 
300,000 people in the state of Connecticut.  Our 
water infrastructure consists of 63 noncontiguous 
water systems and approximately 1,600 miles of water main.  We own and operate 22 water filtration facilities, and the safe, 
dependable yield from our 219 active wells and 18 reservoirs is approximately 54 million gallons per day. 

Our People 

We employ about 200 people.  Our employees are 
professionals.  They hold numerous certifications, 
licenses, and actively pursue continuing education in 
order to perform the critical tasks necessary to deliver 
high quality drinking water and service to families and 
communities. 

Our employees also care deeply about those 
communities.  To them, service means more than 
treating and pumping water and reading meters; it 
means volunteering at community events, collecting 
money and groceries to stock local food banks, and 
conducting holiday toy drives for area children.  This 
report highlights many of the ways Connecticut Water’s 
employees continuously strive to make a difference. 

Our Profile 

About Us 

Kay Ann Laud, Senior Customer Service Representative 
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Honesty, Trust, Respect 

Connecticut Water’s values are pretty simple.  We place 
a high value on service and trust, and work hard every 
day to improve our internal and external service delivery 
and to build trust with our customers, shareholders, 
regulators, and each other.  To that end, our employees 
have developed an Honesty, Trust & Respect Pledge 
honoring those values. 

We also share a Code of Conduct.  We produce a 
product for human consumption, are a steward of 
natural resources that will serve the needs of 
generations to come, and are entrusted with the 
investments of those who own our Company.  Thus, we 
recognize that special obligations of public trust are 
placed upon us—and that the success of our Company 
is based on a foundation of trust.  Our Code of Conduct 
guides our actions by articulating shared principals of 
ethical behavior, clearly communicating expectations, 

and establishing a framework by which employees are able to model those behaviors.  The Code also provides clear guidance 
on reporting any perceived violations that may arise.  All employees are required to undertake an annual review of the Code of 
Conduct and accept responsibility for adhering to its tenets. 

Corporate Responsibility Committee 

In 2008, Connecticut Water established a Corporate Responsibility Committee.  Comprised of a cross-functional team of 
employees, the Committee reviews the company’s commitment, success and leadership in: 

 fostering socially responsible programs and policies;  

 enhancing environmental stewardship, sustainability, and asset management; and  

 consolidating the company’s efforts to conduct our business affairs as a responsible corporate citizen. 

The Corporate Responsibility Committee explores how best to take employee suggestions that promote environmental and 
social stewardship and make them a reality.  The team also works to engage employees in sustainability initiatives and 
communicate Company successes to customers, shareholders, and other stakeholders. 

 

Our Corporate Responsibility Committee Charter and Employee Code of Conduct may be viewed online at www.ctwater.com. 

Our Values 

About Us 
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Connecticut Water is committed to fostering socially 
responsible programs and policies that enhance 
sustainability efforts within the company.  We strive to be 
a good steward of the environment and to manage our 
resources in a manner that promotes water and energy 
conservation, source protection, and preservation of open 
space. 

In the pursuit of these goals, Connecticut Water resolves 
to: 

 Educate and engage our employees to be 
 responsible stewards of the environment. 

 Evaluate our operations to ensure we are operating 
 as efficiently as practicable. 

 Purchase sustainable products wherever feasible, 
 and include environmental criteria in purchasing and 
 vendor selection processes. 

 Use water and energy efficiently, and invest in the infrastructure and equipment that lead to enhanced resource 
sustainability. 

 Assess the environmental impact of our operations and identify areas where we can minimize impacts. 

 Promote recycling by employees, both at work and at home. 

 Publicize and foster our environmental position in communications and community outreach activities with various 
stakeholders, including state and local officials, environmental organizations, customers and employees. 

 Comply and maintain compliance with environmental regulations. 

 Promote preservation of open space for passive recreation and the protection of source water. 

 

This policy applies to all employees and departments within the Company.  The full participation of everyone is expected and 
necessary to meet the commitment set forth in this policy. 

The Company will periodically review the policy and our performance.   

Environmental Policy 

Environmental Stewardship 
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Connecticut Water has long shown a commitment to the environment through policies of source protection, forest 
management, and land ownership.  The company owns approximately 6,000 acres of land in the state, the vast bulk of which 
is maintained in its natural state for watershed and aquifer protection. 

 

 

We conduct an aggressive, multifaceted source water protection program covering approximately 49 towns in which our 
supplies and associated source water protection areas are located.  Our source water protection program includes land use 
monitoring; on-site field inspections; planning and regulatory advocacy at the local, regional, state and federal levels; annual 
watershed inspections; and emergency spill response activities. 

We believe that land ownership carries a special stewardship responsibility.  Part of that responsibility is working with local 
communities to ensure, as best we can, that any lands no longer needed for watershed or water supply purposes are 
permanently protected as open space and to provide for passive recreation opportunities, while providing a fair return to 
shareholders.  To date, we have worked with local communities to transfer land or conservation easements that preserve 
more than 850 acres of land as protected open space. 

Environmental Stewardship 

Protecting our Resources 
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Environmental Stewardship 

Protecting our Resources 

Land Use Monitoring 

We are able to protect our sources of supply in part by owning vast areas of watershed and other lands—some 6,000 acres 
in all.  Because there are areas outside the company’s control that contribute water to our reservoir and well supplies, it is 
important that we monitor proposed local land use activities on an on-going basis.  Trained staff review all significant 
development proposals within source protection areas, 
and if warranted, prepare and send written comments 
to the appropriate town commissions, officials and the 
developer.  This process is intended to avoid potential 
problems by providing constructive input during the 
various stages of the proposed activity.  On-site field 
inspections are undertaken as needed, and staff 
periodically monitor the progress of construction work 
for the duration of the project to ensure compliance 
with the approved plans.  If source protection concerns 
arise with a particular development or land use, 
assistance is sought from local and state agencies to 
correct the existing or potential source of pollution. 

Planning & Regulatory Advocacy 

As part of our source protection program, a variety of information and 
technical assistance is provided to town officials, commissions and 
residents within source water protection areas.  We continue to play a 
major role in the review of municipal land use plans and state 
regulations to protect sources of supply; we review proposed plans and 
regulations—such as town plans of development, inland wetlands and 
zoning regulations—and wherever possible, source protection concerns 
are incorporated into the local planning and regulatory framework. 

The company also takes an active role in providing information on the 
need to protect drinking water supplies through bill inserts, news 
releases, and other company publications. 
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Watershed Inspections 

The company’s watershed inspectors conduct more than 3,200 sanitary surveys of properties located within our public 
water supply watersheds.   The surveys look for conditions that could pose a risk to water quality, such as failing 
septic systems, improper chemical storage, and the like.  Most problems that are encountered are resolved by 
working with town sanitarians and other local agencies. 

Emergency Spill Response 

We maintain a comprehensive Emergency Spill Response Plan that identifies specific notification procedures for 
reporting and responding to hazardous materials and chemical spills within source water protection areas.  
Emergency spill control equipment is provided at key company facilities and employees are trained in appropriate and 
safe response procedures.  Spills and other hazards discovered within source water protection areas are reported to 
the Department of Energy and Environmental Protection’s Emergency Response and Spill Prevention Division.  

Environmental Stewardship 

Protecting our Resources 

Craig Winans, Field Services, practicing deploying spill containment boom at Lake Shenipsit Reservoir 
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Forest Management 

The Company has developed 10 year 
Forest Management Plans for the majority 
of our 6,000 acres.  These plans outline 
specific forest management activities 
primarily geared toward improving the 
overall health of the forest and enhancing 
water quality.  At the same time, we strive 
to improve the value of the forest for wood 
products; promote wildlife diversity; and 
maintain property boundaries.  Each year 
forest management activities are 
undertaken in accordance with these 
management plans.  All projects are 
overseen by company staff and a forestry 
consultant for compliance with the plan 
and any local or state regulations. 

Environmental Stewardship 

Protecting our Resources 

Green Circle Award 

We have received several CT Department of Energy and Environmental 
Protection Green Circle Awards.  The Green Circle Award program 
recognizes businesses, institutions, individuals, and civic organizations who 
have participated in energy conservation, transportation, pollution prevention or 
recycling-related activities or projects that promote natural resource 
conservation or environmental awareness. 

Chester Reservoir watershed 
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Recognizing the public’s deep appreciation for 
outdoor recreational opportunities, we have opened 
up several of our properties for public access.  The 
Killingworth Reservoir trail offers hiking along an 
approximately 2 mile trail that connects to state 
forest lands, while the Shenipsit Lake Reservoir 
Program allows hiking along a trail adjacent to the 
reservoir, as well as fishing from designated 
shoreline areas or from boats powered by oars or 
electric motors.  Both programs are free and open 
to the public.  In addition, CWC worked with the 
Town of South Windsor to install a waterfowl 
viewing deck at a pond located on a future wellfield 
property.  

 

Connecticut Water was instrumental in negotiations 
on landmark state legislation that provides for tax 
credits for the donation of lands for open space and 
was the first to make a donation under the program.  
Since 2000, we have worked with local 
communities to permanently preserve more than 
850 acres of land that were no longer needed for 
water supply purposes.  These lands, with a fair-
market value of $8.5 million, are located within 7 
towns and permanently preserve such lands for 
open space and passive recreation purposes—
while enabling us to provide a fair return to those 
who provided the capital to acquire the properties. 

Connecticut Water is currently working with the 
Town of Plymouth to preserve 178 acres of land—
including an abandoned reservoir—as open space 
and for recreational activities.  We have assisted 
the town in securing state and federal grant money 
for the purchase of the property, which is expected 
to occur in 2012. 

Environmental Stewardship 

Recreation and Open Space 

Chase Reservoir —donated to the Town of Killingly 
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In December 2011, new regulations concerning the flow of water in Connecticut’s rivers and streams became law.  The 
regulations require water to be released from reservoirs into rivers and streams at various intervals throughout the year in 
order to maintain sufficient flows to protect the health and vitality of the state’s river ecology.  For the past several years, 
Connecticut Water was able to work closely with the Department of Energy and Environmental Protection (DEEP) and a 
number of other stakeholders to ensure the regulations adequately balanced public health, safety, economic development, and 
environmental interests.  This collaborative effort allowed Connecticut to adopt one of the most forward-looking stream flow 
regulations in the country—one that advances environmental interests while allowing us to continue to serve our customers. 

Stream Flow Regulations 

Environmental Stewardship 

Killingworth Dam Spillway Channel 
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The Company received approval in 2002 from the U.S. Army Corps of Engineers to raise the Killingworth reservoir dam water 
level by five feet.  Construction started in 2004 and was completed by 2006.  Although the project took a little more than a year 
to construct, it was more than 35 years in the making.  It is a major milestone since, to our knowledge, fewer than five 
reservoirs in the entire country have received regulatory approval to be constructed or increased in capacity during the past 25 
years. 

The project included the design and implementation of a wetland mitigation plan to create 6.2 acres of scrub-shrub, shallow 
and deep marsh wetlands to replace 5 acres of wetlands that were impacted by construction activities and inundation.  A ten 
year mitigation area monitoring report was required in order to gauge the success and overall function of the created wetland 
system.  Due to the success of the created wetlands, the monitoring program was suspended after 5 years and will only 
require a final assessment in 2015. 

Environmental Stewardship 

Wetlands Mitigation 

Created wetlands 



 

Page  12 2011 Sustainability Report 

Connecticut Water relies on the waters of the state as sources of public drinking water supply.  We are entrusted with 
maintaining an adequate supply of high quality drinking water to meet the immediate and future demands of families and 

communities.  We recognize that conserving existing drinking water 
supplies is integral to our mission and have developed a 
comprehensive, multi-faceted water conservation plan incorporating 
both supply and demand management measures.  Supply 
management measures are employed by the company to conserve 
water during system operation and maintenance, while demand 
management measures are intended to increase the efficiency of water 

consumption by consumers.  This is done through various programs to educate our customers about the value of the water 
resource and the need for conservation.  Before a new source of water supply is developed as a means to meet projected 
demand, all reasonable, cost-effective conservation measures are implemented to defer or possibly prevent the new source 
development. 

Helping Customers Conserve 

At Connecticut Water, we believe that promoting the wise use of water through 
consumer education is necessary and important.  Customers routinely receive 
conservation-oriented information through our customer newsletter, Dialogue, and on 
our website.  We’ve also deployed a Water Calculator on our website that helps 

customers evaluate the use of water 
conserving fixtures and water use 
habits.  The water calculator 
automatically calculates water use and 
potential water savings from either 
installing water conservation fixtures or 
changing current water use practices.  

In February 2010, the company launched a small pilot program to determine 
how much water customers can conserve with the installation of high 
efficiency washing machines and low-flow toilets.  For the pilot, we purchased 
toilet fixtures and front load washers and arranged for their installation in 
several residential housing units.  The results showed a weekly water usage 
drop of 70 gallons per day or 21% at one property, and as much as 289 
gallons per day or 30% at another, multi-family residence.  These real, 
measurable savings demonstrate how effective such changes can be in 
saving water.  

Water Conservation 

Environmental Stewardship 

Water conservation is important to us.  
Water is a precious natural resource and 
we are committed to its sustainable 
management and prudent use.  



 

Page  13 2011 Sustainability Report 

Water Conservation 

Environmental Stewardship 

Xeriscape Demonstration Gardens 

Employees came up with the idea of planting demonstration xeriscape 
gardens for our customers using drought tolerant and native plants for 
more water efficient landscaping.  Volunteers designed and planted low 
water use gardens at the Clinton and East Windsor offices, and on town 
property in the Borough of Naugatuck.  Educational brochures that 
describe the gardens and key xeriscape principles were created so that 
customers could enjoy similar water-efficient landscaping at their own 
homes. 

EPA WaterSense 

Connecticut Water is a partner of the EPA-sponsored WaterSense 
program.  The WaterSense program partners with manufacturers, retailers 

and distributors, and utilities to promote 
conservation and to bring water-
efficient products to the marketplace.  

The partnership also promotes “Fix a 
Leak Week” by encouraging utilities 
to educate customers on how much 
water can be wasted with a leak.  

Because leaking toilets are a common 
source of wasted water in the home—
and can be easily repaired—we 

created a YouTube video for our website to show customers how to 
quickly and easily identify common toilet tank leaks. 

Alliance for Water Efficiency 

We’ve also joined the Alliance for Water Efficiency, which is a non-profit organization dedicated to the efficient and 
sustainable use of water.   The Alliance acts as a voice for water efficiency, promoting water efficiency through the 
development of codes and standards, and by providing comprehensive information about water-efficient products, practices, 
and programs.  Our membership supports conservation efforts, providing benefit to water utilities, water conservation 
professionals, planners, regulators, and consumers. 

Charlie Pilkington, Field Services, installing a 
rain barrel at our East Windsor office 
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In 2011, the company formed a ‘Green Team’ to review and 
recommend company-wide practices for the purchasing of 
recycled office supplies and environmentally friendly cleaning 
products; assess the company's recycling and lawn care 
practices; and identify general best management practices to 
support our overall sustainability initiatives.   

Following its inception, the Green Team implemented single 
stream recycling at several non-
compliant locations and established 
programs to recycle items such as 
Tyvek envelopes and batteries.  The 
team also developed Office Supply 
Purchasing Guidelines to assist 
employees with the selection of 
appropriate, earth-friendly office 
products and promoted a “clean 
your office week” to encourage 
employees to identify unwanted 
offices supplies for reuse throughout 
the company. 

 

 

Through the team’s efforts, all offices and treatment plants 
are now cleaned with approved green cleaning products.  
We’ve also minimized the areas that are mowed around 
company facilities to cut back on noise and air pollution and 
enhance habitat. 

Most recently the Green Team was able to contract with an 
approved recycler to dispose of unwanted electronic devices.  

Connecticut law bans from disposal 
in the regular trash stream all 
covered electronic devices (CEDs) 
such as computers, monitors, 
printers and televisions (so-called “e
-waste”).  By teaming up with an 
approved recycler, the company was 
able to properly dispose of its 
unwanted CEDs at no cost.  The 
recycling facility refurbishes items 
for re-sale, or sends those that can’t 
be refurbished to a separate 
company where items are shredded 
and the plastics and metals recycled 
for use in items such as water 
bottles and automobile parts. 

Environmental Stewardship 

Green Team 

Our Office Supply Purchasing Guidelines ensure that purchased office products conform to the goals of our 
broader Environmental Policy.  Wherever possible, purchasing decisions favor products that are non-hazardous 
to the environment, employee and public health; products that contain high post-consumer recycled content; 
products that reduce waste; products that reduce air and water pollution; products that are reusable or contain 
reusable parts; and products that are North American made. 

The company’s policy of purchasing environmentally preferable products is one element in our continuing, long-
range commitment to the environment.  By adopting guidelines, we hope to likewise engage the producers and 
suppliers of office products to support wider adoption of environmentally preferable products and to also 
encourage them to reduce their impact on the environment. 
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Connecticut Water is committed to investment in 
the sustainability of water main infrastructure 
throughout its service areas, and in minimizing 
the water losses and service interruptions that 
often come with aged water mains.  In 2007, the 
State of Connecticut recognized the need to 
assist water utilities with the dilemma of aging 
infrastructure and enacted “An Act Concerning 
Water Company Infrastructure Projects.”  

This Act created the Water Infrastructure 
Conservation Adjustment (WICA), a regulatory 
process through which water companies can 
recover capital 
investment in approved 
infrastructure projects 
without the need to file 
a general rate case.  
WICA surcharges are 
subject to approval by 
the Public Utilities 
Regulatory Authority 
(PURA, formerly 
DPUC ) after project 
costs are complete. 

We recognize that 
maintaining reliable 
water infrastructure is 
paramount to our 
mission, and have 
made the WICA 
program a priority 
capital investment 
area. 

 

“America’s drinking water systems 
face an annual shortfall of at least $11 
billion to replace aging facilities that 
are near the end of their useful lives 
and to comply with existing and 
future federal water regulations. This 
does not account for growth in the 
demand for drinking water over the 
next 20 years. Leaking pipes lose an 
estimated 7 billion gallons of clean 
drinking water a day.” 

 

[American Society of Civil Engineers, 
Report Card for America’s Infrastructure:  
Drinking Water] 

Sustainable Infrastructure 

Water Infrastructure Conservation Adjustment 

The systematic replacement of aged, 

underperforming water main allows us to improve 

service delivery, reduce water lost through leaking 

pipes, and avoid wasting energy and treatment 

plant chemicals. 
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Ongoing company-wide assessment of water mains 
considers factors such as age, pipe material, break history, 
water quality, size, pressure, and soil characteristics.  The 
Company uses its assessment to rank its water main, and 
those with the highest weighted scores are prioritized and 
scheduled for 
replacement.  By 
replacing pipe 
beyond its useful 
life, as well as 
small diameter or 
underperforming 
mains, we are 
able to ensure 
adequate fire 
flows and 
maintain water 
quality, reliable 
service and 
public safety. 

Services and 
hydrants are also 
replaced and new 
hydrants often 
installed in areas 
where the infrastructure could not previously support fire 
flows. 

Since the program was implemented in 2008, the company 
has invested over thirty-eight million dollars and replaced 
over thirty-six miles of water main with an average age of 75 
years.  This proactive replacement promotes sustainability 
for future generations and conserves valuable water 
resources by reducing the number of distribution system 
leaks. 

Huckleberry Hill 

One project recently completed is the replacement of 
approximately two miles of stove-pipe water main originally 
installed in 1893.  This type of main is constructed of an 
outer layer of thin walled sheet metal, a layer of cement, 

followed by 
another layer of 
metal and 
cement.  The 
outer metal 
casing and joints 
are secured by 
hand forged bolts.  

This main served 
as the original 
distribution line 
from reservoir to 
town center for 
the former 
Unionville Water 
Company, which 
was acquired by 
Connecticut 
Water in 2002. 

The main is prone to leaks and breakage and several miles 
of this type of main have been replaced elsewhere in the 
Unionville and Avon areas.  Most of it was located in heavily 
trafficked thoroughfares and state roads, resulting in 
unreliable service, traffic disruption, and above average 
costs of repair and restoration.  By systematically replacing  
aged water main—such as Huckleberry Hill’s stove-pipe—
we are able to serve not only today’s customers, but future 
generations as well.  

Huckleberry Hill Water Main Replacement – Example of at‐risk Infrastructure 

Sustainable Infrastructure 

Water Infrastructure Replacement 
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Rockville Water Treatment Plant 
Infiltration Basins  

In 2007, the company initiated a 
comprehensive study of the Rockville 
Surface Water Treatment Plant facility.  
The plant, with a 6 MGD capacity, is the 
company’s largest treatment facility.  
Although replacement of major plant 
components will be a future undertaking, 
the study identified a sustainable 
alternative for water treatment plant 
residuals handling that was achievable 
independent of an overall plant 
rehabilitation.  Consequently, 
construction of four water treatment 
residuals infiltration basins began in 
early 2011.  These basins will work with 
nature to manage discharge from 
clarifier and backwash processes. 

Two of the surface water treatment processes—clarification and filter backwash—generate waste discharges and residues.  
Clarification residuals, which we have historically sent to a municipal wastewater treatment plant (WWTP) for disposal, will 
now be pumped directly to the new infiltration basins for dewatering.  Natural evaporation and infiltration will replace the 
energy use necessary to process residuals at the WWTP, as well as the cost for metered sewer use.   

In addition, spent backwash water is sent to a small backwash lagoon where the residuals are allowed to settle and 
concentrate. During the summer months these residuals are typically removed by a vacuum truck and transported to a remote 
WWTF for disposal. Going forward, the residuals will still be removed by a vacuum truck, but only transported to another area 
on plant grounds for discharge to the new infiltration basins.  Frequent transporting of the residuals by truck, the costs to the 
company and the environment of this off site trucking, treatment and disposal, will be eliminated, as will the costs associated 
with the receiving facility.    

With the infiltration basins in operation, the dried clarifier and backwash residuals will be stockpiled in a retention area on site 
for multiple years.  When fully dried, we will be able to transfer the residuals to beneficial reuse companies, which then blend 
the dried residuals with potting soil for resale, or as a soil amendment.  It is anticipated the lagoon system will be fully 
operational by early 2012.   

Sustainable Infrastructure 

Residuals Handling 

Rockville WTP  lagoon construction 
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Asset Management 

Sustainable Infrastructure 

Leak Detection and Water Auditing 

Connecticut Water has long had a robust leak detection program targeting non-revenue water loss.  Our 1,600 miles of water 
distribution system varies in age and material and requires the dedication of a continuous water use audit and leak survey 
effort to maintain non-revenue and lost water at a minimum practical level.  Through leak detection, repair and infrastructure 
replacement efforts, we believe a sustainable water loss goal of 1,500 gallons per day per mile of main is ultimately achievable. 

Our ongoing program includes a comprehensive survey of each system every 3 to 5 years.  In addition, leak surveys are 
conducted based on the results of ongoing water system audits when there is an indication of high production metering without 
corresponding matched consumption.  All leaks are repaired as soon as practical after they are discovered to minimize lost 
water.  The use of cement lined ductile iron mains for the replacement of older mains and new extensions will help reduce 
leakage rate over time. 

In early 2011 we began looking at ways to refine our water audit processes with the aid of American Water Works 
Association’s M36 manual to better include inaccuracies in areas such as metering and data entry, and have begun compiling 
the information necessary for this effort. 

Adam Cost, Shoreline Field Services 

Asset Management 

Actively managing water system assets is key to 
any long-term sustainability program.  Our 
operations teams have begun capturing expense 
information around our assets, including electronic 
documentation such as maintenance manuals and 
history of work performed.  This past year we began 
using the program to track standing work order 
costs associated with each asset, as well as 
corrective work order expenses for repairs and 
maintenance.  Over time, this will allow for more 
informed decisions on equipment repair versus 
replacement and allow us to implement an 
automated schedule of routine maintenance on 
major pieces of equipment. 
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GIS Mapping (Infrastructure Management Software) 

We are about two years into our Geographic 
Information System (GIS) program implementation, and 
have data for our two largest regions in a form usable 
by personnel in the field.  We have deployed laptops 
with base distribution mapping overlaid with hydrant, 
valve, and service location information.  By having 
these data readily available in the field, personnel are 
able to quickly access critical information and respond 
appropriately—thus saving valuable response time and 
keeping water loss and expense to a minimum. 

Water Information Management 

We have been using our current WIMS (Water 
Information Management Solution) program since 
2007.  By  capturing water production and water quality 
information in the field in electronic format, we’ve eliminated paper forms and significantly reduced time spent collating and 
entering data for both water quality and water production reporting.  Having a single database containing companywide 
information makes trending and evaluation more effective, while customizable reporting ensures critical information is available 
in an easy to use, understandable format.  In addition to ease of reporting data, the program enables us to have automated 
email notifications for triggers such as higher than expected pH levels or excessive water usage at pump stations. 

Advanced Metering Infrastructure  

We currently utilize radio read meters in a select number of water systems and a majority of 
our larger, monthly accounts.  This permits us to more efficiently collect water usage data 
than traditional house-to-house plug-in technology allows. 

Advanced Metering Infrastructure (AMI)—which typically consists of a “smart meter” at the 
customer’s premise, a fixed communications network between the meter and the utility, and 
a meter data management application—offers significant opportunities for lowering long-term 
operating expenses, reducing our energy footprint, and communicating with our customers 
about their water use habits.  Connecticut Water recently completed a business case on the 
feasibility of installing AMI over our service area and will continue to evaluate the cost-
benefit of such an investment. 

 

Leveraging Technology 

Sustainable Infrastructure 
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Energy Management 

Water is heavy—about 8 pounds per gallon.  And pumping, treating and distributing water consumes large amounts of 
electricity every day.  The Alliance for Water Efficiency estimates that nationally 13% of the electric load is related to water 
production, distribution and customer use of the product from production to the end use and disposal by the consumer. 

Recognizing an opportunity, employees formed a dedicated Energy 
Management Team in 2010 in order to integrate energy management into all 
areas of the organization and obtain input, ideas and resources from all 
departments.  Through this effort, we have successfully established and 
have begun implementing a comprehensive energy management program 
geared toward continuous energy efficiency improvement.  Short-term 
program goals included: 

 Development of an energy usage monitoring and tracking system in 
 order to document and quantify savings; 

 Reduction of total energy costs per gallon of water produced by 10%. 

  

 

Renewable Energy Procurement 

In 2010, the Energy Management Team negotiated a 
contract with Constellation New Energy to be the 
supplier of our electric energy for 193 of our smaller 
accounts.  The contract was secured at a fixed rate for 
two years and will result in an estimated annual 
savings of $97,000, when compared to our existing 
rates. 

The Corporate Responsibility Committee asked the team to increase the percentage of power we use from renewable sources, 
and so the Constellation contract has a 20% renewable component for generation—which is a 50% improvement over our 
previous supplier.  The renewable component is strictly wind power and it is estimated that over the life of the two year contract 
our acquisition of 6.5 million kWh of electricity will result in a 730 ton reduction in Carbon Dioxide emissions. 

Reducing our Energy Footprint 

Energy Management 

 “Consistent with Connecticut 
Water’s commitment to our 
customers, shareholders, 
employees, and the environment, 
we intend to reduce energy usage, 
costs and the greenhouse gas 
emissions associated with 
producing and providing a reliable 
water supply to the communities 
we serve.” 

—from Connecticut Water’s Energy 
Policy 
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Maximizing Pump Efficiency 

An important goal of our Energy Management Program is the 
incorporation of energy efficiency review into the design stage of any 
project.  A low lift pump replacement project recently undertaken at 
our Mackenzie Water Treatment Plant is a good example. 

Rather than simply replacing the two 40 Horsepower (HP), 3 Million 
Gallons Per Day (MGD) pumps with similarly sized equipment, our 
engineers assessed our operational needs and potential for 
efficiency savings and installed two 50 HP 4 MGD pumps with 
variable frequency drives (VFDs).  Despite the larger capacity, we’ve 
been able to realize a 16% reduction in energy consumption at this 
facility, per million gallons of water produced. 

Our professionals have also begun to look for ways to optimize the 
efficiency of process systems.  At our Stewart Water Treatment 
Plant, operators pull raw water from two distinct reservoir systems.  
Historically, these sources were blended using separate VFD pumps 
with common suction and discharge headers. Upon the 
recommendation of one of our superintendents, we have begun to 
utilize a single pump to blend source water.  This has enabled us to 
reduce peak energy demand at the facility, lower long-term 
maintenance expense, and extend the useful life of our equipment. 

David Drive Pump Replacement 

In 2011, the company secured a grant from the Connecticut Energy Efficiency Fund (CEEF) for a project that reduces electric 
demand and improves water system reliability for customers.  We replaced decades old, inefficient pumps at the David Drive 
pump station in Ellington, CT with new energy efficient variable speed pumps and controls.  Customers now have more reliable 
water service, less energy is consumed, and fewer Green House Gas (GHG) emissions are generated.  The new pumps use 
two-thirds less electricity. 

The project had a projected payback of seven years before the CEEF contribution, which funded approximately 25% of the 
total project cost.  

Energy Management 

Reducing our Energy Footprint 

Mackenzie WTP Low Lift Pump Station 
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Energy Management 

Reducing our Energy Footprint 

Generator Use 

The company maintains and tests 119 emergency 
standby generators to ensure performance in the 
event of an electrical power outage.  Since periodic 
testing of these units is required under state law, we 
were able to institute a best practice whereby other 
operational testing, such as with fire pumps or 
seasonal wells, is also undertaken while the 
generator is being tested.  Such efforts help shave 
peak energy demand and lower long-term operating 
costs. 

 

Unplugging the Cord 

In order to successfully deliver on our goal of saving 
10% on our energy expense, it was clear we needed 
to fully optimize energy efficiency in our 
buildings and equipment, integrate energy 
consciousness into all departments, and 
promote employee engagement and participation.  To that end, the Energy 
Management Team developed best management practices to reinforce the 
importance of such energy saving measures as: 

 Shutting down computers at the end of day; 

 Managing temperatures in occupied and unoccupied facilities; 

 Shutting off power to all heat traces, such as bridge crossings, as 
weather permitted; 

 Seeking out phantom loads by identifying power services that 
showed year round or off-season use when the facility was not 
operational; 

 Identifying and deactivating "legacy" power services with no usage 
or current need. 

Through dedicated and concerted effort, we were 
successful in reducing our energy expense by some $50 for every 
million gallons of water produced in 2011. 

  Standby power—Plainfield system 

 In 2009, the company 
spent $369 on electricity 
for every MG of water 
produced.  By 2011, we 
had trimmed our electrical 
costs to $319 per MG 

—a savings of 13.5% and 
solid achievement of our 
goal. 



 

Page  23 2011 Sustainability Report 

Enhancing Fleet Efficiency 

It is a fact that operating 63 separate water systems, maintaining 
1,600 miles of water main, and meeting the daily water needs of 
90,000 customers takes a lot of driving around.  Our goal is to 
maximize vehicle efficiency while ensuring employee safety and 
maintaining world-class customer service.  We’ve taken steps to 
improve our fleet efficiency, but know we can do better. 

When determining our fleet needs, we assess employee job 
responsibilities, vehicle size and fuel efficiency. Whenever possible, 

Connecticut Water migrates to more fuel-efficient vehicles. As an example, we’ve recently moved to subcompact cars for our 
meter readers, and purchased several hybrid vehicles for employees who travel to all regions of the state. 

In addition to encouraging employees to carpool whenever possible, we’ve recently downsized our fleet by eliminating excess 
vehicles, and are looking for ways to minimize unnecessary idling.  We also look to employ technology to minimize or eliminate 
the need for personnel to travel to facilities.  By enabling treatment plant staff to remotely monitor water quality parameters and 
other key metrics, unnecessary visits are kept to a minimum. 

Video Conferencing to Reduce Travel Among Locations 

Connecticut Water has multiple offices and operations centers located around the 
state. Because of this geographic diversity, employees historically had to travel 
an hour or more to participate in meetings. We are using enhanced technology 
to provide an alternative to driving. 

In September 2009, we established a video conference link between offices, in 
response to employees' desire to minimize travel time and expense between 
our locations.  The use of video conferencing has increased the productivity of 
our people and is a cost effective and energy efficient way to allow employee 
teams to communicate and share presentations.  For example, a single 
avoided round-trip saves, on average, 90 miles of driving, more than 2 hours of 
valuable employee time, and 85 pounds of carbon dioxide emissions. 

We have developed a method to log data on the travel avoided, which is translated into company-wide numbers for savings in 
labor hours, gallons of gasoline, and pounds of carbon dioxide.  

Reducing our Energy Footprint 

Transportation Management 

 “A single avoided round-trip 
saves, on average, 90 miles of 
driving, more than 2 hours of 
valuable employee time, and 85 
pounds of carbon dioxide 
emissions.” 
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Telecommuting to Minimize Commuting Miles & Enhance Productivity 

Using resources developed by the Connecticut Department of Transportation’s Telecommute CT program, the company 
implemented a pilot telecommuting program in September 2011.  Under the pilot, a number of employees began working two 
or more days from home.  This initiative builds on our use of office video conferencing equipment to reduce travel and enhance 
individual employee productivity. 

 

 

 

 

 

 

 

 

 

 

Telecommuting is also a demonstrated means of improving employee work-life balance and providing business continuity, 
while also creating opportunities for O&M and capital savings through reduced building space needs.  In a recent survey, both 
employees and supervisors cited increased productivity and enhanced work-life balance as an important driving factor in the 
success of the program.  It’s also a promising opportunity to decrease traffic congestion, conserve resources through reduced 
gasoline consumption, and reduce air pollution.  By avoiding driving some 3,000 miles throughout the pilot, participants 
reduced carbon emissions by 1.7 tons.  The company is currently evaluating how best to expand the program to additional 
qualified employees as a flexible work—and environmental—benefit. 

Transportation Management 

Reducing our Energy Footprint 

“By avoiding driving some 
3,000 miles throughout the 
pilot, participants reduced 
carbon emissions by 1.7 
tons.  The company is 
currently evaluating how 
best to expand the program 
to additional qualified 
employees as a flexible work 
– and environmental – 
benefit.” 
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Connecticut Water is dedicated to being an integral part of and improving the communities we serve. We look for opportunities 
to partner with community leaders and local organizations on projects to improve water quality, preserve the environment, 
promote education and benefit the community as a whole.  We understand that being a responsible member of any community 
means giving—financial support, our time, and our unique expertise. 

Employee Involvement supports the company’s Charitable Giving and Community Outreach goals and objectives by providing 
meaningful opportunities for our colleagues to engage with the communities where they work. 

Donations 

Employees have organized Holiday Food and Toy 
Drives in all of our regions to help out our less 
fortunate neighbors.  We’ve even been able to 
expand these collections by inviting the people in the 
communities we serve to participate with us. 

Outreach 

Employees routinely volunteer their time at events 
such as Earth Day and Community Safety Days to 
answer customer’s questions and hand out water 
conservation kits.  Employee involvement in these 
types of events also helps improve our relationships 
with our local communities. 

Throughout the year Connecticut Water employees 
volunteer to talk informally with students about 
careers in the water industry at various career expos.  Treatment plant tours are also offered to interested students and their 
teachers. We are always looking for educational opportunities to share with younger children the importance of water 
conservation and the role drinking water plays in people’s lives. 

Donating Resources 

Connecticut Water is proud to donate material and the expertise of our water industry professionals to worthy causes such as 
the Enfield Community Garden, the historic Adam Stanton House in Clinton, and an Extreme Makeover Home Edition Project 
in Suffield. 

 

Community Involvement 

Social Awareness 

Gene Ely, Wastewater Treatment Plant Operator, talks to a student 
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Pharmaceuticals Collection 

In 2008, Connecticut Water was the first water utility in the state to hold 
an unwanted medication collection day.  The event was held at the 
corporate office in cooperation with a regional pharmacy and the State 
Department of Consumer Protection.  The event was free and open to 
customers and residents of our service towns, as well as residents in 
those towns where our watershed and aquifer areas are located.  
Approximately 205 gallons of unwanted medications were collected.  
While there is a very low risk of the presence of pharmaceuticals in 
public drinking water in Connecticut due to unique laws that prohibit 
public drinking water supply sources from being located downstream of 
waste discharges, the company held the event to ensure customers in 
our communities had a way to properly dispose of these products. 

Community Assistance 

Community involvement ranges from 
conventional community projects and cause-
related initiatives to support for people and 
communities in need.  And when crisis 
occurs, employees respond. 

Thanks to the commitment and 
resourcefulness of our employees, 
Connecticut Water was able to provide safe, 
reliable water service to more than 99% of our 
customers despite widespread and long-lasting power outages following both Hurricane Irene and Nor’easter Alfred.  While the 
company is justifiably proud of our ability to serve our customers, employees went one step further and established water filling 
stations so that private well owners had access to drinking water in the aftermath of both events.  We are confident and grateful 
our employees are ready, willing and able to serve our customers and the broader community. 

Social Awareness 

Community Involvement 

Nadiya Boudreau, talks to a resident at our 
unwanted medication collection event 

Allison Bartholomew, Corporate Accountant, assisting private well owners 
following Hurricane Irene 
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Water For People  

Water For People (WFP) helps people in developing countries improve their quality of life by supporting the development of 
locally sustainable drinking water resources, sanitation facilities and health and hygiene education programs. The 
organization’s vision is a world where all people have access to safe drinking water and sanitation; a world where no one 
suffers or dies from a water or sanitation-related disease.  We are proud to support WFP’s global efforts. 

 

In 2010, Connecticut Water initiated a 
WFP Workplace Giving Campaign, in 
order to allow employees to make 
charitable contributions to the 
organization through payroll deductions.  
These contributions and other employee 
fundraising efforts raised $4,000.  That’s 
enough to develop six new wells.  

Our company empowers employees to 
engage with organizations they are 
passionate about—and employees are 
passionate about WFP.  That’s why we 
sent an employee ambassador to 
Malawi on a life-changing journey where 
she could see, first hand, sustainable 
water and sanitation development in 
progress and share this experience with 
colleagues. 

Through her eyes, all 200 of our public 
water supply professionals were able to 
gain a better appreciation of the life-
altering value of water,  and the vast 
difference drinking water makes in 
people’s lives. 

 

Corporate Giving 

Social Awareness 

Heather Noel‐Walker, Northern Meter Reader, in Malawi 
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Connecticut Water is committed to being a good corporate citizen.  We are excited about the 
future and will continue to bring the best of our resources to meet the challenges ahead.  

Connecticut Water Service, Inc. 
93 West Main Street 
Clinton, CT  06413 
www.ctwater.com 
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