
Planning for the Unexpected
Had this letter been written earlier this year, it 
would have focused on the company’s planned 
investments in drinking water infrastructure.  
More than $60 million is budgeted this year for 
replacement of water mains through our Water 
Infrastructure and Conservation Adjustment 
(WICA) program, upgrades to treatment and 
distribution facilities, and new infrastructure 
such as water storage tanks.

Of course that was before the novel coronavirus and COVID-19. As you 
all have had to adjust activities in your communities, we had to change 
our plans as well. In response to Governor Lamont’s ‘Stay Safe, Stay Home’ 
executive order, we have temporarily suspended all non-emergency 
construction work. Only emergency construction work, such as the repair 
of water main breaks will be performed. We continue to evaluate when 
we will be able to resume our planned work and hope to get as much 
accomplished this year as we reasonably can. This is just one of a number 
of measures that we have taken to protect our service, our people, our 
customers and the community.

While none of us had planned specifically for COVID-19, we have used our 
well established emergency contingency and business continuity plans to 
respond to this current threat to reduce the risk to our service, employees, 
customers and the community. I am grateful to our dedicated team of 
water professionals who are responding, doing all they can to continue to 
serve our customers and communities during this challenging time.

Our response has been stronger because of our combination with San 
Jose Water. Their considerable expertise in Environmental Health & Safety 
has contributed to the development of best practices and safety protocols 
for our teams. Further, our combined scale and extensive resources have 
bolstered our supply chain, workplace pay policies, and communications 
during this event.

Because of our planning:
• We continue to supply safe drinking water and schedule essential 

customer field visits necessary to maintain water quality and service.
• All of our office employees are working from home and continue to 

respond to customer calls.
• Field and water treatment personnel, who cannot perform their 

mission-critical responsibilities remotely, are performing only 
essential tasks and limiting their contact with colleagues and 
customers to protect their health and those of our customers and  
the community.

• No employees are out of work.
We will continue to monitor developments and take the necessary 
measures to be able to supply safe drinking water to support the health 
and safety of the families and businesses in our service communities 
across the state. Please reach out to me with any 
questions.  

May you all stay safe and healthy.  
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H2O – Help to Our Customers Hardship 
Assistance Program
We’re ready to help customers who may need financial assistance 
paying for their water service. Our H2O – Help to Our Customers 
Hardship Assistance Program is here for eligible customers who have 
ongoing financial issues and those who may have suffered a financial 
hardship or setback. Connecticut Water’s goal is to help them maintain 
uninterrupted water service when facing such challenges.
You can help us help them by spreading the word about our H2O 
Program. A mailing with information about the program was sent to 
local social service agencies, community and veterans groups in each of 
our service communities, but we also encourage you to direct anyone 
who may need financial assistance to contact us directly at 1-800-286-
5700 or email customerservice@ctwater.com. We will work with eligible 
customers to identify potential resources, payment arrangements and/or 
financial assistance with their bills.

Maureen Westbrook Named President
Maureen Westbrook has been named president and Chief Executive 
Officer of Connecticut Water Company. She began her career at 
Connecticut Water in 1988, working in water resources and planning  
and has held positions of increasing responsibility in her 31 years  
with the company. Since 2008, she has led the company’s customer  
and regulatory affairs programs, developing strategies that  
balance the interests of the company and its customers and 
environmental stewardship.
Maureen values the talented, passionate team of water professionals 
working to deliver world-class service to families and communities  
while building on the company’s record of compliance and 
environmental stewardship.
She has served in leadership positions in state and national water 
industry associations, including the Connecticut Section of the American 
Water Works Association, the Connecticut Water Works Association, and 
the National Association of Water Companies.  
She is the seventh president in the company’s 64 year history and the 
first woman to hold that position. She is well-known around the capitol, 
representing the interests of Connecticut Water and the drinking  
water industry.
Maureen replaces David C. Benoit, who retired after a distinguished 24 
year career at Connecticut Water.  
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New Community Grants Available for Fire 
Departments and Schools
We’re thrilled to announce we have increased our 2020 
charitable giving and are launching two new grant 
programs for 2020, our Firefighter Support and School 
Water Bottle Filling Station grant programs. We’re currently 
accepting applications for both.

Firefighter Support

We recognize the importance of having fire protection for 
the safety of residents and businesses in the communities 
we serve. We value the service firefighters and emergency 
responders provide to our 
communities every day to 
ensure our safety and protect 
our homes, businesses and 
communities. In recognition 
of their efforts and to support 
their vital work, our Firefighter 
Support Grant Program

will award up to $15,000 this 
year to uniformed volunteer or 
paid departments in our service 
communities. These grants will 
help fund the purchase of slow-
close hydrant valves, backflow 
preventers, isolation valves, water handling equipment 
or other firefighting tools and educational materials. 
Applications and eligibility criteria are available via our 
website at: ctwater.com/community/firefighter-support-
grant-program.

School Water Bottle Filling Stations

Connecticut  Water is proud to provide safe, reliable 
drinking water to schools within our service areas and 
encourages the use of tap water for the hydration needed 
for learning and activities throughout the day. A total 
of $15,000 is available to accredited schools served by 
Connecticut Water for water filling stations so students, 
faculty and staff have convenient 
access to drinking water and can 
reduce plastic waste in our landfills 
and eliminate the environmental 
costs of bottling/transporting 
packaged water. 

The program will fund a total of 
10 water bottle filling stations 
in our service communities, a 
maximum of one per school. Applications and eligibility 
requirements are available via our website here: ctwater.
com/community/school-water-bottle-filling-station

Both grant programs are funded by Connecticut Water’s 
Charitable Giving Program and are not paid for by 
customers. For more information on either program, 
please email us at giving@ctwater.com.

2019 Charitable Giving Activities
Connecticut Water’s Charitable Giving Program, funded by 
the company and not paid for by customers, was responsible 
for over $115,500 in cash, in-kind and Neighborhood 
Assistance Act donations in 2019. Of that, $50,000 went to 
support food banks and soup kitchens in our service areas.  In 
addition, donations were distributed to a variety of nonprofit 
organizations, municipal fire departments and youth 
programs. Connecticut Water has committed to charitable 
giving of $120,000 annually 
for a minimum of five years as 
a direct benefit of our merger 
with SJW.

Additionally, employee-led 
charitable giving efforts in 
the latter half of the year 
included a toy drive for 
children in Guilford, Old 
Saybrook and Clinton, a food 
drive for Naugatuck’s Food 
Bank, and a donation to the 
CT Veterans Home & Hospital 
in Rocky Hill. 

Delivering on Our Merger Promises
Connecticut Water is delivering on merger commitments to the 
benefit of customers and communities. A status report filed with 
the Connecticut Public Utilities Regulatory Authority (PURA) 
shows we are in full compliance with the 79 commitments we 
made as part of the approval process to merge with SJW Group.
Among the highlights to date:
• $50,000 in charitable contributions to 58 local food banks 

and pantries across its service communities to assist low-
income residents.

• A $50,000 grant to the Alliance for Water Efficiency to 
support water conservation programs identified in the state 
water plan.

• A capital spending budget for drinking water infrastructure 
investment for 2020 was actually increased to $63.7 million 
to fund improvements in the treatment, storage and piping 
needed to move drinking across water systems, and to 
maintain information systems. 

• No layoffs of employees due to the merger and existing 
employee teams remain locally to serve customers  
and communities.

We are also honoring merger commitments for local control and 
local decision-making. Our local leadership team is responsible 
for decision-making about Connecticut operations, and a New 
England-based board of directors approves our capital spending 
plan. At the same time, we are benefiting from being part of a 
larger water utility family that provides additional resources and 
increased scale to cost effectively deliver world-class service and 
safe drinking water to families and communities.
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Customer Advisory Council Created
Connecticut Water is establishing a Customer Advisory Council (CAC) to enhance communications with our customers and 
communities and would like representation from each of the 59 towns that we serve. The CAC members will be asked to 
consult and advise on matters of local interest.    

A letter was mailed in early March asking each town to appoint a resident, who is a Connecticut Water customer, to serve 
on our customer advisory council. Connecticut Water employees are not eligible to serve.

The details of the council structure and the timing of meetings are still being worked out. We will likely have regional 
meetings to minimize travel for members and will meet a couple of times per year.

We recognize there are other competing priorities and staffing limitations for municipal leaders as they have been 
responding to COVID-19 in their communities. In addition, there have been limitations on meetings/gatherings that 
may have impacted action by town officials to designate a representative. We will follow up with town leaders to secure 
additional appointments once the restrictions on gathering and social distancing related to COVID-19 have been relaxed. 
We are eager to work with t local contacts through the CAC and plan to convene the council once we have representatives 
designated from a majority of our service towns.

If your town CEO did not receive a letter about the customer advisory council please contact Dan Meaney at 860.664.6016 
or dmeaney@ctwater.com for more information.

Connecticut Water Service Announces Local Leadership Promotions
The Connecticut Water Service Inc. (CTWS) board of directors promoted four current executives to key 
positions within the company. The individuals, selected from within the Connecticut Water team, have 
extensive experience in their respective areas and will maintain the local management presence and 
priorities for serving our customers and communities.  

Arthur J. O’Neill is the vice president of customer service. Mr. O’Neill has been with Connecticut Water 
since 1975 and was most recently the director of customer service. 

In his new role, Mr. O’Neill has responsibility for all of the customer service programs and teams in 
Connecticut and Maine. He will continue to lead and empower our customer service team, building 
on the customer-centric culture in the organization to drive the highest levels of satisfaction for the 
customers and communities we serve. He will collaborate with the information technology team to 
leverage information systems and technology to cost-effectively enhance the delivery of service to 
customers and meet their changing expectations.   

Karen Maines is the vice president of human resources. Ms. Maines has been at Connecticut Water 
since 2012 and most recently served as the director of employee relations and talent acquisition for 
the company’s Connecticut and Maine operations. In her new role, Ms. Maines has overall responsibility 
for employee engagement, total rewards programs, talent strategy, employee relations and regulatory 
compliance for the company’s operations in Maine and Connecticut.

Jay A. Fusco is the vice president, information systems executive. Mr. Fusco has been with Connecticut 
Water for five years and most recently served as the chief technology executive.In his new role, Mr. 
Fusco is responsible for coordinating technology integration, investment and business support across 
SJW Group’s water and wastewater operations, including those in Connecticut and Maine.

Kristen A. Johnson, who is CTWS’ senior vice president of administration, has also been appointed 
the chief administrative officer of SJW Group. Ms. Johnson is responsible for leading the CTWS New 
England human resources and information technology functions and will further coordinate with 
SJW Group to also support those functions in its operating subsidiaries in California and Texas. She 
continues to focus on building teams, strategies and programs designed to effectively and efficiently 
serve and support the organization.           

The appointments to these new leadership positions is well deserved and reflect the passion and 
commitment of these leaders to providing world-class customer service and attracting, retaining and 
providing meaningful careers for employees. It will allow us to leverage the benefits of information 
technology while focusing on cybersecurity to serve our customers. Further, the selection of these 
individuals from Connecticut Water to fill these critical New England leadership roles demonstrates that the company is 
honoring its merger commitments in the regulatory approvals, relying on existing talent and maintaining local leadership 
and local control.

Arthur J. O’Neill

Karen Maines

Jay A. Fusco

Kristen A. Johnson
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Infrastructure Investment 2020
Connecticut Water has budgeted more than $60 million 
in 2020 for investment in drinking water infrastructure. 
The projects cover water treatment, water storage tanks, 
pipeline replacement, and other infrastructure necessary 
to deliver a reliable supply of safe drinking water.

Overall, work is scheduled in nearly 30 service 
communities. More than $28 million is allocated for the 
replacement of aging water mains through the Water 
Infrastructure and Conservation Adjustment (WICA) 
surcharge on customer bills.

Since WICA became available to us in 2008, more than 
145 miles of aging, undersized, or poor quality water 
mains have been replaced at a cost of $175 million. The 
average age of mains replaced is about 75 years.

We do our best to coordinate our water main projects 
with the state Department of Transportation and 
local communities. Please contact Dan Lesnieski, our 
Infrastructure Rehabilitation Manager, at 860.292.2834 to 
discuss projects planned in your communities over the 
next five years.

For information on our 2020 capital projects, visit www.
ctwater.com/projects. 

Delivering Customer 
Benefits
As part of our merger with the SJW 
Group, the companies made a number of 
commitments that benefit our customers 
and communities. Direct customer benefits were provided 
to customers following the closing, with one time bill credits 
issued for all customers, including public fire accounts. 

Residential Bill Credit Issued

A one-time bill credit was also applied to residential, 
commercial and industrial customer water accounts. The 
credit was for 2% of the prior year’s charges and was applied 
to bills issued between October and January.

For our average residential water customer who uses about 
14,000 gallons of water per quarter, the credit was about $13.

Public Fire Credit Issued

A one-time bill credit equal to 5% of the 
prior year’s public fire charges was applied 
to all municipal fire bills issued between 
October and January.

Earlier this year, we mailed a letter to first 
selectmen and/or town managers about anticipated public 
fire protection charges for the 2020/2021 fiscal year for 
budget planning purposes. Please contact your Connecticut 
Water contact if you did not receive the letter or if you have 
questions on public fire charges. If you do not know your 
town contact, please call or email Craig Patla at cpatla@
ctwater.com or 860.664.6140.

2019 Rockville Infrastructure Replacement Project
1400 feet of water main replaced


