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irst, a big thank you to all of you who took 
the time to attend or submit comments to 
DEP regarding the proposed stream flow 
regulations! Others attending the public hearing 
were pleasantly surprised that instead of being 
outnumbered, individuals and groups voicing 
concerns about the regulations dominated the 
public hearing. 

How did we do it? With the help of our members! Not only did 
our members show up themselves but many of you took the 
time to speak to your chamber, your vendors, your mayor or 
first selectman and got them to understand how the proposed 
regulations would affect their members and communities. Several 
CWWA members and Supporters also attended meetings of 
their Council of Governments or regional planning agencies and 
urged them to weigh in at the hearing and with their legislators. 
CTAWWA members also participated in meetings and helped 
get the word out that action was needed. 

In addition, CWWA’s Legislative Committee officers met with 
other agencies to discuss our concerns with the regulations and 
they listened. Five of DEP’s sister agencies submitted comments 
outlining concerns with the proposed regulations. Many legislators 
also heard our concerns and wanted to do something rather 
than wait and see whether DEP would revise the regulations. 

Legislation is currently pending that 
would: 1) Ensure that regulations focus 
on the problem; 2) Highlight concerns 
regarding safe yield, margin of safety 
and available supplies; and 3) Outline 
the staggering compliance costs.

Although DEP has several months to review the comments 
and make revisions to the regulations, CWWA and many other 
organizations are urging DEP to get back to the table, work with 
the water industry and other stakeholders to develop a practical, 
balanced stream flow regulations. 

It has certainly been an exciting year as CWWA’s President and 
I appreciate the confidence that you have all placed in me during 
this challenging time. CWWA is stronger than ever thanks to 
the commitment and expertise of its members and Executive 
Director, Betsy Gara. Many legislators and regulators have 
commented that as a group, we are a strong voice for the water 
industry. This year has made it clear how important that is. 

Again, thank you all for stepping up to the challenge and getting 
our message across. 

Tom West 
Southington Water Department 
twest@southingtonwater.org

From the CWWA President
Getting back to the table.
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When the federal American Recovery 
& Reinvestment Act was enacted, 
states were asked to line up a list 
of shovel ready projects in need of 
funding. 

Unfortunately, getting projects shovel 
ready in Connecticut can be quite 
a feat, given the number of permits 
and approvals that must be obtained 
before a project can move forward. 
To address these concerns, Governor 
M. Jodi Rell and the legislature’s 
Commerce Committee are looking 
at ways of streamlining the various 
permitting processes. 

The water industry also has to go 
through many permitting hurdles in order to move 
forward with projects needed to provide meet our 
obligations to provide customers with a safe, supply 
of quality water. CWWA is therefore submitting 
recommendations to the Permitting Task Force and the 
Commerce committee to address these concerns. Our 
recommendations include: 

1. Provide Greater Certainty Regarding Permit 
Issuance

The lack of certainty in whether or not a permit will 
be issued or whether it will include conditions that 
make the issuance problematic makes it difficult to 
move forward with needed projects. Obtaining a permit 
requires considerable time and expense and because 
of the uncertainty in whether or not a permit will be 
issued, it may not be prudent to pursue a permit even 
though the proposed activities may be beneficial to the 
community. 

2. More Efficient Permit Processing Timeframes
According to a report by the Office of Legislative 
Research, water companies and others may incur several 
hundred thousand dollars to obtain a permit from the 
state Department of Environmental Protection (DEP). 
In addition, the process can drag on for years, causing 
significant delays in moving forward with needed water 
projects, such as interconnections or diversion permits. 

For example, the Town of Colchester initiated the 
process to obtain a diversion permit in 2000. The permit 
application was reviewed and revised and eventually 
approved in January 2003, three years later. 

The costs for the initial applications, performing the 
pumping tests, lab tests, modeling and the eventual 
full application and subsequent revisions exceeded 
$300,000. This was solely to obtain an approval to 
withdraw water from three existing production wells

State agencies should be required to adhere to strict 
timeframes for processing permits. In addition, many 
agencies could improve their intake process so that 
incomplete permit applications are sent back to 
applicants with requests for additional information early 
on in the process.

Getting Projects 
Shovel Ready

Continued on page 4

”“
… water companies and others 
may incur several hundred thousand 
dollars to obtain a permit from the 
state Department of Environmental 
Protection.
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3. Expand Opportunities for Streamlined  
General Permits

DEP has worked with the water industry to build more 
flexibility and certainty into the general permit process 
in certain areas. It has done this by moving forward 
with the following initiatives: 1) Filing-only Permits 
– A filing only permit eliminates unnecessary delays 
experienced by water utilities for activities that have 
no or minimal environmental impact; 2) Duration of 
General Permit – Extending the duration of the general 
permit from five years to ten reduced costs associated 
with filing general permit applications;  
 
3) Renewal Application – Changes to the renewal 
application process included a streamlined, short-
form process, which helped to provide certainty that 
previously authorized activities may continue without 
interruption; 4) New Categories of General Permits 
– DEP developed new categories of general permits 
that will greatly improve efficiency, such as the 1) 
Interconnection and Transfer of up to 100,000 gpd and 
500,000 gpd; 2) Withdrawal of up to 100,000 gpd – 
Bedrock Aquifer; 3) Withdrawal of up to 250,000 gpd 
– Surface Water/Stratified Drift. State agencies should 
look for additional opportunities to create more flexible 
general permits such as these.

4. Exempt Certain Activities from the Permitting 
Process

Too often, permits are required for activities that will 
have little or no impact on the environment. State 
agencies should exempt these activities from the 
permitting process, which will free up resources and 
allow staff to focus on reviewing and processing critical 
permit activities. The state could also amend existing 
exemptions, such as the 50,000 gallons per day (gpd) 
threshold for water diversions and replace it with a 
threshold that makes more sense such as an average of 
one hundred thousand gallons of water per day during 
any one month period.

5. Consideration of the Input of Stakeholders
For several years, the CT Section of the American Water 
Works Association Residuals Committee worked with 
DEP to modify the general permit for water treatment 
wastewater discharges to create a reasonable, workable 
general permit. Specifically, the water industry wanted 
to address the following: 1) expanding the definition of 
water treatment facility to include potable water storage 
tanks; 2) clarifying that certain discharges are exempt 

from monitoring and record-keeping requirements;  
3) increasing the maximum daily flow of all discharges 
on one site; 4) raising or eliminating the maximum 
groundwater discharge limits for iron and manganese; 
5) deletion of monitoring requirement. Despite apparent 
agreement among DEP staff to move forward with 
these modifications, the permit was renewed without 
addressing any of these issues. We believe that 
additional oversight, such as review by the legislature’s 
Regulations Review Committee, may bring some balance 
and accountability to the development and reissuance of 
general permits. 

6. Scope of Authority 
State agencies should not be allowed to exceed the 
scope of their authority in reviewing and processing 
permit applications. CWWA is increasingly hearing from 
members regarding concerns with “permit conditions” 
that are inserted in the permit process. For example, 
the applicant for a permit to divert water for a new 
consumptive use must provide information regarding the 
effect of the diversion on stream flows, aquatic habitat 
needs, water conservation, and alternative sources of 

new supply. It does not, however, authorize DEP to 
obtain information that is not impacted by the diversion, 
such as business operation on the property or the 
property itself. In addition, DEP should not be using 
water diversion permit applications to regulate activities 
that are not physically or hydraulically related to the 
regulated diversion. Rather, DEP’s jurisdiction should 
be limited to the hydraulic and related impacts resulting 
from a diversion of water. 

Allowing agencies to exceed their regulatory authority 
simply exacerbates lengthy delays in processing 
permit applications, drives up costs for businesses and 
customers, and undermines much-needed economic 
development projects in this state. Given the state’s 
current fiscal crisis, it is imperative that the permitting 
process be limited in scope, consistent with the intent of 
the law. 

”“State agencies should be required 
to adhere to strict time frames for 
processing permits.

Getting Projects Shovel Ready (continued)



InFlow-Line Spring 2010 5

From Last Place to First Place:
Aquarion’s Journey to Improve 
its Customer Experience

By Jean A. Zanella Dyer

In 2005 Aquarion embarked on an aggressive journey to 
“Enhance the Customer Experience” with its employees 
with the intent to improve our customers’ overall 
experience and to improve our relationship with our 
customers. It began by getting every employee at every 
level to commit to service excellence.

We identified the key factors that drive our customers’ 
experience by examining data available from a variety 
of sources and started talking about adding value 
to that experience. We looked at reasons customers 
remained dissatisfied following a contact with the 
company, ultimately contacting the Department of 
Public Utility Control (DPUC). We examined our survey 
results to determine what drives customer expectations 
and satisfaction. And we started tracking “first call 
resolution,” a primary key to customer satisfaction.

Aquarion’s main action plan consists of six areas for 
concentration which are updated each year: Senior 
Management Leadership, Standards for Service Delivery 
and Customer Communications, Training, Customer 
Feedback, Reward and Recognition, and Logistics. 

Senior Management Leadership
Great service delivery starts at the top. Each week the 
senior management group reviews all customer contacts 
recorded with the DPUC and other calls escalated 
to the newly branded in-house position of Customer 
Advocate. The Senior Team analyzes the causes for 
the contact and recommends solutions to address the 
customer’s concerns. Senior managers also shadow 
customer service representatives on the phone quarterly 
to ensure their connection to these front line employees 
who are serving our customers and to develop a better 
understanding of the issues that generate calls and 
how best the employees of their department can work 
together with customer service representatives to resolve 
these customer issues promptly, ultimately leading to 
enhanced service delivery.

Standards for Service Delivery and Customer 
Communications
Standards provide guidelines for all forms of 
communications including telephone, written 
correspondence, voice mail messages, etc. In-house 
facilitators delivered training workshops in 2006 with the 
key message of ensuring consistency of response, taking 
responsibility and setting specific deadlines for resolving 
customer complaints. New employees are orientated 
Day 1 on the standards. We are preparing for refresher 
training in 2010 which will focus on the critical nature 
of internal customer service delivery.

Training
Each new employee attends a two-day workshop on 
our commitment to Stellar Service. In addition, weekly 
training classes, as well as monthly workshops, are 
conducted with customer service representatives and 
members of our collections and billing departments. 
These training blocks provide an opportunity for 
reinforcement, skill enhancement and process review. 
As an example, a recent monthly workshop focused 
on Aquarion’s new “Call Flow” designed to ensure that 
each customer interaction includes predictable, standard 
sections such as a standard greeting, restating the issue 
the customer has described as the reason for contact, 
taking ownership of the issue, providing options for 
resolution, reminding the customer of the next billing  
period or payment arrangement made, transitioning  
 
 
 

Knowing if a customer is satisfied at the end  
of a contact is important information, and what 
you do with that information is even more 
critical.

Continued on page 6
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smoothly between sections of the call, asking the key 
question of resolution and expressing appreciation to 
the customer for the call. 

Other recent topics covered at workshops included 
reviewing the results of the customer surveys as well as 
guest presentations by fellow employees, showing such 
things as how a hydrant works, the difference between 
a service line and service connection, how backflow 
preventer devices work, etc.

Customer Feedback
Since improving the customer service experience is 
important to Aquarion, we conduct bi-annual customer 
surveys and hold focus groups to ensure that we are 
achieving positive results in the delivery of service 
to our customers as well as improving the customer 
experience. Our most recent survey, conducted in 
2009 by the Center for Research and Public Policy, 
a recognized leader in developing and conducting 

customer service satisfaction surveys, provided solid 
results by which Aquarion can quantify the impact of 
its efforts to enhance the customer experience. The 
2009 telephone survey of 1,070 customers in all our 
Connecticut divisions resulted in a Customer Satisfaction 
Index of 90.1%. Aquarion also conducted a focus 
group in 2009 to gain an understanding of customer 

perceptions regarding the Water Infrastructure and 
Conservation Adjustment (WICA) surcharge and the draft 
communications that had been prepared for distribution 
to customers. We also convened three Customer 
Advisory Boards to provide another valuable source 
of information for Aquarion to determine its level of 
service performance.

Employee Recognition
Aquarion’s employee incentive program is tied directly 
to the achievement of a number of key performance 
indicators of our customer service quality. In addition, 
employee performance appraisals provide indicators 
of customer satisfaction as well as the Aquarion’s 
service values of being respectful, responsive, taking 
responsibility and reaching for excellence. Employees 
are further recognized through KUDOS postings on 
bulletin boards throughout the company, many featuring 
reprinted customer letters and e-mails commending 
individuals for delivering knock-your-socks-off service.

Logistics
We define logistics as how we serve the customer and 
work together to solve problems that cross departmental 
borders. Our underlying business processes have been 
systematically mapped out to ensure that resolution 
to customer issues is not delayed as one department 
interfaces with another. Moreover, our focus on 
logistics ensures that issues are brought to complete 
resolution and are documented through the computer 
system. Department managers and directors meet on 
a bi-monthly basis to review logistical issues that have 
been identified and bring them to resolution.

In addition to actions under the foregoing major 
subheadings, we have continued to focus on a number 
of other factors, such as first call resolution in the call 
center, to provide even better service to our customers.

Doing It Right the First Time
First-call resolution of customer issues or concerns is 
the single most important aspect of delivering great 
service in our Call Center. After all, if the representatives 
can solve an issue over the phone with a customer, it 
eliminates a field visit which enhances our productivity 
and keeps operational costs down. Continual refresher 
training – both weekly and monthly workshops – keeps 
representatives up-to-date on systems and process 
changes. On-line resources such as assessor sites, all 

Aquarion’s Journey to Improve its  
Customer Experience (continued)

Aquarion Customer Service Representative Margie Acevedo at her 
workstation at Aquarion’s Call Center in Monroe. On average more 
than 95% of all calls received at the call center are resolved on the 
first contact.

Since 2004 the number of complaints (with 
the DPUC) has dropped from 66 in 2004 to 
a record low 8 in 2009, so we feel that all the 
actions we have taken in the past few years are 
heading us in the right direction.

6 Spring 2010 InFlow-Line



InFlow-Line Spring 2010 7InFlow-Line Spring 2010 7

scanned documents associated with customer records 
including tap cards and PDF copies of bills and service 
scripts aid reps in assessing, evaluating and resolving 
customer issues on the first contact. At the close of each 
customer interaction, customer service representatives 
ask the customer if we have resolved the reason they 
contacted us. On average more than 95% of all calls 
are resolved on the first contact. Closing the customer 
interaction with a question such as “Have I resolved 
your reason for contacting Aquarion today?” gives 
a customer the opportunity to voice any lingering 
concerns and allows us the opportunity to encourage 
the customer to allow the escalation of the call if they 
remain dissatisfied.

Customer Advocates and Escalating Customer 
Issues
Knowing if a customer is satisfied at the end of a 
contact is important information, and what you do 
with that information is even more critical. Aquarion 
implemented a formal escalation and problem resolution 
procedure several years ago to provide guidance to 
call center representatives as well as field technicians 
in call escalation procedures. Two Customer Advocates 
who serve as Aquarion’s Customer Review Officers 
are dedicated to solve issues that other personnel are 
unable to resolve or requests by customers that may be 
outside normal business processes.

Suggestions from Customers
Listening to customers and responding to their input is 
an important step in continually improving relations. 
Each suggestion is carefully considered. For example, 
based on customer feedback, we designed the customer 
care section of our new website to provide a wealth of 
information for customers, including frequently asked 
questions and conservation information. As another 
example, based on a customer suggestion, we’ve 

recently started using an out-bound call service to 
remind customers of a scheduled customer appointment. 
When we implemented our Interactive Voice 
Recognition telephone software system, we carefully 
placed the option to speak with a customer service 
representative during the introduction so customers are 
not frustrated by a long list of options if they have an 
emergency or want to speak directly with a  
representative.

Providing Billing and Payment Options to 
Customers
As demand for e-billing and on-line payments grow, 
Aquarion continues to review our options that we offer 
our customers. In 2007, Aquarion switched from a 
legacy e-bill system and partnered with Checkfree. The 
enrollment has grown from 5,000 customers enrolled to 
approximately 20,000 customers receiving and paying 
their water bills on-line. As well, we offer one-time 
payments through Western Union Speedpay, which can 
be accessed by the customer via the phone IVR, on line, 
or with a customer service agent’s assistance. We are 
currently assessing an emerging product that allows a 
pdf of the bill itself to arrive in a customer’s in-box and 
continue to seek out convenient payment methods for 
our customers.

Collections
Like most companies during this economic downturn, 
Aquarion has had to expand its collections efforts to 
ensure bad debt is kept to a minimum. As part of the 
plan to encourage customers to call and make payment 
arrangements for outstanding balances, we partnered 
with our emergency reverse 911 vendor to develop an 
outbound calling program for collections customers, 
placing two reminder calls at 45 and 65 days before a 
shut-off notice is generated for an account. Information 
about the placed call was designed to flow directly back 

 

 

 

 

 

 

 

 

Kudos to Carol Toth!! 
 

Kerri Russell & Jean Dyer received the following e-mail from John 

Pondiccio regarding the critical role that Carol Toth willingly assumed 

during the conversion project this past weekend.  For those of you who 

are not familiar with the project, a major focus for the past several 

months was preparing for the conversion of the 900i meters to reflect 

these meters as 1 unit rather than 2 separate and distinct assets this 

weekend.  Carol’s contribution was a key to the success: 

 
Hi Kerri - just a brief note to tell you how vital Carol was to the success of the 

900i project this past weekend.  As is her way, Carol went above and beyond in her 

dedication to the project, making sure that everything would go smoothly.   

Her comprehensive view of how DM [device management], mobile and inventory 

work together was a tremendous asset - we would not have had a successful 

outcome without her diligence and effort. 

 

Thanks, JP 

 

Carol, thank you for your dedication and commitment to seeing this 

project through!  Your teammates appreciate it, and so do we! 
 

 

Jean Dyer & Kerri Russell 
 

 

POST:  12/17/09            REMOVE: 12/24/09 

 

 

 

 

 

 

 

 

Rhonda Mercer 

Knocks One Out of the Park!! 
 

 

Mrs. Alvarez, a Westport customer and condominium association President, 

contacted me today about a great experience with Aquarion Water’s own 

Rhonda Mercer!  Here’s what Mrs. Alvarez had to say . . . 
 

 Mrs. Alvarez called today to thank Aquarion, and especially Rhonda, for 

successfully resolving an issue regarding her meter pit. 

 We had determined from an old tap card that the meter pit was buried 

under a large holly bush. After the condo landscapers removed the bush, the meter 

pit was not there! 

 We then located the pit in a gravel driveway and changed the meter in 

record time.  Aquarion agreed to reimburse the association for the cost of removal 

and replanting of the bush. 

 Mrs. Alvarez said that Rhonda deserves high accolades for the calming 

influence she has, for her careful listening skills and good understanding of a 

difficult situation.    

 
Thank you, Rhonda, for creating a positive memorable customer experience 

for Mrs. Alvarez.  Even though you always say “I’m just doing my job,” you do 

it with care and respect.  Customers appreciate it and so do I! 

 

 

Jean Dyer 

Customer Services 
 

 

 

POST:  09/16/09       REMOVE:  09/23/09 

Customer Advocates Jeffrey E. Farrell and Rhonda J. Mercer 
serve as Aquarion’s Customer Review Officers and are 
dedicated to solve issues that other personnel are unable to 
resolve or requests by customers that may be outside normal 
business processes.

Continued on page 8

“Kudos” are posted in the call center to recognize superior  
performance.
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into the customer data base and update the customer 
contact section of the account, so representatives 
can see when a call was delivered and whether the 
customer answered, a machine answered, or the phone 
call was interrupted by the customer. The success of 
this program has led several other water companies to 
contact us for more information and have implemented 
it with similar stellar results.

Using Technology to Enhance the Customer 
Experience
Aquarion implemented its new enterprise-wise SAP 
system in 2007 and continues to reap benefits from the 
integrated system. Each process was reviewed prior to 
implementation and built into the system with service 
delivery in mind, using best practices for work flow 
management. As an example, Service Technicians use 
Panasonic Toughbook computers in the field to receive 
and complete electronic work orders that are updated as 
work is performed during the day providing call center 
representatives in the office a virtual real-time look at a 
customer’s record. Customer letters are generated with a 
simple right-click off the customer’s name and are stored 
electronically on the customer’s account. All incoming 
customer correspondence is scanned in and stored on 
the customer account. This integrated approach allows  
a full view of the customer’s experience at a glance 
and allows for more issue resolution on the first contact 
because all the information a representative needs is in 
the customer record.

The SAP system is linked to the phone system so 
customers can obtain account balance information, 
make a payment on their bill, or schedule a meter 
testing appointment without having to talk with the call 
center. About 2,000 calls a month are handled through 
our Interactive Voice Recognition (IVR) phone system, 
calls that otherwise would need to be completed 
during the nine hours we are open. It’s convenient for 
customers and allows representatives to handle the 
more complicated phone calls.

The representatives also use a GIS-based system called 
“QAS” to populate mailing and premises information 
into SAP. As the call center agent types in an address, 
it populates the fields and even prompts the agent 
for condominium or apartments numbers. In addition, 
we utilize an online search product called “Verify” to 
locate customers for whom we have existing incorrect 
addresses. These software tools have reduced returned 
mail by about 40%.

Bar code readers are employed by all field technicians 
so new meter information is scanned rather than 
typed in on work orders in their Toughbooks, virtually 
eliminating possible typos and further work in the back 
office. Efficiency translates to lower rates and happier 
customers!

Measurement: So how are we doing?
We follow a number of key performance indicators 
(KPIs) in order to measure the impact of the programs 
we’ve implemented over the years. Responding to key 
indicator movement becomes an exercise in flexibility 
and agility for an organization. One of our KPIs is the 
number of complaints on our customer scorecard with 
the Department of Public Utility Control. Since 2004 the 
number of complaints has dropped from 66 in 2004 to a 
record low 8 in 2009, so we feel that all the actions we 
have taken in the past few years are heading us in the 
right direction.

Aquarion Customer Service Representatives like Sandy Walter-
Stewart operate with the understanding that first-call resolution  
of customer issues or concerns is the single most important aspect 
of delivering great service.

Aquarion’s Journey to Improve its  
Customer Experience (continued)
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Customer Surveys
Our bi-annual customer survey results also provide an 
indication of customer satisfaction, and in each category 
that makes up our customer satisfaction index, Aquarion 
has achieved better results since the last survey:

 2007 2009

Customer Satisfaction Index (CSI) 87.5% 90.1%
Aquarion as a Company 83.8% 89.5%
Aquarion Office Personnel 85.4% 86.1%
Aquarion Field Personnel 93.4% 94.8%

Call Center Monitoring
Call Center KPIs provide a basis for customer 
satisfaction as well. We measure Call Answering Speed 
(50 second target), Call Abandonment Rate (5% or 
less target), Call Handling Time (4-1/2 minute target) 
and First Call Resolution (90% target) monthly. It is 
important to note is that we have one less call center 
representative in 2009 although we took 3% more calls 
than in 2007. In the last three years, we have exceeded 
our targets each year, even though the number of calls 
has continued to rise as a result of increased collections 
activities:

 2007 2008 2009

# Calls 145,935 144,723 150,125
Call Answer Speed - Seconds 50 40 29
Call Handling Time - Minutes 4.5 4.4 4.3
Call Abandonment Rate 3.90% 2.9% 2.1%
First Call Resolution N/A 95.9% 96.3%

The journey Aquarion is on may not have a final 
destination, but the relationship with each customer that 
is nurtured along the way is our purpose. 

Jean A. Zanella Dyer is Director, Customer Services 
for Aquarion Water Company. She can be reached at 
203-445-7330 or jzdyer@aquarionwater.com

The P.T. Barnum Connection
Aquarion Water Company of Connecticut, an Aquarion subsidiary, 
supplies drinking water to approximately 180,000 customer accounts 
or more than 580,000 people in 39 cities and towns throughout 
Connecticut’s Fairfield, New Haven, Hartford, Litchfield, Middlesex 
and New London Counties.

The Aquarion Water Company that we know today traces its roots 
to The Bridgeport Hydraulic Company, which was formed in 1857. 
The new company assumed the assets of the Bridgeport Water 
Company which had suffered financial collapse. Under the leadership 
of Joseph Richardson, The Bridgeport Hydraulic Company began 
expanding the rudimentary distribution system it had inherited and 
after the Civil War set about to expand its reservoir capacity.

In 1875 Phineas T. Barnum, then Mayor of Bridgeport, expressed 
dismay at The Bridgeport Hydraulic Company’s high water rates and 
suggested acquiring the water company so that he could “put all of 
its works in good order immediately!”

Two years later, P.T. Barnum got a chance to do just that when he 
became President of The Bridgeport Hydraulic Company, a position 
he held for nine years. During his tenure, Barnum oversaw the 
creation of new reservoirs and the acquisition of several small water 
companies. Knowing Barnum, it is no surprise to learn that he was 
also President of Citizens Water Company, one of the companies 
that Bridgeport Hydraulic acquired.

During those times and the 100 years that followed, Bridgeport was 
a thriving manufacturing center and transportation hub with an ever 
growing thirst for water. Bridgeport Hydraulic continued to provide 
that water by developing new reservoirs (and eventually well fields) 
as it expanded to the north and west.

In 1901, the company built its headquarters building on Main Street 
in Bridgeport. While Aquarion’s operations center is now in Monroe, 
the company has expertly preserved this original building and touring 
it today gives one a sense of what an important corporate citizen 
Bridgeport Hydraulic must have been when it was built.

Ironically enough, The Bridgeport Hydraulic Company’s imposing 
headquarters was built diagonally across the street from The Barnum 
Institute of Science and History, today the home of The Barnum 
Museum.

Kathy Maher, Curator and Executive Director of the Barnum 
Museum and an expert on the history of Bridgeport tells us that 
it is probably coincidence that BHC built almost across the street 
from its former president’s ornate memorial to himself. “That was 
the heart of Bridgeport’s downtown in those days,” she said. “For a 
company as important as the Bridgeport Hydraulic Company, it was 
just, location, location, location.”

This Art Nouveau style stained glass window in Aquarion’s Bridgeport 
headquarters building provides light to the landing of a grand staircase 
between the first and second floors. Today, it is an impressive reminder of 
how important the Bridgeport Hydraulic Company and its reliable supply of 
water must have been at the beginning of the 20th century.

InFlow-Line Spring 2010 9
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Holiday Party 2009

(l to r) Bob Young, Carlene Kulisch and  
Guy Russo

Not to be outdone by the annual display of 
loud holiday ties by the men of CTAWWA, 
the ladies countered with ties of their own.

The annual over-the-top display of holiday 
ties.

This year’s holiday party concluded with 
a birthday cake for our very own Pam 
Monahan.

It was great to see Al Dion and his wife at 
the holiday party. Al received the Water 
Works State Leadership Award from the 
New England Water Works Association.

(l to r) CWWA Executive Director Betsy 
Gara poses with Jonathan Avery, Andy 
Markowski (Betsy’s colleague from Gara & 
Markowski, LLC) and Gilbert Bligh.
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Water and People Course  
  Begins its Second Year
The nation’s first public high school curric-
ulum to prepare students for a small system 
operator certification has kicked off its 
second year this semester at Portland High 
School with another fifteen students. Bill 
Sullivan of the Connecticut Department of 
Public Health Water Supply section was on 
hand to kick off the course with his presen-
tation of the Duties and Responsibilities 
of and operator and possible career 
opportunities that the water industry has 
to offer to students. Also in attendance 
was Superintendent of Schools Dr. Sally 
Doyen who has been fully supportive of the 
course and the partnership forged between 
the Portland School District, the Town of 
Portland and the CTAWWA. Dr. Doyen 
has been attending many of the classes 
during the opening weeks of the semester 
and has even participated in many of the 
labs and quizzes that have been given in 
opening weeks of the course. 

The “Water and People Course” is a 
one-semester class for high school seniors 
that introduces them to the variety of 
careers in the drinking water industry and 
prepares them to take Connecticut’s certifi-
cation exam for small system operators. The 
course is heavily interactive, full of hands-on 
experiences, field trips and speakers, making 
use of CTAWWA Section members. The 
Connecticut Department of Public Health 
as well as Gateway Community College has 
been on board since the inception of the 
course last year in contributing to course 
content in making the CTAWWA initiative 
a success. The course is taught by veteran 
environmental science teacher Seb Agostino 
and Portland’s Town Tech Coordinator and 
CTAWWA’s own Dave Kuzminski

WSFB’s Channel 3’s Mike Hydeck, a 
graduate of Connecticut’s school system 
himself, will be coming to Portland High 
School in April to feature Portland Highs 
Water and People course and other cool 

things that are going on in classrooms at 
PHS as a part of Channel 3’s “Cool Schools” 
segment. This past summer Jane Downing, 
EPA’s bureau chief in Region 1 arranged 
to have Portland High’s Water and People 
course featured in “Workforce succession 
Public Service announcement” which is 
currently airing on EPA’s web site and many 
cable access stations throughout the country. 
As a result of the success of the course 
EPA also awarded an education grant that 
will fund a “Water Boot Camp” this coming 
summer that will feature a lot of the course 
content of the Water and People Course.

The boot camp will take place in the 
Bridgeport area with the assistance of The 
Aquarion Water Company and will give 
high school student the opportunity to work 
with water industry officials and see what 
possible careers are available to students. 
John Herlihy, Director of Water Quality 
for Aquarion who is also presently the 
Chairman of CTAWWA was instrumental 
in making the Boot camp happen. The Boot 
Camp will be taught by Portland High’s 
environmental science teacher Seb Agostino 
and CTAWWA past Chair Dave Kuzminski 
who co-teach the Water and People Course 
in Portland. 

The Water Industry in general will be 
experiencing a 40% “brain drain” within the 
next five years. The State of Connecticut 
currently has 1020 Certified distribution 
and treatment operators registered within 
the state. Within the next five years 40% 
or 432 will be retiring!! That represents an 
acute problem within our industry and we 
feel there is desperate need to address this 
increasingly growing dilemma. CTAWWA 
has been a driving force in meeting this 
challenge and to that end the Connecticut 
Section was awarded the Section Education 
award at last years ACE in San Diego for its 
efforts in creating and promoting the Water 
and People Course. 

CT-AWWA Contact Information
Pamela A. Monahan
Executive Manager

72 Rockland Avenue
Waterbury CT 06708

(203) 757-1855
ctawwa@snet.net

CWWA  
Contact Information

Betsy Gara, Executive Director
25 Capitol Avenue  
Hartford CT 06106

(860) 547-0566
gara@gmlobbying.com
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Jen Muir is well known to many members 
of CTAWWA. She has been co-chair of 
the Education Committee for the past 
three years and has devoted a lot of time 
to helping the committee meet its goals.

Most recently, Jen worked for Wright-
Pierce in Middletown. Jen was 
professionally successful and would very 
likely build on that success with Wright-
Pierce or any major engineering and 
consulting firm.

But, she decided to strike out on her 
own. We heard that Jen was now JKMuir, 
LLC and we met in Middletown to find 
out a little more about how and why she 
decided to leave the security of a well 
known engineering firm and establish her 
own company.

Tell us about your background
I am a New Yorker who went to school 
in Boston (although I can’t claim neutrality 
in the baseball rivalry…). I studied 
environmental engineering at MIT, where I 
also received my master’s degree. Shortly 
after, I passed the exam to become a 
Professional Engineer.

My focus has always been on water and 
wastewater, and I previously worked as a 
process engineer for Malcolm Pirnie, and 
more recently Wright-Pierce, designing 
treatment and pumping systems.

As energy became an area of increasing 
concern in our industry I found myself 
spending more and more time exploring 
and evaluating the energy usage of water/
wastewater facilities and helping clients 
find ways to reduce it. Under my new 
venture I am able to offer specialized 
energy related services to the water and 
wastewater industry.

What does JKMuir, LLC offer in 
the way of services?
JKMuir is a Connecticut based 
environmental and energy consulting and 
engineering firm specializing in the water 

and wastewater industry. Services are 
focused on providing practical energy 
management strategies that lower costs, 
reduce greenhouse gas emissions and 
carbon footprint, and allow for greater 
control of pumping systems, treatment 
processes, and power consumption.

I am currently doing work in Connecticut, 
Massachusetts and New York.

I recently did some international work 
for the U.N. assisting water utilities in 
developing countries establish energy 
management programs. It was eye-opening 
to realize that utilities across the globe 
are facing the same energy, cost and 
infrastructure related challenges.

I have worked closely with various state 
and utility rebate and incentive programs 
to submit project applications, calculate 
potential energy savings and obtain 
significant funding. JKMuir, LLC is also 
certified as a Women Business Enterprise.

And what is a Women Business 
Enterprise?
A Women Business Enterprise is a 
business that is at least 51% owned and 
operated by a woman, and that meets 
various other qualifications and standards 
as defined by each state. It is often a 
requirement for projects that receive 
federal or state financial assistance, or 
grant funding, to utilize small business and 
woman or minority owned business 

Can you tell us generally what an 
energy audit is?
A comprehensive energy evaluation 
provides a detailed evaluation of all facility 
energy use systems. 

For a comprehensive evaluation, the 
process typically starts with a review of 
the utility bills in order to determine the 
annual energy use and cost. This includes 
an assessment of the current utility rate 
structure as well as the additional fees that 
may apply.

Field work is then conducted to assess 
the actual energy usage of individual 
equipment and systems. This typically 
includes efficiency testing utilizing portable 

flow, pressure instruments and electrical 
usage monitoring with a power analyzer 
and data loggers. The facility staff is 
directly involved in this evaluation as they 
are most familiar with the daily operation, 
and often have a pretty good sense 
of where some of the energy savings 
opportunities may be.

The final product is an itemized list of the 
energy conservation opportunities, as well 
as low or no cost measures, which include 
calculated savings and a simple payback. 
This can assist the facility in prioritizing 
improvements and applying for incentive 
funding applications.

Does the evaluation you are 
describing generally result in 
significant savings?
I have found that this type of evaluation 
can identify at least 15% energy savings, 
and often significantly more. The field 
data and analysis have also shown 
enough savings to entice the local utility 
to provide grant funding for specific 
conservation measures. One Connecticut 
facility I worked with received almost a 
half a million dollars through this type of 
program.

What has your involvement been 
with CTAWWA?
I have been serving as the co-chair of the 
education committee for three years. The 
committee is responsible for developing 
training programs and courses that provide 
continued education for the state’s 
operators and industry professionals. I 
have continued my role on the education 
committee and we have on-going efforts 
to bring relevant training topics (like 
energy!) to our section members.

Where would you like your 
business to be 10 years from now?
I think everyone hopes for stability - the 
assurance that there will be work and 
a need for your services next month, 
next year. I think that in the future, 
equipment, systems, and facilities will 
likely be increasingly efficient, benefiting 
from technology and energy conscious 
operation. While maintaining and 

Jen Muir
A conversation with Jen Muir



improving efficiency is an on-going 
process, I anticipate that the needs of our 
industry will be different and I hope to be 
responsive to those needs and connect 
our industry to the available financial and 
technical resources. 

Over the long term, energy costs can be 
expected to rise, the implementation of 
Smart Grid technology will change the 
way that our energy use is monitored 
and billed, and sustainable practices will 
become integral to facility operation.

As individuals, as businesses, and as a 
public service orientated industry we will 
progressively be held more accountable 
for our impact on local energy resources 
and the associated greenhouse gas 
production. 

As a result I suspect that efficiency will be 
scrutinized at an increasing level of detail, 
manufacturers will respond with improved 
technology and instrumentation and 
controls will be, to an even greater extent, 
critical to energy and cost management. 

Wasn’t it scary starting a new 
business during this economic 
recession?
Absolutely! However, I am in the business 
of helping utilities save money, and 
obtain grants for their energy initiatives, 
and that can provide a lot of benefit in 
this economy. I feel that my work has 
the ability to provide a real and positive 
benefit, not just to the utilities, but also to 
the environment through reduced carbon 
emissions, to local communities in their 
efforts to move towards their sustainability 
goals, and to our regional electrical grid 
and supply resources. 

That motivates and excites me! It’s 
both challenging and gratifying, and it 
has provided me with enough incentive 
and courage to take the necessary risks 
associated with operating independently.

How can you be reached?
My telephone number is  
860-367-3570 and my email address is  
jenmuir@jkmuir.com
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Election of Section Officers
Submitted by Kathy Fortin, CTAWWA Secretary

Listed below is the proposed 2010-2011 slate of Officers for the Connecticut 
Section AWWA:

Chair One Year Term Bill Kennedy
 Vice Chair One Year Term Jack Keefe
 Past Chair (a) One Year Term John Herlihy
 Secretary One Year Term  Kathy Fortin
 Treasurer One Year Term  Kevin Barber
 2nd Year Trustee (b) 2nd of a Two Year Term Ray Baral
 1st Year Trustee Two Year Term Steve Melanson
 National Director Three Year Term Marcey Munoz

(a) Automatic appointment; no vote required 
(b) Serving the 2nd of a two-year term; no vote required

Article VII and VIII of the Section’s By-laws govern the election and nominations 
process and may be viewed at our web site, www.ctawwa.org (select “About 
Us” and “Standard Practice Manual”). Any questions may be directed to Kathy 
Fortin at South Norwalk Electric and Water, 164 Old Boston Road, Wilton, CT 
06897, or e-mail to kfortin@snew.org

If no further nominations are received by April 20, 2010, I will cast a ballot for 
the above slate and issue a notice to the membership via the next available 
issue of the Section magazine.

Other Board Positions for 2010-2011

Trustee at Large Fred Rogers
Trustee at Large Steve Rupar
Administrative & Policy Council Chair Peter Bocciarelli
Associates Council Chair Mark Anderson 
Education & Public Affairs Council Chair Steve Melanson
Technical & Standards Council Chair Cindy Gaudino
Water Utility Council Chair John Herlihy

Officers of the Board have voted to approve the Other Board Positions whose 
terms shall begin at the annual meeting in May.

Want to be 
recognized by 
Connecticut’s 

Drinking Water 
Professionals?

You are reading the one magazine  
devoted exclusively to them!

Now with a circulation of 2,500 each 
quarter, InFlow-Line is mailed directly to 
the members of CT Section AWWA 

and CWWA. It’s the ideal place for your 
company’s message if the water industry  

is important you.

For rates and publication dates,  
call 860.956.9500 or  

email awwa@largeandpage.com

The magazine of the CT Section – 
American Water Works and the  

Connecticut Water Works Associations

InFlow-Line
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For affordable meetings in a memorable setting, hold them in 
a place that is unlike any other. With 16,000 sq. ft. of function 

space, wireless Internet and a complete Business Center, Cranwell is 
the perfect place for meetings and conferences from 2 to 250. This 
historic resort features 114 rooms, 3 restaurants, a championship 

golf course, state-of-the-art Fitness Center and Spa with a  
60-foot indoor pool.

Just over 2 hours from Boston and New York City,  
 in the heart of the Berkshires.

Lenox, Massachusetts

800-572-8938    www.cranwell.com

Affordable ~ Memorable ~ Accessible
Voted “Best of the East 2008”  

by Meetings East Readers
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JOIN US for the 2010 ANNUAL JOINT CONFERENCE as we return to an old favorite,  
Cranwell Resort, Spa & Golf Club. 

 
****  Training Contact Hours (TCH) will be offered for educational credits  **** 

 during the Wednesday and Thursday sessions. 
 
 In today’s tough economic times, CTAWWA is doing its part to help companies save money.   The 
conference fees have remained the same as last year and we selected a location that is more affordable to 
attendees.  Not only is the conference being held in Lenox Massachusetts, only 70 miles from Hartford, we 
have negotiated a nightly room price that is over 30 % lower than last year.  We will also be offering TCHs 
for the technical sessions.  Another great reason to attend this year’s conference. 

The conference will continue to feature a full array of interesting technical sessions, industry updates and 
conference events that will benefit all attendees. Conference registration begins at 11:00 a.m. on Wednesday, 
May 26, 2010 followed by a buffet luncheon at 11:30 a.m.  As in the past, we are grateful to have the 
Associates Committee sponsoring the luncheon and the keynote speaker, Tom Daly, Curator of the Norman 
Rockwell Museum.   All who attend the luncheon will also receive a special arrival gift courtesy of the 
Associates Committee. 

 In this section of InFlow-Line, you will find: 
• Conference Agenda:  The Conference Agenda details the times and topics of technical sessions. 
• Conference Registration:  The Conference Registration Form should be completed and returned with the 
appropriate registration fees by Wednesday, April 28, 2010.  Golf and Bocci are available on Thursday 
afternoon.  Please indicate on the registration form if you are interested in participating in either of these 
activities.  Please note, the golf fee includes greens fees, cart, box lunch and prizes and is not refundable. 
• Technical Session Registration:  Registration Form for the Technical Sessions only. 
• Hotel Registration:  The Hotel Registration Form must be completed and returned to Cranwell, with the 
appropriate deposit, by Wednesday, April 28, 2010.  Breakfast, dinner, taxes and fees are included in the room 
cost.  The number of rooms available are limited and will be available on a first come, first serve basis.  The 
form should be mailed or faxed directly to Cranwell. 
• Sponsorship Opportunities:  Companies are offered the opportunity to sponsor different portions of the 
conference.  From coffee hour to social hour, there are many options to choose from.  Please see the attached 
sponsorship form for details.  Completed forms are to be sent to the CTAWWA Treasurer by Wednesday, 
April 28, 2010 to meet publication deadlines. 
 
CTAWWA accepts all major credit cards and you can register for the conference on-line.  Please visit our 
website www.ctawwa.org for details.   
 
We look forward to seeing you at the Cranwell Resort, Spa & Golf Club in May.  
2010 Conference Committee 

CONNECTICUT SECTION AWWA 
AND 

CONNECTICUT WATER WORKS ASSOCIATION 
 

39th  ANNUAL JOINT CONFERENCE 
Wednesday, May 26, 2010 to Friday, May 28, 2010 
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CTAWWA / CWWA  
39th Annual Joint Conference 

 
CONFERENCE AGENDA 

   
 
 
 Wednesday, May 26 

Special Note: 
Training Contact Hours (TCH) are available for  educational credits for the  

Wednesday Afternoon (3.5* TCH) and Thursday Morning (2.5* TCH) Sessions 
 
  11:00 a.m. Registration  
 
  11:30 a.m. Luncheon – Sponsored by the Associates Committee 
 
  1:00 p.m. Luncheon Speaker  
     Tom  Daly, Curator, Norman Rockwell Museum 

 
2:00 p.m.  Technical Session Begins  

    
2:00 p.m. Welcoming Remarks 

     John Herlihy, CTAWWA Chair and Tom West, CWWA President 
 
2:15 p.m. National Update 
   Jeff Zdrojewski,  Vice-President,  AWWA 
   Chris Bogucki, CTAWWA National Director 
 
2:30 p.m. CWWA – Regulatory Update 
   Betsy Gara, CWWA Executive Director  
   CWWA Legislative Chairs: Carlene Kulisch, Maureen Westbrook and Guy Russo 
 
3:30 p.m. “Climate Change:  Inevitable Impacts on New England’s Water Utilities”  
   Ray Sirois, Wright-Pierce 
 
4:00 p.m.  Community Communications Solutions 
   Tom West, Southington Water and Jay Sheehan, Woodard & Curran 
 
4:30 p.m.  “Grooming Employees to be Good Leaders—Establishing the Leadership Culture” 
   Jack Jolls, John D. Jolls and Company 
 
5:00 p.m.  Applying Expertise as an Expert Witness 
   Guy Vaillancourt, Woodard & Curran 
 
5:30 p.m.  Technical Session Adjourns 
 
6:30 p.m. Reception, Dinner and Awards Banquet 
 

   
 
     *  TCH hours pending approval with CT-DPH 
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CTAWWA / CWWA  
39th Annual Joint Conference 

 
CONFERENCE AGENDA 

  Thursday, May 27 
7:30 a.m. Breakfast Meeting – CWWA Board 
 
8:00 a.m. Breakfast Meeting – CTAWWA Board 
 
9:00 a.m.  Technical Session Begins  
 
9:00 a.m. Case Study:  Household Plumbing Copper Corrosion (Blue Water) 
   William Kennedy, The MDC 
 
9:30 a.m. Biological Filtration for Iron & Manganese Removal 
   John N. McClellan, Tighe & Bond  
 
10:00 a.m. “A Comprehensive Approach to Managing Potable Water Quality in Storage Tanks” 
   Randy Moore, Utility Service Company, Inc. 
 
10:30 a.m. Management of Water Treatment Residuals 
   Paul E. Malmrose, Tighe & Bond 
 
11:30 a.m. Technical Session Adjourns 
 
7:00 p.m. Reception and Dinner 
 

  Friday, May 28 
  8:00 a.m. Breakfast Meeting - CTAWWA / CWWA Boards  
 
  9:00 a.m. Developing a CIP Using a Deterioration Modeling and Field Sampling Approach 

   Eric Muir, Malcolm Pirnie 
 
10:00 a.m. Safe Passage for the American EEL, A Collaborative Approach 
   Sally Harold, The Nature Conservancy 
   Steve Gephard, CT DEP 
   Brian Roach, Aquarion Water Company of CT 
    
10:45 a.m. Break 
 
11:00 a.m. Water for People - Activity Update 
   Water for People Committee 
 
11:15 a.m. WFP SMARTS Game 

     Len DeJong, Aquarion Water Company of CT 
 
  Noon  Closing Comments and Adjournment 
     William Kennedy, CTAWWA Chair 
     Dave Medd, CWWA President 
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Jeff Zdrojewski, Senior Associate with Malcolm Pirnie in Buffalo, New York, 
joined AWWA in 1986, and serves as Vice-President on the Board of Directors 
and the Executive Committee.  He also serves on the Section Services Committee. 
 
Jeff has been chair, trustee and board member of the New York Section.  He has 
chaired the Nominating and Registration Committees, and has served on a number 
of others including Research, Publications, Water and Wastewater Education and 
Outreach, Water for People and Diversity.  He also belongs to the Western New 
York Water Works Conference and the American Academy of Environmental 
Engineers. 
 
Jeff earned his Civil Engineering degree at Tri-State University. 

FEATURED SPEAKER 
Jeffrey M. Zdrojewski 

Vice-President  
American Water Works Association 

WEDNESDAY’S LUNCHEON SPEAKER  
Mr. Tom Daly 

Norman Rockwell Museum Curator 

Norman Rockwell is recognized as one of America's most beloved and prolific 
illustrators. For decades, his art was the icon of American rural and family life. 
Over a 47-year period, he created 323 covers for the Saturday Evening Post, a 
publication which Rockwell considered "the greatest show window in America." 
Rockwell spent the last 25 years of his life in Stockbridge, Massachusetts, now 
the home of the Norman Rockwell Museum. The museum is located just minutes 
from the Cranwell Resort and this year’s CT Section AWWA Annual Confer-
ence. 
 
The Associates Committee invites conference attendees to the Annual Associates 
Luncheon to be held Wednesday May 26th at 11:30 a.m. to kick off this year’s 
conference. We are pleased to include as our featured speaker, Mr. Tom Daly, 
Curator of education of the Norman Rockwell Museum. Mr. Daly will present an 
inside view of the artist and his art, with details of the many local townspeople 
who served as Rockwell’s inspiration. Please be sure to attend this special event. 
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CTAWWA & CWWA 39th Annual Joint Conference 

Cranwell Resort, Spa & Golf Club, Lenox MA 
May 26-28, 2010 

 Full Conference Registration Form 
Includes Technical Sessions 

 
Name:           Spouse/Guest:             
 
Company:                            
 
Address:                              
 
City:           State:        Zip:       
 
E-Mail:               Phone #:            
 

Note:  Hotel registration includes overnight accommodations, dinners, breakfasts, taxes and gratuities. 
Hotel registrations must be made directly with the hotel using the enclosed form. 

 
CONFERENCE FEES (Per person): Circle choices 
 
Registration Member   (Before April 28, 2010)........................................................................................  $175  
 
Registration Member   (After April 28, 2010) ........................................................................................... $200  
 
Registration Spouse/Guest ........................................................................................................................... $50  
 
18-Hole Golf Tournament: Circle choices 

Price includes greens fee, cart, box lunch and prizes.  Please note: Registration fee is NOT refundable. 
 Golf:  Member ....................................................................................................................................... $80 

Box Lunch Selection (circle one):    Roast Beef       Turkey       Ham 
 Golf Spouse/Guest ................................................................................................................................. $80 

Box Lunch Selection (circle one):     Roast Beef       Turkey       Ham 
To arrange for golf teams: Contact Dan Lesnieski at (800) 428-3985 ext. 3078   Fax (860) 669-9326 

 
Bocci Tournament: 
 Bocci:  Member ..................................................................................................................................... $10 
 Bocci:  Spouse/Guest............................................................................................................................. $10 

Please note:  Lunch is on your own for bocci participants. 
TOTAL OF ALL CIRCLED ITEMS  .............................................................................................. __________ 
 
Please note:  CTAWWA accepts all major credit cards.  To make payment by credit card, please fill out the following information and fax 
to (203) 854-0609, Attention: Kevin Barber.  Otherwise a check can be mailed to the address below.  To register online with a credit card, 
please visit our website:  www.ctawwa.org  
 
ADVANCED REGISTRATION is required for the conference.   
Please return this form with your check payable to: "CTAWWA" and mail to:   CTAWWA 
                 Kevin Barber, Treasurer 
                 South Norwalk Electric and Water 
                 164 Water Street 
                 Norwalk, CT  06854 

Type of Credit Card:  (please circle one)   Visa/MC  AMEX  Discover  Amount:       
 
Credit Card Number:             Exp Date:     CCV #:        
 
Name on Card:            Signature:                
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CTAWWA & CWWA 39th Annual Joint Conference 

Cranwell Resort, Spa & Golf Club, Lenox MA 
May 26-28, 2010 

 

Registration for Technical Sessions ONLY 
 

Name:                           
 
Company:                            
 
Address:                              
 
City:             State:        Zip:        
 
E-Mail:               Phone #:            
 

Note:  Please use this form to register for the Technical Sessions ONLY.  By registering for 
    only the Technical Sessions, you will not be admitted to any of the conference  
   related activities.  If you wish to register for the entire conference, please use the 
   Full Conference Registration Form. 
 
TECHNICAL SESSIONS (Per person): Circle choices 
 
Wednesday Afternoon Technical Session...................................................................................................  $50  
 
Thursday Morning Technical Session ......................................................................................................... $50  
 
Both Wednesday Afternoon and Thursday Morning Technical Sessions.................................................. $100  
 
WEDNESDAY LUNCHEON: 
 
Wednesday Afternoon Luncheon................................................................................................................  $25  
 
 
TOTAL OF ALL CIRCLED ITEMS  .............................................................................................. __________ 
 
 
Please note:  CTAWWA accepts all major credit cards.  To make payment by credit card, please fill out the following information and fax 
to (203) 854-0609, Attention: Kevin Barber.  Otherwise a check can be mailed to the address below.To register online with a credit card, 
please visit our website:  www.ctawwa.org  
 
ADVANCED REGISTRATION is required for the technical sessions.   
Please return this form with your check payable to: "CTAWWA" and mail to:   CTAWWA 
                 Kevin Barber, Treasurer 
                 South Norwalk Electric and Water 
                 164 Water Street 
                 Norwalk, CT  06854 

Type of Credit Card:  (please circle one)   Visa/MC  AMEX  Discover  Amount:       
 
Credit Card Number:             Exp Date:     CCV #:        
 
Name on Card:            Signature:                
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CTAWWA & CWWA 39th Annual Joint Conference 

Cranwell Resort, Spa & Golf Club, Lenox MA 
May 26-28, 2010 

 
*** SPONSORSHIP OPPORTUNITIES *** 

 
Company Name:                         
 
Contact Name:              Phone #:           
 
Address:                            
 
Email Address:                           
 
 
We wish to be a sponsor for the following Annual Conference events:                  Circle Choices 
 
Social Hours:  Wednesday and Thursday Evenings.................................................................................................................. $500 
 
Afternoon Break Station:  Wednesday Afternoon............................................................................................................... $100 
 
Morning Coffee Breaks:  Thursday and Friday Mornings..................................................................................................... $200 
 
Audio & Visual: All Technical Sessions............................................................................................................................... $200 
 
Sports Events: 
Bocci Tournament Sponsor ........................................................................................................................................... $50 
 
Golf Tournament Hole Sponsor Sign.......................................................................................................................... $100 
 
Golf Tournament Beverage Cart ................................................................................................................................ $300 
 

*** EXCLUSIVE SPONSORSHIP OPPORTUNITY *** 
 
Conference Program Booklet: Full Page Back Cover Ad ................................................................................................... $600 
 
TOTAL OF ALL CIRCLED ITEMS  ..............................................................................................................  __________ 
 
Please note:  The CTAWWA accepts all major credit cards.  To make payment by credit card, please fill out the following information 
and fax to (203) 854-0609, Attention: Kevin Barber.  Otherwise a check can be mailed to the address below. To register online with a 
credit card, please visit our website:  www.ctawwa.org  
 
Your sponsorship will be listed in the Annual Conference Program Booklet, and signboards will be strategically placed dur-
ing the Annual Conference.   
 
Please return this form with your check payable to: "CTAWWA" and mail to:   CTAWWA 
                 Kevin Barber, Treasurer 
                 South Norwalk Electric and Water 
                 164 Water Street 
                 Norwalk, CT  06854 
Thank you for your support and sponsorship at the Annual Conference!! 

 
*** The Annual Conference Program Booklet sponsorship is limited to one and is on a first come, first served basis. *** 

Type of Credit Card:  (please circle one)   Visa/MC  AMEX  Discover  Amount:       
 
Credit Card Number:             Exp Date:     CCV #:        
 
Name on Card:            Signature:                
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Wednesday May 26, 2010-Friday May 28, 2010 
CTAWWA Annual Conference 

 
The package includes room accommodations, full breakfast each morning, Dinner each evening, 
Meeting room, and standard A/V, all associated taxes and service charges.  
 
   Single Occupancy   $229.00 per night, per single occupancy 
     
   Double Occupancy  $326.00 per night, double occupancy 
    
All room reservation must be booked directly with Cranwell Resort Spa & Golf Club. Each room reservation 
requires a deposit to equal one night’s package rate. Each guest should fax the completed form below to the 
hotel directly at: 

FAX:  413-637-0571   ATTN:  Chris Schaefer 
 

An individual cancellation made with in 60-31 days prior to arrival will result in a cancellation charge of the 
one night’s deposit.  Individual cancellations made within 30 days of arrival and early departures will be 
charged for the entire stay.  
 
The reservation cut off date is April 28, 2010.  Reservations received after this date will be accepted at the 
group rate if run of house (ROH) if rooms are available to the public, and are accepted on a space availability 
basis only. 
 
   NAME: _____________________________________________________________ 
 
   EMAIL ADDRESS: __________________________________________________ 
 
   COMPANY NAME: ___________________________________________________ 
 
   MAILING ADDRESS: _________________________________________________ 
 
   CITYTOWN: _________________________STATE: _____ ZIP CODE: ________ 
 
   TELEPHONE: __________________________ FAX: _________________________ 
 
   CREDIT CARD: _____________________________________ EXP. DATE: ______ 
 
   SIGNATURE (Required) _________________________________________________ 

(I authorize the use of my credit card in accordance to the terms stated above) 
 

   NUMBER OF PEOPLE IN THE ROOM: ___________________________________ 
 
   SHARING WITH: _______________________________________________________ 
 
   ARRIVAL DATE: _______________________________________________________  
 
   DEPARTURE DATE: ____________________________________________________ 
      Check in time at 3:30pm    Check-out Time:  11:00am 
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Hi folks, 

As I write this, we’re in the frosty grip of late winter. A look out my 
office window reveals a landscape that is mostly gray barked bare 
trees and black rocks, against the sparkling white background of a 
blanket of new fallen snow. There is hardly any green to be seen. 
Perhaps then, this is a good time to talk about the importance of 
environmental stewardship, or in other words, the importance of 
being green water companies.

There are many shades of green. To me, being green means 
considering the impact we have on the environment in the 
planning and the decisions that we make while running our public 
water supply businesses and then acting in a prudent manner that 
minimizes that impact. It’s a question of balance, taking cost and 
benefit into account and weighing the needs of our stakeholders, 
our businesses and nature. This is the shade of green that I strive 
for.

Why is it important to be good environmental stewards? For 
starters, water companies are in the business of natural resources 
management. Our product is a precious natural resource that is in 
limited supply and whose quality and quantity support the natural 
ecosystems that we all live in. Additionally, many of our companies 
own and manage land holdings that contain forests, fields and water 
bodies and the wildlife that inhabit them. We have a responsibility 
to manage these resources well. 

As is the case with all businesses, our presence has an impact on the 
environment, both in terms of the resources consumed in day to 
day operations and also in the byproducts that result from our work 
that are released back into the environment.

Furthermore, caring for the environment is important to our key 
stakeholders: our customers, our neighboring property owners, our 
financial, health and environmental regulators, the municipalities 
that we operate in, and our legislators. So there are expectations 
regarding our performance as environmental stewards. And there 
are financial, political and reputational consequences related to this 
performance track record. It’s good business to be green.

When I think about environmental stewardship for public water 
supply companies, I see three primary focus areas: management 
of natural resources, protection of the local environment from 
contamination and resource conservation to reduce the impact of 
our operations on the general environment.

Stewardship of our lands can involve a broad array of efforts 
including management of forest health, wildlife populations, 
recreation programs, source protection programs and the basic 
maintenance and security of our properties. Good stewardship in 
these areas leaves people with a favorable opinion of the water 
company based on what they see and hear about us. It also has a 
beneficial impact on water quality.

Stewardship of the water resources is a priority that we’re all 
familiar with. Quantity and quality of our sources of supply must 
be managed effectively in order to meet regulatory requirements 
and the demands of our customers for an adequate supply of high 
quality drinking water. We have a lot of experience with this part. 
We also need to keep in mind that how we manage the timing, 
quantity and quality of downstream releases from our reservoir 
dams has a significant impact on the health of the downstream 
ecosystems. Water diverted from rivers by public water supply wells 
also has an impact on river flow and ecosystem health. This aspect 
of the management of our water resources is also an important part 
of environmental stewardship. Again, it is a question of balance.

Protection of the local environment from contamination due to our 
operations must always be a top priority. Any public water supply 
business is going to have an impact on surrounding ecosystems. 
The construction, operation, and maintenance of office buildings, 
treatment plants, pumping stations, storage tanks and pipelines all 
release contaminants to the environment. 

The land is opened to accomplish construction and if care is not 
taken, streams can become clogged with silt, doing damage to the 
ecosystem downstream. The discharge of waste streams to the 
air, water and land accompanies operation of our facilities. The 
transportation, storage and use of large quantities of substances 
like heating oil, gasoline and treatment chemicals presents the 
potential for unintentional releases that can do great harm 
to the environment and must be carefully managed. There 
are environmental regulations in place to help minimize the 
contamination of the local environments that we operate in and 
to prevent major contamination episodes. It is smart business to 
be in compliance with these regulations at all times. Having trained 
staff, standard operating procedures and appropriate materials and 
protective infrastructure in place helps to assure that protection can 
be achieved.

Conservation of the resources consumed in operating our 
businesses goes a step beyond what is currently required by 
regulations. It is a way to further reduce the impact of our 
operations on the general environment and the good news is that 
many of these actions will result in significant reductions in operating 
costs. It is a matter of reducing consumption.

Energy consumption is the big ticket item. The consumption of 
electricity to power our pumps and computers and to light our 
buildings consumes fossil fuel at the power generation plant. Oil and 
natural gas are burned to heat our own facilities. Gasoline powers 
our company vehicles. Energy consumption can be reduced by 
auditing our facilities, equipment, vehicles, operating schemes and 
policies and procedures for energy efficiency. Are we using the most 
efficient pumping schemes? Are we purchasing fuel efficient vehicles 
that are appropriate for the work they need to do and the safety of 
our employees? Are we using fuel efficient heating equipment and 
lighting fixtures? 

From the CTAWWA Chair
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Reducing waste is another area of opportunity. Have we plugged 
the air leaks and do we practice energy efficient heating and lighting 
practices in our buildings? Have we reduced vehicle idling time? 
Are we proactively reducing water leakage from our buildings and 
distribution systems? There is a lot that  
can be done.

Another approach to reducing energy consumption is to utilize 
alternative “clean” energy sources such as solar, wind, hydroelectric 
power and fuel cells. Significant capital investment is required but 
additional consumption of electric power from the grid is avoided. 
Grant funding helps.

All of these energy consumption reduction actions also reduce our 
“carbon footprint” or the amount of carbon that our operations 
cause to be released into the atmosphere either directly or 
indirectly. The Water Research Foundation released a carbon 
footprint model for use by the water industry in 2009. I suggest 
that you take a look at it and then start to examine your operations 
and become aware of the magnitude of your company’s carbon 
footprint. The State of Connecticut has set a goal to reduce carbon 
emissions by 20% in the next 10 years. Working with this model will 
show you how you can help.

Other focus areas for reducing resources consumption include the 
use of water and all the materials that go into the solid waste that 
is hauled from our facilities. Recycling of paper, cardboard, glass, 
metal and plastics helps but cutting back on the amount of paper 

and plastic used 
is even better. St. 
Vincent’s Medical 
Center in Bridgeport 
just made a decision 
to eliminate the sale 
of bottled water in 
its facilities, which 
will eliminate the 
disposal of 350,000 
plastic water bottles 
per year. They are 
looking pretty green 
to me.

Today it is a lot easier to be green than it used to be. We are now 
armed with much better knowledge and technology for minimizing 
the impact of our operations on the environment. And we can often 
reduce the cost of our operations while doing it. What could be 
better than that?

Sincerely, 
John J. Herlihy 
Aquarion Water Company 
CTAWWA Chair, 2009-2010

John Herlihy, CTAWWA Chair, signs the 
section’s affiliation agreement with the 
American Water Works Association. 
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Gateway Community College
CT Dept. of Public Health Water Treatment Certification

CT Dept. of Environmental Protection Wastewater Certification
 Environmental Science/Technology 

Courses Fall 2010 

Course  Name Location Day Time Crdts

WMT 101 Water Treatment and Distribution  North Haven Campus Tues, Thurs 7:00-9:50 PM 6

CWM 108 Introduction to the Biology, Chemistry  Water Pollution Control Facility Tues, Thurs 4:30-7:20 PM 4 
 and Math of Clean Water   – TBA 

CWM 110 Clean Water I  Water Pollution Control Facility  Mon 4:30-7:20 PM 3 
  – TBA 

ENV 110 Environmental Regulations  MDC Training Facility Wed 4:45-7:35 PM 3

ENV 198 Introduction to Solar Thermal Systems North Haven Campus Fri 9:00-11:20 AM 
    11:35 AM-12:25 PM 3

EVS 100 Intro to Environmental Science  North Haven Campus Mon, Wed 9:30-10:20 AM 3

EVS 100 Intro to Environmental Science  North Haven Campus Mon 5:20–8:10 PM 3

EVS 100 Intro to Environmental Science  New Haven Campus Tues 7:00 –9:50 PM 3

EVS 221 Qualitative & Quantitative Field &  North Haven Campus Tues,Thurs 5:20–8:10 PM 4 
 Lab Analysis I  

The Fall Semester starts on August 30, 2010 and ends on December 20, 2010

New students can receive admissions materials by contacting the Admissions Office at  
203-285-2010. Continuing students, already admitted to the college, can receive registration 

materials by contacting the North Haven Campus Records Office at 203-285-2304.  
Continuing students may also register on-line at the following address:  

www.gwcc.commnet.edu

Questions regarding these classes or the college’s Water Management, Clean Water  
(aka Wastewater) and Environmental Science/Technology Programs can be directed to:

Professor Wesley L. Winterbottom at
203-285-2354, wwinterbottom@gwcc.commnet.edu
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Water treatment residual solids are the materials left 
over from treating and filtering water to produce 
drinking water. In order to purify water, alum is added 
to it in order to make particles stick together. Then, the 
water is sent through filters to catch the particles. After 
being treated with chemicals like chlorine and fluoride, 
the water is ready to drink. However, one problem 
remaining after the treatment process is finding an 
economical, efficient way to get rid of the residual solids 
that were filtered out of the water. Currently, due to 
state regulations that make disposal difficult, many water 
companies have to pay to get the residuals taken away. 

One possible use for residuals could be mixing with 
soil used to grow plants or crops. To study this 
topic further, I conducted an experiment to examine 
the effects of water treatment residual solids on the 
germination and growth of bean plants. Earlier studies 

have shown in some cases that water treatment residual 
solids can slow the growth of plants because alum can 
bind up phosphorus, an essential nutrient for plants.

The experiment was performed by placing bean plant 
seeds in different blends of water treatment residual 
solids, obtained from the South Central Connecticut 
Regional Water Authority, and Miracle Gro® potting soil. 
The residuals were dried by placing them outdoors in 
freezing conditions overnight and allowing them to thaw 
the next day. This promoted moisture removal similar 
to the freeze-thaw process used in outdoor residuals 
lagoons. The bean plants were measured and watered 
every 48 hours for the duration of the experiment, 
which lasted 20 days. At the end of the experiment, 
the bean plants were cleaned and their masses were 
measured using an electronic balance.

While there were no significant 
differences among the blends tested 
on the final mass of the plants, to my 
surprise, the water treatment residual 
solids appeared to increase the height 
of bean plants as compared to Miracle 
Gro potting soil. The heights of plants 
grown in the 100% Miracle Gro were 
the shortest of all the experimental 
treatments. The plants grown in 100% 
water treatment residual solids were 

Water Treatment Residuals:
The New Miracle Grow

Bean plants after ten days as grown in 0% residuals (left) and 100% 
residuals (right).

 Freeze-thaw dried residuals used for experiment.

Continued on page 28

By Taylor Hudak
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Water Treatment Residuals:
The New Miracle Grow
(continued)

the first to be visible above the soil. The tallest final 
height plant was found in the 25% water treatment 
residual solids soil, followed closely by the 100% and 
50% residuals blends (Figure 1).

More research is needed to determine why the plants 
grown in blends of water treatment residuals grew 
higher than those in pure Miracle Gro. Bean plant 
growth may have been promoted by factors such as 
differences in soil density or nutrients contained in the 
residuals. It was noted that the water treatment residual 
solids were much denser than the potting soil. 

It is hoped that this and future research will aid in 
finding useful ways to recycle what we thought to be 
waste left over from the water treatment process. Not 
only will it save money, but could also help to enhance 
the growth of plants for agriculture, gardening, or 
landscaping.

Taylor Hudak is an eighth grade student at Adams 
Middle School in Guilford, Connecticut. Her project, “The 
Effect of Water Treatment Residual Solids on the Growth 
of Bean Plants,” won fifth place in the Life Sciences 
Division at the 2009 Connecticut Science Fair. 

Miracle Gro® is a registered tradename of the Scotts 
Miracle Grow CompanyFigure 1- Daily average heights of bean plants at different percent 

residuals concentrations.
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“Decisions Are Made By Those Who 
Show Up”
by Elizabeth Gara

-Fictional U.S. President Josiah 
Edward Bartlet, West Wing

During one of CWWA’s meetings 
with members and other 
organizations concerned about the 
state Department of Environmental 
Protection’s proposed stream flow 
regulations, Guy Russo, Middletown 
Water & Sewer, used a quote from 
the television show, West Wing, to 
encourage people to get engaged in 
the process and make their voices 
heard, “Decisions are made by those 
who show up.” Guy, and fictional 
U.S. President Josiah Bartlet of West 

Wing, are absolutely right. Showing 
up and making your voice heard 
is absolutely critical to making 
a difference in what laws and 
regulations are adopted.

So who showed up?
CWWA and its member companies 
from all corners of the state 
testified at the public hearing, 
outlining numerous concerns with 
the proposed regulations. These 
comments focused on concerns 
with the impact of the proposed 
regulations on available public water 
supplies as well as the staggering 
cost of complying with the 
regulations. 

More astonishing, however, were 
the dozens of business groups 
and associations representing 
homebuilders, realtors, farmers, golf 
course superintendents, construction 
contractors, electricians, mayors 
and first selectman - as well as 
DEP’s sister agencies - who showed 
up at the hearing on January 21 
or submitted written testimony 
voicing their concerns about how 
the proposed regulations may affect 
them. Their comments, which are 
available on DEP’s website, www.
ct.gov/dep, clearly indicate that 
the regulations do not provide the 
balance that lawmakers called for 
Continued on page 30
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“Decisions Are Made By Those Who Show Up” 
(continued)

when adopting legislation directing 
DEP to update its stream flow 
regulations. 

State Agencies Voice Concerns 
with Regulations
Recognizing the dire impact on 
public water supplies, several state 
agencies admonished DEP to go 
back to the drawing board and 
work with stakeholders to address 
concerns. The state Department 
of Public Health (DPH) outlined 
numerous recommendations in 
its comments, including calling 
for DEP to classify the basins 
prior to moving forward with any 
reservoir release requirements or 
groundwater restrictions. In addition, 
the department recommended that 
DEP, in concurrence with DPH, 
consider the effects of the final 
basin classification on existing 
public water supplies, safe yield and 
margin of safety. 

The Office of Consumer Counsel 
(OCC) also submitted written 
comments.

“As the statutory advocate for utility 
ratepayers, OCC believes that the 
draft regulations, as currently 
proposed, fail to adequately protect 
existing public drinking water supply 
sources. The draft regulations would 
likely limit the amount of water 
supplies available for public health, 
safety, industry and recreation and 
jeopardize the ability of public water 
suppliers to meet their obligations to 
serve their customers (our clients).”

Recognizing that the state continues 
to struggle with a difficult economy, 
Joan McDonald, Commissioner of the 
state Department of Economic and 
Community Development pointed out 
in testimony that “Excessive utility 

costs are a common complaint that 
DECD receives from the business 
community, and is a significant 
impediment in attracting and 
retaining businesses. Implementing 
these regulations may exacerbate this 
issue.” 

The state Department of 
Agriculture also voiced concerns 
with the proposed regulations.

“The Department of Agriculture 
respectfully requests that the 
Department of Environmental 
Protection completes the process of 
classifying the rivers and streams 
in the five major river basins in 
the state before proceeding with 
establishing stream flow regulations 
in order to clarify and make 
transparent what is expected of 
Connecticut’s farmers in the near 
and distant future.” 

Towns and Cities Urge 
Opposition to Regulations
Dozens of municipalities weighed 
in at the hearing or in written 
comments, urging opposition to 
the proposed regulations, including 
the Connecticut Council of Small 
Towns (COST), which represents 
approximately 120 small towns 
and cities in Connecticut. Susan 
Bransfield, First Selectman, Town 
of Portland and Chair of the 
Connecticut Council of Small Towns 
(COST) testified. 

“Although we support efforts to 
protect the state’s aquatic life, we 
are concerned that the regulations, 
as currently drafted, 
do not adequately 
reflect the more 
critical need of 
ensuring that there 
are sufficient water 

supplies to meet the public health, 
safety and economic development 
needs of our community,” 

Comments from the Town of 
Colchester’s Board of Finance 
concurred. 

“The regulations give DEP broad 
authority to impose limitations on 
groundwater withdrawals without 
any consideration as to whether such 
limitations will impose a financial 
hardship on our community and 
on our farmers, manufacturers and 
other businesses that rely on water 
for their operations.”

A resolution submitted by the 
Southeastern Connecticut Council 
of Governments (SCCOG), stated. 

“The regulations as proposed would 
limit water utility safe yield, impact 
the ability of water utilities to meet 
basic public health and safety needs, 
significantly increase customer 
rates, limit economic development, 
limit interconnections and regional 
water supply solutions which the 
SCCOG has been actively pursuing 
for a number of years, and impose 
costly burdens for compliance on 
municipalities having water utilities 
at a time when municipalities can 
least afford these costs.” 

Businesses Urge Rejection of 
Stream Flow Regulations
Business of all sizes and types also 
urged rejection of the stream flow 
regulations. “Small businesses such 
as farmers, car washes, restaurants, 
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laundry mats, nurseries and 
plumbing contractors all rely on a 
safe, adequate supply of potable 
water to operate their businesses 
and meet the needs of their 
customers,” Andy Markowski, State 
Director for the National Federation 
of Independent Businesses pointed 
out. “The proposed regulations 
would significantly reduce the 
amount of water available to meet 
these needs. We are concerned 
that the ultimate impact of the 
regulations as currently written 
may be potential moratoriums 
on construction and economic 
development.” 

Jeffrey Pugliese of the Middlesex 
Chamber of Commerce agreed, 
“If the Stream Flow regulations 
are implemented in their current 
form, they will negatively impact 
the business community by 
increasing costs and creating 

service disruptions while hampering 
economic development.”

The state’s largest business group, 
the Connecticut Business & Industry 
Association (CBIA), also weighed 
in at the hearing, pointing out 
that “the proposed regulations 
represent a massively bureaucratic 
and expensive response to a very 
limited problem in Connecticut. 
Both EPA and DEP data indicate that 
less than 1% of Connecticut’s rivers 
and streams are impaired due to 
diversions…” testified Eric Brown, 
Associate Counsel, CBIA.

Other groups testifying against the 
proposed regulations include the 
Connecticut Association of Golf 
Course Superintendents, the Home 
Builders Association of Connecticut, 
the Connecticut Construction 
Industry Association, the Connecticut 
Association of Realtors and 

the Manufacturing Alliance of 
Connecticut, Inc. 

Farmers Call for Exemption
Surprisingly, the proposed 
regulations also call for farmers to 
limit the amount of water they pump 
and to release more water from 
their reservoirs during the growing 
season, creating obvious concerns 
for Connecticut agricultural industry. 

“Our concern is will the proposed 
standards make it increasingly more 
difficult for farms to grow?” asked 
Bob Heffernan of Connecticut Green 
Industries Coalition. The Connecticut 
Farm Bureau also testified that “…
we have serious concerns over the 
impact these proposed regulations 
will have on Connecticut farmers 
and the process that CT DEP 
utilized to finalize these proposed 
regulations.”

Go Back to the Table
Almost all of the groups and 
agencies voicing concerns at the 
public hearing acknowledged that 
supporting the state’s aquatic life 
and ecological habitats is a worthy 
goal and one that they support. 
But recognizing the difficulty in 
balancing the competing needs of 
our public water supplies and the 
danger to public health, safety, 
industry and agriculture if it done 
wrong, many groups – and sister 
agencies – simply asked DEP to 
go back to the table, work with 
stakeholders, and develop balanced, 
workable stream flow regulations. 
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