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Annual Customer Service Survey Results for 2015

The Maine Department of Environmental Protection Division of Water Quality
Management regulates the discharge of wastewater to waters of the state through the
Maine Pollutant Discharge Elimination System program (MEPDES) that implements the
Clean Water Act, and the state Waste Discharge License program (WDL) that

implements State law.

In January 2016, a customer service survey was mailed to approximately 400 licensed
dischargers to gather feedback on the Department’s performance in implementing

these, and associated, programs.

95 surveys were returned to the Department. The results of those surveys are

contained in this report.

For additional information, please contact:

Sincerely,

E Lz

BRIAN KAVANAH, Director
Division of Water Quality Management
Bureau of Water Quality

Maine Department of Environmental Protection

Station 17

Augusta, ME 04333

(207) 287-7700
brian.w.kavanah@maine.gov
www.state.me.us/dep

AUGUSTA BANGOR

17 STATE HOUSE STATION 106 HOGAN ROAD, SUITE 6
AUGUSTA, MAINE 04333-0017 BANGOR, MAINE 04401

(207) 287-7688 FAX: (207) 287-7826 (207) 941-4570 FAX: (207) 941-4584

web site: www.maine.gov/dep

PORTLAND

312 CANCO ROAD

PORTLAND, MAINE 04103

(207) 822-6300 FAX: (207) 822-6303

PRESQUE ISLE

1235 CENTRAL DRIVE, SKYWAY PARK
PRESQUE ISLE, MAINE 04769

(207) 764-0477 FAX: (207) 760-3143



Wastewater Discharge Program
Customer Service Survey Results

1/1/15 to 12/31/15
Permitting
Excellent
Totals of Questions 1-5 65%

Good
33%

Fair 0%
2%

1. Communication is clear, timely, and
professional

Excellent
66%

Maine DEP — DWQM 2015 Survey Results

2. Sufficient time was allowed to
review and comment on draft permit.

Excellent




Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Permitting

3. Questions/comments were
responded to with complete accurate
information

Excellent
71%

4. Permit is legally and factually
correct

5. Overall effectiveness of permit in
maintaining and improving water
quality

Excellent
57%
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Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Compliance

Totals of Questions 1-6

Excellent
69%

1. DMR is accurate and reflects 2. Inspections are conducted in a

current license conditions professional and courteous manner

Excellent
59% Excellent
T4%

Good
35%
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Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Compliance

3. Inspector has experience and
knowledge to conduct an effective
inspection

4. Written reports are clear, accurate,
and timely

Excellent
70%

5. Pretreatment submittals are reviewed
in a timely fashion
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6. Overall effectiveness of inspection
in maintaining and improving water
quality

Excellent
68%




Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Technical Assistance

Totals of Questions 1-4

Good
37%

Excellent
60%

1. Requests for technical assistance
are responded to promptly and
professionally

Excellent
73%
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2. Recommendations were helpful and
effective

Excellent
71%




Wastewater Discharge Program

Customer Service Survey Results

Technical Assistance

1/1/15 to 12/31/15

Good
53%

3. Overall quality of Monthly O&M
Newsletter

Excellent

42%

Maine DEP — DWQM 2015 Survey Results

4. Overall effectiveness of technical
assistance in maintaining and
improving water quality

Excellent
60%

Good
38%

2% 0%




Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Enforcement

Totals of Questions 1-7

Good
41%

Excellent
57%

1. | was treated fairly

Excellent
58%

Good

42%.
‘/Eoor
0%

Fair
0%
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2. Staff was professional

Excellent

Good 63%

37%

Fair

Poor




Wastewater Discharge Program
Customer Service Survey Results

1/1/15 to 12/31/15
Enforcement

3. Case was resolved in a timely
manner

Excellent
57%

Good
43%

4. Willingness of staff to listen and
understand the situation

Excellent
63%

5. Staff's knowledge of issues and
technical information

Excellent
53%

Good
41%
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6. Accuracy of information and facts
in correspondence or orders

Excellent
56%
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Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

Enforcement

7. Overall effectiveness of
enforcement in maintaining and
improving water quality




Wastewater Discharge Program
Customer Service Survey Results

1/1/15 to 12/31/15

Combined Sewer Overflow Program

Totals of Questions 1-4

Excellent
56%

Fair
4%

Poor

1. Communication is clear, timely and
professional

Good Excellent
3304 62%
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2. Master Plan and update reviews are
completed in a timely manner

Excellent
50%

Good
50%




Wastewater Discharge Program
Customer Service Survey Results

1/1/15 to 12/31/15

Combined Sewer Overflow Program

consider our position

Good
43%

Fair 0%
5%

3. Willingness of staff to listen and

Excellent
63%

FPoor
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4. Overall effectiveness of CSO
Program in maintaining and improving
water quality

Excellent

Good
45%

Fair




Wastewater Discharge Program
Customer Service Survey Results
1/1/15 to 12/31/15

State Revolving Loan Fund and Grant Program

Totals of Questions 1-6 B B
68%

Good
29%

1. Assistance with developing loan 2. Quality and value of comments on
Good  and/or grant package project and specs
43%
Excellent
7 73%
Good
27%
Excellent ..
50% 2
Poor
0% 0%

Poor
0%
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Wastewater Discharge Program
Customer Service Survey Results

1/1/15 to 12/31/15

State Revolving Loan Fund and Grant Program

3. Timeliness of project review

Excellent
73%

4. Helpfulness in explaining program

Maine DEP — DWQM 2015 Survey Results

6. Overall effectiveness of
SRF/Grant Program in maintaining and
improving water quality

Excellent
66%

Good
31%




	2015 survey cover letter
	2015 Survey Results only 

