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...is to change.”

How true this maxim is when I look at what was accomplished at Providence Water during 

2012. We did change in 2012, with the goal of improving how we deliver water to our 

more than 600,000 consumers.

Change permeated every facet of Providence Water, from new technology and improvements to 

safety protocols, and the organizational structure itself.

In 2012, I was named General Manager, Joseph Spremulli was appointed Deputy General Manager 

for Operations, and Ricky Caruolo was appointed Deputy General Manager for Administration. The 

three of us collectively represent 67 years of experience at Providence Water.  One of our first tasks 

was to streamline the entire organizational structure to create new efficiencies.

In all we do, we strive to focus on our mission statement: “to work tirelessly to provide reliable, 

high-quality, safe, clean drinking water at the lowest possible cost, supported by an excellent, 

efficient, and healthy workplace environment.”  All of the changes we implemented in 2012 did just 

that. 

The goal:  To improve the customer service experience on all fronts.  

Clear communication with our customer is of the utmost importance to Providence Water.  The one 

common point of contact that every customer has with Providence Water is their water bill.

In 2012, we unveiled important modifications to the quarterly water bills.

General Manager’s Message

 “To improve is to change.” 
~Winston Churchill~

General Manager Boyce Spinelli
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Our new bill format is more concise and 

is much more customer-friendly.  Now, 

customers see water consumption data for 

the previous 15 months, allowing customers 

to monitor water usage and compare 

consumption numbers.  To make the bill 

easier to understand, the measurement 

unit of HCF (Hundred Cubic Feet) has 

been converted to the more conventional 

measurement of gallons. 

Even tiny changes can spawn big improvements

We’ve worked hard to take advantage of new technologies that can dramatically shorten our 

response time to customers.  For example, allowing customers to fax or e-mail title requests has 

reduced the turnaround time for completion from three days to one day.  If we make enough of 

these simple adjustments, we’ll take huge steps forward in the eyes of our customers.

•	 Many of our customers pay their household bills online and would like to do the same 

for their Providence Water bill.   In response, we are gearing up to offer the option of 

auto online payment to our customers. Once this service is fully functional, water bills 

will be available to customers on-line for an 18-month period with the ultimate goal of 

providing customers with electronically e-mailed billing statements and payment choices. 

This service will be especially beneficial to our customers who have multiple accounts.  

E-billing is faster, more convenient, and significantly reduces the paper and postage costs 

now associated with conventional mailing.  This can translate to a big win/win for our 

customers and the environment.
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Communication changes improve customer relations

It is a major inconvenience to lose water service or experience low pressure, especially without 

warning or notice.  In August 2012, Providence Water introduced a new technology designed to 

improve customer communication and forewarn consumers about water delivery service issues, 

including planned or emergency 

repair work taking place in their 

neighborhoods. With the debut of the 

Customer Alert Notification Network, 

Providence Water customers now 

receive real-time telephone, text and e-mail notifications to keep everyone updated with important 

water service advisories.   With this notification network technology, Providence Water can contact 

small geographically-located groups of consumers or notify tens of thousands of our customers 

simultaneously throughout the service area if need be – and give customers up-to-the-minute 

information about their water service.  (This system can also be utilized to contact our employees 

and deploy them during storms, hurricanes and blizzards when response time is critical.)  

To complement the Alert Notification Network, a new 

section to the home page of Providence Water’s public 

website (www.provwater.com) specifically lists all 

upcoming work on the water system’s infrastructure 

with daily updates.  Customers can now see work 

planned for their neighborhood, listed by city and street, 

along with a brief description of the work to be done.

Staffing changes improve water quality service response to customers

From time to time, customers call Providence Water to ask questions about their water quality or 

to report concerns, especially when they experience low pressure, service interruption or water 

discoloration.
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Customers are now connected to a newly-deployed three-person Water Quality Customer service 

team.  This staff works closely with the customers and our field experts to quickly triage, identify, 

and resolve customer water quality issues.  They use a web-based, “Water Quality Customer Call 

Log” database developed in-house that tracks customer concerns, assigns water quality tasks to 

various departments, tracks tasks from inception to completion, including the follow-up calls to 

customers.  With a full-time staff now tracking these calls, we’ve mounted a more effective, timely 

and coordinated response on issues.  Patterns can be more easily spotted, remedies can be more 

easily coordinated, and customers no longer feel as frustrated or isolated.

Improved Disaster Recovery Program

Today’s harsh reality is that everyone needs to be better prepared for potential disasters such as 

SuperStorm Sandy and the 2013 February blizzard.  Customers can feel reassured that Providence 

Water was hard at work long before these incidents took place, preparing for the possibility of a 

serious catastrophic event.

As part of our Disaster Recovery Project, computer servers have been installed in each of our three 

locations in Providence, Cranston and Scituate.  If a catastrophe such as fire, storm or earthquake 

were to occur, Providence Water can be up and running within a day or two in any one of these 

three alternate locations.  Redundant data repositories have been installed and configured in both 

Providence and Cranston. Database servers are backed up on a nightly basis and these files are 

offloaded for long-term retention.  Even in the case of internal catastrophe such as disk failure or 

database corruption, Providence Water could be operating normally within a day with minimal loss 

of data or service interruption to our customers.

We improved fire hydrant in-service rate for 2012

It is sometimes overlooked that another important component of Providence Water’s service to 

customers is fire protection.  We are committed to keeping up with increased demands on fire 

supply installations and keeping our customers safe.  With more than 5,200 fire hydrants in our 

service area of Providence, North Providence, Cranston and Johnston, we are proud that we kept 

99% of fire hydrants in service in 2012.
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Communication changes improve our response to customer needs

Final planning and preparation took place in 2012 to utilize a new, real-time, wireless internet-

based work order system that incorporates mobile communication and field service dispatching.  

Using a wireless work order system produces timelier responses and allows us to serve more 

customers each day.   Previously, a customer might have had to wait days for a service appointment 

to be scheduled. Obviously, the need to improve required the need to change, in this case, to a 

more efficient system of assigning and tracking work.  Today, through wireless communication, if 

there is a service person in the area, an appointment can be made sooner and customer issues 

can be resolved faster.  The result is happier customers, lower operating costs, and increased 

productivity with less time lost.  The new system rolls out for full utilization in early 2013.

Telephone upgrades improve the link to our customers

•	 Providence Water completed a full upgrade of our telephone system in 2012. The older 

system was purchased in 1997 and had become unreliable and obsolete. The new 

system is state-of-the-art and was installed on our network (Voice over IP) substantially 

reducing telephone costs.  However, our goal was to streamline the phone process 

so that a customer who calls 

for information about their bill or 

water service will spend minimal 

time on hold.  To this end, we 

have installed a new and improved 

customer call wallboard to reduce 

caller wait time and to cut back on 

abandoned calls.  In the past, the 

wait time exceeded five minutes and greater than 50% of incoming calls were abandoned.  

With the new customer wall board, customer wait time has decreased to a maximum of 

two minutes and fewer than 2% of incoming calls are abandoned.  
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Implementing Change improves an already great water system  

•	 All of us at Providence Water are proud that we are ranked nationwide as being among 

the best, and we take water quality issues very seriously.  Water quality is unquestionably 

our top priority. 

Winston Churchill’s aforementioned adage that “to improve is to change” is nowhere 

more evident than in our Purification Plant Filter Upgrade Project – a project that will 

better position Providence Water to stay well ahead of current and future regulations. 

This multi-year, $47 million project has been underway since 2009 and will ultimately 

reconstruct all of the treatment 

plant’s 18 filters.  When finished, 

Providence Water will have 

the capacity to produce 25% 

more drinking water of even 

higher quality.  The scope of 

work includes raising the filter 

backwash troughs to provide 

greater filter media depth, and 

completely removing the existing 

underground concrete roof slab 

structures covering the filters 

with a new concrete above-ground protective structure in their place. This will provide full 

visibility and access to the entire surface area of the filters.

The first two filters are currently in construction. All effluent and wash water piping has 

been replaced, and new filter-to-waste piping has been installed to enhance turbidity and 

water quality. Also part of this project was the replacement of the existing antiquated 

proprietary SCADA system (Supervisory Control and Data Acquisition System) with a new 

state-of-the-art system which monitors and controls the processes of the filters and other 

plant operating systems. This ongoing project is due to be completed in 2017.
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•	 In 2012, Providence Water also took steps to 

issue a $33 million dollar bond to be used for 

additional water system improvements, such 

as installation of replacement water mains. 

Since 1996, Providence Water’s Infrastructure 

Replacement program has invested over $245 

million upgrading our aging infrastructure. 

This new bond will provide additional funding 

for this important program.

Unidirectional Flushing improves everything

The introduction of a formal Unidirectional Flushing 

Program (UDF) is another big change that will lead 

to big improvements in water quality for many customers.  Providence Water utilizes Geographic 

Information System (GIS) technology and Hydraulic Modeling science to track water quality 

complaint locations.  The GIS computer mapping tool 

and a brand new Hydraulic Model Software Program 

purchased in 2012 are playing a pivotal role in the 

development of a full-system Unidirectional Water 

Main Flushing Program scheduled for 2013.  Early 

in 2013, we’ll be conducting actual field calibration 

of the new hydraulic model (the previous model’s 

calibration was conducted in 1989).  The new 

hydraulic model software was purchased with a UDF 

software module.

Providence Water actually initiated a UDF Pilot 

Program in 2012 for targeted sample areas within the distribution system in response to a number 
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of discolored water issues. Under this pilot program, we strategically flushed old cast-iron mains 

in several neighborhoods to improve the water’s aesthetic appearance.  These surgical flushes 

scientifically helped alleviate several water discoloration episodes.

More improvement for Watershed protection

The higher quality of the raw water at the source of supply, in our case the Scituate Reservoir 

system, the less costly and less complicated it is to purify.  Although our raw water supply was 

ranked #2 in America by the Environmental Working Group in Washington, DC a few years back, we 

continue to pursue methods to further protect our source supply.  Forest land acquisition is one 

such method. 

During 2012, Providence Water received approval for the issuance of bonds to be used to purchase 

additional watershed forest land to further insulate the reservoir system from contamination 

threat.  The bonds, which total $10 million, will be issued in phases with the first phase providing 

an initial $3 million for strategic watershed forest land acquisition.

Change to MLOG means improved leak detection

In 2012, Providence Water completed the installation of a system-wide water loss monitoring 

technology known as MLOG.  MLOG devices, 

strategically installed in specific customer 

properties, allow Providence water to 

monitor our entire system and identify even 

the tiniest of leaks.  Early detection enables 

us to assess and repair these tiny leaks 

before they become a big problem.  Because 

MLOG-detected leaks are discovered when 

they first occur, simple repair work can 

usually be scheduled during the normal work 

day, be fixed quickly, and not require the additional cost of employee overtime.
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In 2012, the MLOG system identified sixty-four 

minor leaks, which if not identified early, could 

have led to sixty-four major pipe breaks and 

sixty-four instances of major inconvenience and 

cost to customers.  The MLOG investment has 

resulted in greater customer service efficiency, 

the prevention of needless water loss in the 

system (not to mention property loss), and 

provided an important ecological and economic 

benefit since the MLOG project qualified as a 

green initiative project, fundable by the ARRA 

(American Recovery and Reinvestment Act of 

2009) federal stimulus program.

Utilizing changing technology keeps future rate hikes to a minimum

•	 Our Dig Safe workers now have laptop computers that they can use in the field.  This 

means less down time in the field and increased accuracy and efficiency in the actual Dig 

Safe markings. 

•	 New Telogis Mobile Manager devices have been installed in Providence Water vehicles 

giving remote Internet access to crews in the field.  This improves efficiency when 

dispatching emergency crews to serve our customers and saves time, keeps fuel costs 

down, and lowers vehicle emissions. 

•	 In 2012, a security video system upgrade was completed at all Providence Water 

facilities.  Additionally, the conversion/upgrade of pumping station access controllers is 

now complete allowing us to utilize the existing Cox cable network so that pump station 

telephone lines are no longer needed. All of the pump stations are currently online and 

functional - some additional software configuration will be completed shortly to finalize 

the installation. 
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Changing paradigms improves the bottom line

•	 Like our customers, the cost that we pay for electricity continues to climb. Providence 

Water, in conjunction with the City of Providence, has entered into a four-year, fixed-rate 

agreement for electricity with a firm called Direct Energy. The contract reduces our rate 

from 9.8/kwh to 6.3/kwh and runs through December 2015, saving Providence Water 

nearly $300,000 per year.

•	 Another skyrocketing cost has been Workers’ Compensation premiums. Effective July 

1, 2012, Providence Water made a change from full-service Worker’s Compensation 

Insurance to a self-insured program.  As of December 31, 2012, the change is exceeding 

expectations with improved savings and a significant reduction to overall Workers’ 

Compensation claims.  It is noteworthy that during 2012, Providence Water experienced 

a streak of 112 days without any lost time injuries. Our new program has become a model 

for other city departments. 

•	 Several improvements have been made with new changes to our accident and incident 

investigation process. As issues arise, an employee investigation team is now in place 

formalizing the investigation process, enabling Providence Water to reduce future injuries 

by changing our safety procedures.  

•	 Providence Water entered into an agreement with the Town of North Providence relating 

to the permanent restoration of municipal roadways that are altered as a result of both 

planned infrastructure replacement/improvement project work, and transmission and 

distribution repair work.  An identical agreement with the City of Cranston was signed in 

June 2011.

•	 In talks with the vendor who currently holds the existing Sludge Residuals Removal and 

Disposal Contract with Providence Water, we negotiated a substantial reduction of the 

unit price per ton of sludge residuals currently produced through the chemical treatment 

process at an estimated savings of $5 million throughout the term of the contract and 

extended that agreement for three additional years. 
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The year 2012 has been a year of great change; and not just change but improvement. This is 

clearly seen in our improving infrastructure, better customer communications, efficiencies in 

how we do business, and our use of technology to improve employee productivity and safety. 

I am proud of our collective dedication to improve and our ability to embrace change.  I am proud 

of our Board for endorsing the decision to seek improvement through change.  I am equally proud 

of our employees for working together and making things happen.  For Providence Water, I believe 

this commitment to embrace change was beneficial to all and has resulted in a new business 

culture, a customer-friendly drinking water utility, and a better place for our employees to work.

The French classical author François de la Rochefoucauld once said: “The only thing constant in 

life is change”.  Keeping in mind the Churchill theme I’ve echoed throughout this report, through 

well-planned changes we can all strive for continuous improvement to one of the most storied and 

efficient water systems ever constructed.  I’m thinking that’s a pretty good direction to take our 

600,000 Rhode Island consumers.

Boyce Spinelli
General Manager
Providence Water Supply Board
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•	 Scituate Reservoir  
•	 Moswaniscut Reservoir     
•	 Regulating Reservoir     
•	 Barden Reservoir     
•	 Westconnaug Reservoir     
•	 Ponaganset Reservoir
 TOTAL
 

Scituate Reservoir Facts and Figures
•	 Shoreline length
•	 Reservoir length
•	 Maximum Reservoir Width
•	 Average Depth
•	 Maximum Depth

Providence Water Watershed land data 
•	 Forestland owned by PWSB
•	 Reservoir water area owned
•	 Watershed Drainage area
•	 Average annual Rainfall
•	 Maximum Yearly Rainfall
•	 Minimum Yearly Rainfall

•	 Name    Philip J. Holton Water Purification Works
•	 Placed in service  September 30, 1926
•	 Treatment process  CONVENTIONAL SAND FILTRATION
•	 Filtration capacity  144 million gallons/day

•	 Customer connections  70,000+  
•	 Distribution System mains 870 miles
•	 Fire hydrants   5,200

PWSB Factoids...

We deliver your water right to your home or business…

We collect your water in the Scituate Reservoir system….
3,390 acres

282 acres 
243 acres   
245 acres   
173 acres   
230 acres   

4,563 acres

 66 miles
7 miles

2.5 miles
32 feet
87 feet

37.01 Billion gallons
1.78 Billion gallons
428 Million gallons
853 Million gallons
453 Million gallons
742 Million gallons

41.27 Billion gallons

12,500+ acres
4,563 acres

92.8 square miles or 59,392 acres
51.00 inches  (1917-2011)

75.24 inches (1972)
33.21 inches (1965)

We purify your water at our treatment plant in Hope, RI...
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Brett P. Smiley,
Chairman

Joseph Cataldi,
Vice Chairman

Michael A. Solomon,
City Council  President

Michael J. Correia, 
City Councilman

Andy Andujar,
Member

Michael L. Pearis,
Ex-Officio

William O’Gara, Esq.,
Legal Advisor

Providence Water Leadership...

Angel Taveras,
Mayor

Joan S. Badway,
Member
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Jeanne Bondarevskis,
Sr. Director, Admin.

Boyce Spinelli,
General Manager

Joseph S. Spremulli,
Deputy GM, Operations

Ricky Caruolo,
Deputy GM, Admin.

Gregg Giasson,
Sr. Director, Operations

Peter R. LePage,
Sr. Manager, Engineering

Nancy F. Sohigian,
Sr. Manager, Comm. Svs.

Mark Haroian,
Sr. Manager, T&D

Stephen Soito,
Sr. Manager, Water Supply

Stephen M. Colman,
Sr. Manager, Inform. Svs.
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BALANCE SHEET SUMMARY

FOR THE YEARS ENDING JUNE 30, 2010, 2011, AND 2012
  
      
 2010 2011 2012 
ASSETS:     
PROPERTY, PLANT AND EQUIPMENT $382,124,967  $412,697,145   $436,857,172  
LESS: ACC. DEPRECIATION AND AMORTIZATION 147,026,055  158,405,608   170,596,750   
NET PROPERTY, PLANT AND EQUIPMENT 235,098,912  254,291,537  266,260,422  

TOTAL UNRESTRICTED CURRENT ASSETS 15,156,973  19,154,886   17,557,165   
TOTAL RESTRICTED CURRENT ASSETS 33,990,002  21,540,249   24,072,393   
TOTAL CURRENT ASSETS $49,146,975  $40,695,136  $41,629,557   
    
TOTAL ASSETS $284,245,887  $294,986,673  $307,889,979  

CAPITALIZATION AND LIABILITIES:     
CAPITALIZATION      
          TOTAL CAPITALIZATION 213,231,205  230,310,046   241,449,036   
          TOTAL LONG TERM DEBT 52,429,690  49,488,923   48,886,636   
    
TOTAL OPERATING CURRENT LIABILITIES 8,176,629  6,188,547   8,425,647   
TOTAL RESTRICTED CURRENT LIABILITIES 10,408,362  8,999,157   9,128,660   
          TOTAL CURRENT LIABILITIES 18,584,991  15,187,704  17,554,307   
    
TOTAL LIABILITIES AND CAPITALIZATION $284,245,887  $294,986,673  $307,889,979   
     
 

PROVIDENCE WATER SUPPLY BOARD
     
 2010 2011 2012 
 
TOTAL OPERATING REVENUE $54,975,053  $64,016,333   $61,725,852  
TOTAL OPERATING EXPENSES 50,866,811  46,053,833   49,595,735  
OPERATING INCOME (LOSS) $4,108,242  $17,962,500  $12,130,117   
    
NET NON-OPERATING REVENUE (EXPENSES) (943,505) (1,394,429)  (1,191,543)
CAPITAL GRANTS AND CONTRIBUTIONS 772,617  510,771   200,416   
    
NET INCOME $3,937,355  $17,078,841  $11,138,990  
  
INCREASE IN RETAINED EARNINGS 3,937,355  17,078,841  11,138,990  
RETAINED EARNINGS - BEGINNING OF YEAR 151,191,094  155,128,449  172,207,290  
RETAINED EARNINGS - END OF YEAR $155,128,449  $172,207,290  $183,346,280  
 
    

SUMMARY STATEMENT OF CONTRIBUTION CAPITAL AND RETAINED EARNINGS
FOR THE YEAR ENDED JUNE 30, 2010 , 2011, AND 2012

    
  Reserved Unreserved 
 Contributed Retained Retained Total Capital and
 Capital Earnings Earnings Retained Earnings 
BALANCE AS OF 6/30/2010 $58,102,756  $139,030,416  $16,098,033  $213,231,205  
BALANCE AS OF 6/30/2011 $58,102,756  $154,313,217  $17,894,072  $230,310,046  
BALANCE AS OF 6/30/2012  $58,102,756   $164,294,755   $19,051,526  $241,449,037

Financials at a glance...
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Providence Water Supply Board

552 Academy Avenue
Providence, Rhode Island 02908

401.521.6300
401.521.5071

wsplash@provwater.com 


