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• Annually, we are required to annually notify 
customers who have a lead, unknown, or 
galvanized iron service line that requires 
replacement.

• We anticipate that to be approximately 75,000 
customers.

• All new customers are receiving this letter at 
the time-of-service initiation.

A n n u a l  N o t i f i c a t i o n  L e t t e r

Lead-Related Communications



L E A D  S E R V I C E  L I N E  R E P L A C E M E N T  P R O G R A M -  
P R O J E C T  I N F O R M AT I O N

T Y P I C A L WAT E R  S E RV I C E  L I N E

WHAT IS THE LEAD SERVICE 
LINE REPLACEMENT PROGRAM?

Citizens does not 
have any water-
distribution mains 

containing lead. 

Structures connected 
prior to 1950 may 
still have lead service 
lines. 

The full service line 
from the water main 
to the home is owned 
by the property 
owner.

Citizens maintains the 
portion in the right-
of-way but does not 
own it.

Water from Citizens’ drinking 
water treatment plants does not 
contain lead and elevated levels 
of lead have not been found 
through regular monitoring from 
Citizens’ reservoirs, treatment 
plants, and distribution system. 
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WHAT IS THE LEAD SERVICE 
LINE REPLACEMENT PROGRAM?

Citizens acquired the water system in 
2011 and records are sparse on older 
service line materials (because they are 
not owned by the utility), so we also 
need to investigate the service line 
material type as a part of the project.

• The best way for Citizens to protect our 
customers from lead is to help them remove 
their lead service lines. 

• Citizens has received approval (March of 
2022) to implement a multi-year program to 
replace customer-owned lead service lines.

• We estimate that this program will eliminate 
75,000 customer-owned service lines.
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H O W  I S  C I T I Z E N S  R E P L A C I N G  L E A D  S E RV I C E  L I N E S ?  

1. Capital improvement projects and emergency repair 
replacements

2. Proactive lead service line replacements

3. Property owner-initiated lead service line replacements

Program Overv iew

Lead service lineCurb stop

Water main
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• Outreach

• Potholing

• Service Line Replacement Work

• Post-Construction Instructions

P R O A C T I V E  L E A D  S E RV I C E  L I N E  R E P L A C E M E NTS  -  E X A M P L E



L E A D  S E R V I C E  L I N E  R E P L A C E M E N T  P R O G R A M -  
P R O J E C T  I N F O R M AT I O N

Program Overv iew

• Information Packet
• Cover Letter
• PowerPoint Presentation
• Right-of-entry agreement (required for 

any potholing and replacements on 
private property)

• Lead FAQ
• Door hangers
• Text messages
• E-mails

P R O A C T I V E  L E A D  S E RV I C E  L I N E  R E P L A C E M E NTS  -  E X A M P L E
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• Potholing
• Service lines will be potholed utilizing a 

vacuum excavator, inspected, and lead 
lines confirmed for replacement.

• a pitcher filter and replacement 
cartridges will be provided for use as 
work is initiated.

P R O A C T I V E  L E A D  S E RV I C E  L I N E  R E P L A C E M E NTS  -  E X A M P L E
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• Service Line Replacement Work
• Citizens’ contractor will coordinate 

with the property owner (and the 
resident, if they are different than 
the property owner) to schedule 
work.

• Indoor water meters must be 
relocated outside.

• ~4-8 hours to complete a 
replacement.

P R O A C T I V E  L E A D  S E RV I C E  L I N E  R E P L A C E M E NTS  -  E X A M P L E

1.) Trench to expose the water 
main.

2.) Pull out the old service line 
with an excavator and install new 
service line behind it.

3.) Relocate meters 
to the property 
boundary.

4.) Make the final connection in 
the home.
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1.) Feed the cable 
through the old 
service line.

2.) Connect the new 
service line to the 
cable.
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3.) Connect the cable 
to the excavator 
Winch.

4.) Pull out the old 
service line, replacing 
it with the new line.
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• Post-Construction Instructions
• Flushing instructions
• Sampling instructions

P R O A C T I V E  L E A D  S E RV I C E  L I N E  R E P L A C E M E NTS  -  E X A M P L E

Remove the aerator 
before flushing.
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Q U E S T I O N S ?  

Visit www.citizensenergygroup.com/LSLRP or contact Alex Haberfield 
at ahaberfield@citizensenergygroup.com or call (317) 941-7120.

Thank you!

http://www.citizensenergygroup.com/LSLRP
mailto:ahaberfield@citizensenergygroup.com
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