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	 Water and wastewater services are essential to public health, 
environmental protection, and the smooth operations of homes, 
businesses, and communities. When these services fail or do not 
meet customer expectations, complaints can arise about issues 
such as low water pressure, discolored water, sewage backups, 
unpleasant odors, billing errors, leaks, service interruptions, or 
delayed repairs. Handling complaints effectively requires more 
than simply recording the problem. It involves listening carefully, 
responding promptly, investigating fairly, communicating clearly, 
and taking action to prevent the issue from recurring. A well-
managed complaints process can restore customer confidence and 
help water and wastewater systems improve their services.
	 Common water and wastewater complaints generally fall 
into several categories.
Water Quality: Discolored, cloudy, bad-tasting, or foul-smelling 
water.
Water Supply: Low pressure, interruptions, leaks, or no water
Wastewater: Blocked drains, sewage overflows, backups, or 
unpleasant odors
Billing and Metering: Unexpectedly high bills, inaccurate meter 
readings, or disputed charges.
Infrastructure: Damaged manholes, broken pipes, flooding, or 
unsafe utility cover.
Customer Service: Delayed responses, missed appointments, or 
unclear information
Environmental concerns: Pollution, illegal discharge, or 
contamination of water ways.
Some complaints may represent an immediate risk to health, 
safety, or the environment.
	 Establish a clear complaint procedure to ensure that every 
customer receives a consistent response. The procedure should 
explain how to submit a complaint, what the complaint is, 
when they can expect a response, how the complaint will be 
investigated, and what remedies or corrective actions may be 
available. Customers should be able to complain through several 
channels, such as telephone, email, written correspondence, or 
in person. Social media can send off a firestorm of comments 
and complaints with anything and everything. I would prefer 

the written response 
or in-person at the 
board meetings. 
Good complaint 
handling starts with 
active listening from 
all staff or board/
council members. 
Allow the customer 
to explain the issue 
without unnecessary 
interruptions, ask 
clear questions about 
the problem, and 
acknowledge the 
inconvenience that the problem has caused. Give an approximate 
time the complaint will be looked at or resolved. We all know 
with water and wastewater this could be very hard to nail down 
the timeline with certain complaints or issues.
	 Every complaint should be recorded into a system where 
the utility can track progress, identify recurring problems, 
and how the complaint is being handled. The complaint form 
should include customer information, property or service 
information, date and time complaint was received, description 
of the complaint, meter readings, or other evidence, and the 
staff member who is handling the complaint. Complaints should 
be assessed according to their urgency and potential impact. A 
reported sewage overflow, for example, requires faster action than 
a routine request about a billing issue. High-priority complaints 
may include sewage entering a home, business, or public area, 
drinking water suspected to be contaminated, major water 
leaks, loss of water supply, and flooding caused by wastewater 
infrastructure. The utility should have a clear plan in responding 
to these types of issues. The investigation of the complaint should 
establish what happened, why it happened, and what actions 
are appropriate to resolve the complaint. Depending on the 
complaint this may involve checking service and maintenance 
records, review meter readings and billing history, testing water 
quality, testing water quality, discussions with staff, and compare 
complaints with other customers in the area. Investigations 
should be impartial and based on evidence. Staff should not 
dismiss a complaint simply because the cause is not immediately 
obvious. Customers should also be told if the investigation 
requires additional time, along the reason for the delay and the 
expected completion date.
	 Poor communication often causes more frustration than the 
original problem. Customers should receive information on how 
the complaint is being handled and if there are any precautions 
that the customer should take. If there is a water outage a plan 
should be made for supplying bottled water and how it will be 
distributed to the customers. Billing issues customers should 
receive clear explanation of how the bill was calculated. If an 

Handling Complaints about Water and 
Wastewater Services

by Roger Noe,
IRWA Deputy Director

continued on page 5
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Handling Complaints about Water and 
Wastewater Services continued from page 4

by Clark Cameron, 
IRWA State Circuit RiderFinancial Trouble is all Around

error has occurred, it should be corrected promptly. If the bill 
is accurate but unusually high because of a leak or increased 
consumption, the utility should explain this respectfully and 
provide practical advice on how to solve the high-water usage.
	 Learning from complaints is important information about 
the service weaknesses. Utilities should regularly analyze 
complaint data to identify repeated failures in the same location, 
delays in repairs, frequent billing disputes, infrastructure 
requiring replacement, gaps in staff training, and problem 
contractors. The goal should not be to reduce the number of 
complaints by discouraging customers from reporting problems. 
Instead, utilities should make it easy to complain and use the 
information to improve reliability and accountability.

	 Effective complaint handling is an essential part of 
providing reliable water and wastewater services. It requires 
accessible reporting channels, respectful communication, 
accurate records, risk-based prioritization, fair investigation, 
timely action, and meaningful follow-up. The best organizations 
do not treat complaints merely as problems to close. They 
use them as evidence of where services, infrastructure, 
communication, or policies can be improved. When customers 
feel heard and see their concerns lead to action, complaints can 
become an opportunity to strengthen public trust and improve the 
quality, safety and resilience of water and wastewater services.

	 In my position as State Circuit Rider for Illinois Rural 
Water Association, it is my job to help community water and 
wastewater systems with rate studies and financial analysis 
of those rates to ensure future financial stability. I have been 
doing these studies since 2018, and have completed hundreds of 
studies during that time. I have seen a wide variety of ways to 
accomplish the same goal for all of these systems, which is to 
provide enough revenue to keep the system financially stable, and 
have the ability to do repairs and upgrades as needed. But, in the 
last year or so, I have seen a disturbing trend with a number of 
systems that are very near bankruptcy, and are struggling to meet 
day-to-day expenses…some through no fault of their own. 
	 One common trend, 
the whole time I have been 
doing this job, is that small 
towns seem to struggle 
the most, which is to be 
expected due to lack of a 
reliable tax base and not 
enough customers to share 
the expenses of maintaining 
the water and sewer 
systems. Often times, the 
governing board struggles 
to make rate changes, and 
it gets put off for years at 
a time, which then causes 
losses and larger raises to the rates at one time. Yearly changes 
help soften the effect of those raises and help keep pace with 
inflation. Another problem smaller towns face, is not having the 
ability to pay for qualified water and wastewater operators due 
to the lack of qualified operations specialists; and not having the 
resources to afford to pay for ones that are available. The one 
thing small towns need to always be aware of, is that the water 
and sewer departments are businesses and need to be operated as 

such.
	 The trend that 
has also seemed to 
start in the last year or 
two is that a number of 
regional water systems 
and co-ops are starting 
to struggle. This seems 
to be due to a number 
of factors, some that 
could have been 
controlled and some 
that could not. As 
everyone knows, the 
cost of everything has 
continued to rise since the Covid era caused prices to explode, 
so keeping pace has been challenging. Staying current with 
expenses has caused many systems to have to implement changes 
far above the 3% annual raise normally recommended. These are 
controllable and should be managed easily if the system stays 
vigilant and proactive. 
	 One of the uncontrollable issues for regional systems 
and co-ops providing water, is member systems experiencing 
financial trouble. How does the provider respond to a system 
or town that fails to stay current on payments? Can a providing 
system shut off a whole town for non-payment or do the other 
customers have to subsidize the delinquent town?  These are hard 
questions to answer due to the legal ramifications of whatever 
action that the providing system chooses. These are situations 
that have no definite answer that I have found, as yet. 
	 The bottom line is that every water and sewer system owes 
it to their customers to be fiscally responsible and maintain rates 
sufficient enough to provide for the current expenses while also 
providing for future updates and repairs. It’s a huge responsibility 
for sure, but one that is prudent and needed!
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Schulte Supply Celebrates 40 Years 
in Business

Industrial Supply Company Reflects 
on Growth, Looks Ahead to Future

	 Edwardsville, Ill. – September 10, 2026 – Schulte Supply, 
a Midwest-based utility supplier, is proud to announce the 
celebration of its 40th year in business. The family-owned and 
operated business began in Edwardsville, Illinois, in 1986 with 
one employee and founder, president and CEO John Schulte, 
who, over the next four decades, transformed the company into a 
regional leader. 
	 Today, Schulte Supply has expanded its offices and 
warehouses in three states and has a team of over 50 employees. 
It supports municipal and private utilities, including water, 
sanitary sewer, storm sewer and gas, with top-notch products and 
services, timely delivery and a commitment to customer service. 
	 “I always wanted to have my own business,” said Schulte. 
“Both sets of my grandparents, my parents and my brother were 
all successful in owning their own businesses, so you could say 
our family has entrepreneurial roots.”
	 Out of his parents’ storefront in downtown Edwardsville, 
Schulte served customers in Illinois, Indiana and Kentucky 
before expanding to their current location at 5998 Redbud Lane 
in Edwardsville, Illinois. Schulte Supply opened its second office 
and warehouse in St. Peters, Missouri, in 2007 due to customer 
demand for a Missouri location.  
	 Despite the 2008 Great Economic Recession, Schulte 
Supply continued to grow, opening another branch in 
Independence, Missouri, in 2011. By 2023, Schulte Supply had 
ten geographical sales territories. In 2025, an additional branch 
location was added in Jacksonville, Arkansas. As of today, 
Schulte Supply has 15 geographic sales territories and four 
locations covering Illinois, Missouri, Kansas, Arkansas and parts 
of Indiana and Kentucky.
 	 “I have been very blessed to grow our organization over the 
years with good employees, loyal customers and vendor partners. 
I have even had two vendor partners that have been with me from 
day one,” said Schulte. “It’s fun to watch our employees,
company, customers and vendor partners grow over time, and my 
hope is that Schulte Supply will continue to grow our sales and 
expand into other areas across the country.”
	 Schulte Supply offers an extensive catalog of products 
and online ordering from various vendor partners and brands, 
including traffic signs, safety equipment, tools, machinery and 
more. 
	 “We continue to grow by finding new products and services 
for our customers,” Schulte said.

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
 	
	 “We aren’t perfect, but everyone at Schulte Supply tries 
to give our customers the best service possible, and we will 
continue do so,” said Michael Schulte, operations and marketing 
consultant at Schulte Supply. “We offer 24/7/365 access for our 
customers, especially during emergencies or special off-hours 
requirements.”
 	 Schulte Supply and its team hope to continue its growth 
trend in the years to come. The company frequently recruits new 
talent and looks for opportunities in the marketplace to offer 
more products and services to its customers. To learn more about 
Schulte Supply or start your online order, visit schultesupply.com.

About Schulte Supply  
Schulte Supply is a family-owned utility supply company based in 
the Midwest, supporting municipal and private utilities, including 
water, sanitary sewer, storm sewer and gas services. Founded in 
Edwardsville, Ill., in 1986, the company has since expanded into 
15 sales territories and operates four locations serving customers 
throughout Illinois, Missouri, Kansas, Arkansas and parts of 
Indiana and Kentucky. It offers a comprehensive catalog of top-
rated products, timely delivery and a commitment to excellent 
customer service. To learn more about Schulte Supply or to start 
an online order, visit schultesupply.com.

John Schulte, president and CEO of Schulte Supply, founded the 
company in 1986 in Edwardsville, Illinois, growing it into a re-
gional leader in utility supplies across 15 sales territories, with 
four locations in Illinois, Missouri, and Arkansas.
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A Day in the Life of a Circuit Rider:  
Chuck Woodworth by Anglela Godwin

“Reprinted with permission from the National Rural Water 
Magazine” Aug 7, 2026

	 For Chuck Woodworth, what he loves most about his job as 
a Circuit Rider isn’t a single project or a signature achievement. 
It’s a moment — the one that happens over and over again when 
something clicks for the operator sitting across from him.
	 “Whenever I’m talking to somebody about basically 
anything, and I see them understand the answer and that light 
bulb comes on — that is the greatest thing for me,” Chuck said.
	 As a Circuit Rider with the Illinois Rural Water Association 
(IRWA), Chuck has spent nearly three decades building a career 
around that light-bulb moment — one leak, one certification 
exam, one exasperated operator at a time. His path to that work, 
though, started somewhere entirely different.
 Chuck Woodworth is a Circuit Rider with the Illinois Rural 
Water Association.Chuck Woodworth/IRWA.

From Farm Dealership to Water Plant
	 Chuck didn’t set out to work in water. He intended to be a 
mechanic, following in the footsteps of his father and brother. 
From 1984 to 1987, he worked at a farm equipment dealership, 
one of five mechanics in the shop. When business slowed and 
people stopped bringing equipment in for repair, Chuck — as the 
newest hire — was the first to be let go.
	 Around the same time, the city he lived in was looking for 
a water plant operator. Chuck took the job, expecting it to be 

temporary.
	 “That ‘temporary’ position lasted 10 years,” he chuckled, 
“and during that timeframe, I was able to achieve my Class A 
water operator’s license for the state of Illinois.”
	 Chuck spent a decade with the City of Sullivan, earning his 
top-level license and discovering, perhaps to his own surprise, 
that he had not only a knack but a genuine appreciation for 
the work. In 1997, a colleague who had been running IRWA’s 
wellhead protection program let him know about an opening. 
Chuck applied and got the job, stepping into the role of Wellhead 
Protection Specialist.
	 He held that role for six or seven years, until the wellhead 
program lost its funding. As luck would have it, a Circuit Rider 
position became available around the same time, and he made the 
move that would define the rest of his career.
	 Looking back, Chuck says none of it was part of a plan. 
“I never once thought that I would be doing what I am now. I 
always thought I would be a mechanic,” he said. “But the few 
years that I worked for the city, I really enjoyed doing what I 
was doing, and then when I started working for the Association, 
I liked it even better — going out and talking to other operators 
and helping them with different situations.”

No Two Days Alike
	 Chuck struggled to describe a typical day because there 
simply isn’t one. “It all depends on what calls you get,” he 
explained. “One day I might be doing leak detection, and the next 
day I might be helping find a lost mainline valve or diagnosing a 
problem inside the water treatment plant. To me, that’s the best 
part of it. I’m not doing the same thing day after day after day. 
And being able to help somebody — it really is the icing on the 
cake.”
	 A single day on the road can illustrate just how varied the 
work gets. Chuck described one recent stretch that began before 
7 a.m. and covered four stops: a conversation about a nitrification 
action plan and its requirements; a visit to troubleshoot 
chlorination feed rates and maintaining a residual; a stop to talk 
through filter media replacement and general maintenance; and 
a final meeting to discuss new well locations and guidance he’d 
gathered from the state water survey. Two of the stops were 

Chuck Woodworth is a Circuit Rider with the Illinois Rural 
Water Association.Chuck Woodworth/IRWA. continued on page 8
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A Day in the Life of a Circuit Rider:  
Chuck Woodworth continued from page 7

scheduled in advance; the other two he simply worked in along 
the way.
	 That kind of range is only possible because of the sheer 
breadth of Chuck’s territory. He covers the central and eastern 
regions of Illinois up through the northern part of the state — 32 
counties in total.
	 Across that territory, certain requests come up again 
and again: one-on-one operator certification prep; locating 
valves that have gone missing over the years; leak detection; 
and increasingly, sampling and planning work tied to Illinois’ 
nitrification action plan requirements. But it’s the certification 
work that clearly resonates most. “There’s nothing like the feeling 
of working with somebody, and you’re explaining something — 
especially some of the math — and it clicks with them. You can 
almost see the light bulb come on, and they’re like, ‘Oh man, that 
makes sense now!’” Chuck said. “To me, that’s just awesome!”

The Skill of Asking the Right Questions
	 Technical know-how certainly matters in this job, but 
Chuck points to something less obvious as the real key to solving 
problems in the field: patience, and the discipline to hold off on a 
diagnosis until you have the full picture.
	 “If an operator says, ‘Hey, this is what’s going on,’ and 
you don’t ask other questions to go along with that, it’s really 
kind of hard to figure out the real issue,” Chuck explained. “I 
learned early on to not answer too quickly. It’s better to ask more 
questions and get more information before you consider what the 
problem might be.”
	 That approach paid off during one of the more memorable 
calls of his career. A system reported water loss at 65% and 
asked Chuck to find the leak. He spent hours searching, without 
success. “I couldn’t find a leak anywhere, not even a small one,” 
he recalled. The mystery was ultimately solved not with a leak 
locator but with a spreadsheet. Working with another Circuit 
Rider who conducts comprehensive rate studies, they discovered 
that a decimal point was misplaced in the billing program’s 
multiplier. “So it turned out they were not actually losing water,” 
Chuck explained, “but it wasn’t being paid for.”

Why Circuit Riders Matter
	 For Chuck, the value of the Circuit Rider program is 
clear when he thinks about the systems he serves. Many 

small Illinois communities operate with just one or two staff 
members responsible for everything — water, sewer, mowing, 
and anything else that needs doing. “Without us Circuit Riders 
and other Association staff members, that operator would have 
nobody to turn to and freely bounce questions or ideas off of,” he 
noted. “Some of these small towns, they can’t afford a $10,000 
leak locate bill. I come in and do it for nothing because that’s part 
of the program.”
	 That access, provided at no cost to the system, is what 
makes the role indispensable to rural Illinois — and it’s a big part 
of why Chuck has stayed in it for so long.
	 When asked what he’s most proud of after 29 years in the 
water industry, Chuck doesn’t point to a title or an award. He 
points to people, specifically the operators who’ve been able 
to obtain their certifications with his assistance. “I really wish 
I would have kept track of how many operators I helped to get 
certified,” he said. Having achieved that goal himself on his 
own, Chuck wants to make sure no operator has to figure it out 
alone. “There’s nobody I wouldn’t help achieve that same goal. 
If somebody contacts me and they want to get certified, I’ll do 
whatever I can to help them.”

A Simple Case for the Work
	 Chuck’s advice for anyone considering a career in water is 
grounded in the same plainspoken logic that guides everything 
he does. “You can live without electricity, you can live without 
natural gas, but you cannot live without water,” he stated. 
“Everybody needs water that’s safe to drink, and somebody has to 
be able to produce that safe drinking water. Without that, I don’t 
know where people would be.”
	 Nearly three decades after accepting what was expected 
to be temporary work, Chuck Woodworth has become a steady, 
essential presence for the communities and operators who 
depend on him. System by system, question by question, he 
keeps proving the same point: Rural Water work matters, and the 
greatest reward is giving someone the confidence to solve the 
next problem on their own. RW

Angela Godwin is a writer and editor specializing in drinking 
water, wastewater, and stormwater topics. She is a principal 
partner and the director of editorial services with Rogue Monkey 
Media.
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Cybersecurity and Small Rural Treatment 
Systems

by Scott Tozier,
WW Quality Action Specialist

	 In light of the Cyber Attacks on many Midwest Treatment 
facilities Small rural water and wastewater systems increasingly 
depend on computers, internet connections, electronic controls, 
and automated equipment to provide safe and reliable drinking 
water. While this technology improves efficiency and reduces 
workload, it also creates cybersecurity risks that rural utilities 
must recognize and manage. Over 100 systems in 12 different 
states were attacked in one way or another from late July to 
August of this year.
	 For a small water system, a cyberattack may seem unlikely. 
However, the size of a utility does not determine whether it can 
become a target. Small systems often have limited staff, budgets, 
and cybersecurity expertise. They may also operate older 
equipment that was not originally designed to connect to modern 
networks or the internet.

What Does Cybersecurity Mean for a Water 
and Wastewater System?
	 Cybersecurity involves protecting computers, networks, 
electronic equipment, software, and data from unauthorized 
access, damage, or disruption. For water utilities, cybersecurity 
goes well beyond office computers.
	 Modern systems may use technology to monitor or control 
wells, pumps, storage tanks, chemical feed systems, pressure 
systems, SCADA systems, programmable logic controllers 
(PLCs), telemetry, remote monitoring equipment, security 
systems, billing software, and compliance records.
	 If an unauthorized person gains access to these systems, the 
result could be more serious than the loss of computer files. A cyber 
incident could interfere with alarms, communications, equipment 
operation, or an operator’s ability to monitor the water system.

SCADA and Remote Access
	 SCADA systems are particularly important because they 
allow operators to monitor and sometimes control facility 
equipment from a computer or remote location. An operator 
may be able to view tank levels, pump status, pressures, alarms, 
and other operating information without being physically at the 
facility.
	 Remote access is extremely useful for small rural systems, 
especially when staffing is limited. However, remote connections 
must be properly secured. Access should be limited to authorized 
personnel, and vendors should receive only the access necessary 
to perform their work.
	 Where possible, operational technology should be separated 
from ordinary office networks. This can help prevent a problem 
on an employee’s computer from spreading to critical control 
equipment.

Common Cybersecurity Weaknesses
	 Many cybersecurity incidents begin with basic weaknesses 
rather than highly sophisticated attacks.

	 Weak or shared 
passwords can make 
unauthorized access 
easier. Employees 
should have individual 
accounts and strong 
passwords whenever 
practical.
	 Inactive 
accounts should be 
removed promptly 
when employees or 
contractors leave the 
organization.
	 Outdated 
software and equipment can contain known security 
vulnerabilities. Systems should be maintained and updated 
according to manufacturers’ recommendations and the utility’s 
risk assessment.
	 Phishing emails are another common threat. An email may 
appear to come from a vendor, coworker, bank, or government 
agency. Opening a malicious attachment or clicking a fraudulent 
link can compromise a computer or network.
	 Lack of backups can make recovery much more difficult 
after an incident. Important operational and business information 
should be backed up, and utilities should periodically verify that 
backups can actually be restored.

A Practical Approach for Small Systems
	 Cybersecurity does not have to require a large budget or 
a full-time IT department. Small utilities can make significant 
improvements by concentrating on the basics.
	 First, create an inventory of computers, SCADA 
components, PLCs, network equipment, communication systems, 
software, and remote-access connections. The utility should know 
what technology it owns and what is connected to its network.
	 Second, identify equipment that is connected to the internet 
or other external networks. Unnecessary connections should be 
removed or appropriately secured.
	 Third, control access. Use strong passwords, multi-factor 
authentication when available, and individual user accounts. 
Employees and contractors should have only the access necessary 
to perform their duties.
	 Fourth, maintain reliable backups and keep important 
emergency information available offline. A backup plan that is 
accessible only through a compromised computer may not be 
useful during an emergency.

Employees and Training
	 Employees are one of the most important parts of 

continued on page 13
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Trusted
Exceptional service  |  Reliable, competitive lead times  |  Same higher-copper brass

 Easier Than Ever

fordmeterbox.com  |  FMB.tv  |  260.563.3171

(815) 886-9200  
METROPOLITANIND.COM

Since 1957, Metropolitan Industries has built its 
reputation around being there for you—24/7, whenever 
your community needs support. Every system we provide 
is engineered from the ground up to meet the demands of 
your municipality, whether you’re tackling a small upgrade 
or delivering a major infrastructure investment.

Our factory‑assembled, fully engineered packages simplify your 
projects by providing single‑source responsibility, required design 
certifications, and regulatory compliance. This approach reduces 
complexity, minimizes coordination challenges, and helps keep your 
project on schedule.

INTEGRATED WATER  
MANAGEMENT SOLUTIONS

• LIFT STATIONS

• WATER DISTRIBUTION

• SCADA & CONTROLS

IRWA Support Letters Are Needed

IRWA employees are dedicated in helping the 
water and wastewater  systems throughout the state 

in    making onsite visits and providing technical 
assistance in helping to    ensure your systems have 

safe and quality water.   
Please take a moment to thank any or all of the 

IRWA employees who have helped your system by 
writing an appreciation letter on your letter-head 

and mail to: 

Illinois Rural Water Association 
P.O. Box 49 

Taylorville, IL  62568

 

 

 

 

 

IRWA Support Letters Are Needed 

IRWA employees are dedicated in 
helping the water and wastewater  

systems throughout the state in     
making onsite visits and providing 
technical assistance in helping to    

ensure your systems have safe and 
quality water.   

Please take a moment to thank any 
or all of the IRWA employees who 
have helped your system by writing 

an appreciation letter on your letter-
head and mail to: 

 

Illinois Rural Water Association 

P.O. Box 49 

Taylorville, IL  62568 
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Proven for 
Public Works

IPRF is the Leader in Workers' Compensation Coverage

Since our inception in 1985, the Illinois Public Risk Fund has invited public entities
and government agencies to examine our outstanding record for cost-effective

workers' compensation coverage. Today, over 700 risk managers rely on IPRF for:

Competitive Pricing
Telemedicine
Extensive Loss Control Training & Support
Individualized Loss Control Programs 

24/7/365 Claims Access
Prescription Drug Program

PROUDLY SERVING THE PUBLIC SECTOR
www.IPRF.com (800)289-IPRF (708)429-6300 (708)429-6488 Fax

In-House Nurse Case Manager
Risk Management Center
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P.O. Box 4018
Ballwin, MO  63022

Phone: 636.391.8992
resslerassociates.com

Clean Water...
Into the Future!

Treatment Equipment, Spare Parts,
Replacements & Service

cybersecurity. Staff should receive basic training on recognizing 
suspicious emails, protecting passwords, handling USB drives, 
reporting unusual computer activity, and verifying requests for 
sensitive information.
	 Creating an environment where employees are encouraged 
to report suspicious activity immediately can help prevent a small 
problem from becoming a major incident.

Incident Response and Physical Security
	 Every rural water and wastewater system should have a 
basic cybersecurity incident-response plan. The plan should 
identify who is responsible for responding, who should be 
contacted, and how the utility will continue operating if 
computerized systems become unavailable.
	 Contact information should include IT support, SCADA 
and equipment vendors, telecommunications providers, local 
emergency contacts, law enforcement, and appropriate state or 
federal agencies.
	 Physical security is also part of cybersecurity. Unauthorized 
access to control panels, network equipment, PLCs, computers, 
wells, pump stations, or treatment facilities can create 
cybersecurity risks. Critical equipment should be appropriately 
protected.

Conclusion
	 Cybersecurity is becoming an important part of overall 
system management…whether it be water or wastewater. Small 
rural utilities do not need to solve every cybersecurity issue at 
once. They can begin by understanding their systems, limiting 
access, protecting remote connections, maintaining backups, 
training employees, securing critical equipment, and developing 
an incident-response plan.
	 These basic steps can help protect a rural system’s 
computer, control equipment, information, operations, and most 
importantly, its ability to provide safe and reliable drinking water 
to its customers. 
	 IRWA in conjunction with NRWA provide several sources 
of additional assistance for small communities to consult with 
cyber security. All these resources are free of charge.
Water Isaac 	 https://www.waterisac.org/
CISA 		  https://www.cisa.gov/
EPA			   https://www.epa.gov/cyberwater/epa-		
			   cybersecurity-water-sector
DefCon 
Franklin Project	 https://defconfranklin.com/

Cybersecurity and Small Rural Treatment 
Systems continued from page 9
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	 Emergencies are something that most water systems hope 
they never have to deal with, but sooner or later every system will 
have something go wrong. It could be a tornado, flood, power 
outage, water main break, chemical spill, equipment failure, or 
even something as simple as having your only operator become 
unavailable. When that happens, having a plan in place can make 
a bad situation much easier to manage.
	 Illinois requires every community water supply to have an 
emergency operations plan. That plan needs to cover how the 
system will continue providing water during emergencies such as 
earthquakes, floods, tornadoes and other disasters. It also needs 
to look at how an alternative supply of drinking water could be 
provided if the system is damaged, impaired or contaminated. 
The plan must be reviewed at least every three years and kept on 
site where it can be made available to the Illinois EPA.
	 That three-year review is a good minimum, but it is worth 
looking at your plan more often. Does it still have the correct 
phone numbers? Does everyone know where the plan is kept? 
If your normal operator is unavailable, does someone else know 
how to get the system running? Do you know who you would 
call if you needed a generator, water tanker, pumps or other 
equipment that your system does not have?
	 IEPA also requires community water supplies to notify the 
Agency when the safety of the supply is endangered. During 
normal business hours, systems should contact their Illinois EPA 
regional office. After hours, the emergency contact is the Illinois 
Emergency Management Agency (IEMA), which will notify 
an Illinois EPA duty officer. This includes situations such as 
contamination and certain boil orders.
	 One of the most useful parts of emergency planning is 
figuring out ahead of time who can help when your own system 
cannot handle the problem. IEPA points systems toward mutual 
aid agreements with nearby water supplies and ILWARN when 
additional equipment or assistance is needed. If those options are 

not available, local 
or county emergency 
management can 
request additional 
resources through 
IEMA.
	 Backup power 
is another area worth 
checking. Illinois 
requirements call for 
community water 
supplies to have 
dedicated standby 
power capable of 
maintaining continued 
operation during 
power outages. It is one thing to have a generator sitting at the 
plant, but it is another to know that it will actually start, connect 
properly and run the equipment you need. Testing that equipment 
before an emergency is much easier than discovering a problem 
during a storm.
	 So, if you have not looked at your emergency plan recently, 
now is a good time. Pull it out and make sure the information is 
still accurate. Check your emergency contacts, backup power, 
equipment and mutual aid agreements. Think through what 
would happen if your primary operator could not get to the plant 
tomorrow morning. If you don’t already have an emergency 
response plan or are looking to redo yours, a template can be 
found on the IRWA website.
	 You do not need to predict every possible emergency. The 
goal is to have a basic plan for what to do, who to call and where 
to get help when something unexpected happens. A few hours 
spent preparing now could save a lot of headaches when the next 
emergency comes along.

When Things Go Wrong
by Richmond Adams,

IRWA Source Water Protection 
Specialist
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ABOUT DIMOND BROS.
• Dimond Bros. Insurance is an independent

insurance agency headquartered in Paris, IL
• 40 Office Locations throughout Illinois,

Indiana and Wisconsin with 225+ employees
• One of the Largest Privately Held Insurance

Agencies in the United States

OUR CARRIERS
• Carriers will be selected based on the

individual risk.  Carriers we may utilize
include: Cincinnati, Travelers, Selective,
Bliss McKnight, OneBeacon, IPRF or ICRMT

• Response to members in a timely and
professional manner

• Individualize communication style
preferences including email, mail, phone, fax

• Provide quality options for insurance
solutions specific to the Water &
Wastewater Industry.

Dimondbros.com

Dimond Bros
JOHN B. GRIFFITH        
217.347.0584 ext. 3105
217-273-4555
john.griffith@dimondbros.com

OUR COMMITMENT

801 N. Third St., Suite A  |  Effingham, IL 62401
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MAXIMIZE EFFICIENCY AND REVENUE WITH LOCiS CLOUD-BASED UTILITY BILLING

At LOCiS, we’re here to make your utility billing simpler by providing a comprehensive, cloud-
based utility billing management tool that performs a variety of functions for multiple user-defined 
services including Utility Billing production of bills and record of payments for water, sewer, gas, 
electric, refuse and more. LOCiS software is developed, managed and supported in the U.S.

Learn how LOCiS Cloud-Based Utility Billing 
can help your organization. 
Visit www.locis.com or call 866.LOCiS99

LOCiS PERFORMS FOR YOU

RESIDENT WEB 
BASED ACCOUNT 

ACCESS

THIRD-PARTY  
AUTOMATED 

READING  
INTERFACE

DIRECT DEBIT AND  
CREDIT CARDS

BAR  
CODING

DEBT 
RECOVERY
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water.  solutions.  for l ife .

comprehensive service
Keeping your water systems running strong

From routine maintenance to emergency repairs, 
Electric Pump provides complete service solutions 
to keep your water systems performing.

s e r v i c e  t o d ay.  a  s t r o n g e r  t o m o r r o w.(515)-265-2222 • electricpump.com

REPAIR &
MAINTENANCE

PREVENTATIVE
MAINTENANCE

PUMP
SERVICE

FIELD
SERVICES

SYSTEM
SOLUTIONS

Minimize downtime
and keep your system

running.

Catch issues early
and extend equipment

life.

Expert care for
maximum efficiency
and performance.

Skilled technicians
when and where
you need them.

Customized support
for your unique
water needs.

ARCHITECTS | ENGINEERS | SURVEYORS | SCIENTISTS

f-w.com
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Interim Loan Program 
 Construction financing with a 

About Us 
The Rural Water Financing Agency is a public agency 

USDA Takeout 
 Streamlined and efficient 

application and documentation 
 Fixed rate for the term of 

construction 
 All costs included in the loan 

rate 
 Interest is capitalized until the 

end of construction 

Finance Team History: 
1,200+ loans for $3.7 billion 

Flex Term Program 
 AA- rated tax-exempt 

program 
 No debt service reserve 

requirement 
 Fixed rates, 1-30 years 
 Variety of project types and 

uses 

designed to allow borrowers to join together for the 
purposes of financing governmental projects. 

 
The Agency can lend to governmental entity borrowers 
in all 50 states. 

 
Visit www.ruralwaterfinance.com for contact 
information and to fill out your application. 

 
 

Dedicated Team of Professionals 
 

   
 

 Funding can be provided in 
90-120 days 

 BABAA, AIS, Davis-Bacon do 
not apply to this Program 

Finance Team History: 
300+ loans for $500 million 

DON CRAIG 
Executive Director, 
Illinois Rural Water 

Association 
217.287.2115 

craig 
@ilrwa.org 

NICK ROEDERER 
Managing Director, 

Raymond 
James 

502.560.1274 
nick.roederer 

@raymondjames.com 

WILL GLASS 
Vice President, 

Raymond 
James 

309.750.0899 
will.glass 

@raymondjames.com 
 

 
 

ILLINOIS RURAL WATER ASSOCIATION 

 

 

FINANCING AGENCY 
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	 As winter season moves towards us, we have to be con-
cerned about something operators would rather not think about. 
Water main breaks are among the most urgent problems faced by 
municipal water departments. A successful repair requires more 
than locating the damaged pipe and replacing or clamping the 
broken section. Operators must dig a work area that has enough 
room to safely access the water main while protecting workers 
from a potential trench collapse. 

Why Shoring is Necessary
	 Excavating around a water main can create unstable soil 
conditions. A properly designed shoring system helps prevent the 
walls from collapsing and provides a workspace where employ-
ees can safely expose the pipe and cut out or put on a clamp to 
make the proper repair. 
	 Shoring should never be treated as an afterthought. The pro-
active method should be considered before digging takes place 
and the depth, soil conditions, groundwater and existing utilities 
all should be considered in the planning. The hole should be large 
enough to provide adequate room to work in, increasing the size 
is not always the safest thing to do it can create additional risks 
like unstable soil, adjacent utilities and nearby structures to come 
into play.

Choosing a Shoring System
	 The appropriate shoring method depends on the excavation 
and site conditions. If the dig is over five feet deep the more com-
mon methods are hydraulic or pneumatic shoring or aluminum 
trench shields since they can be adjusted as the dig progresses. A 
trench shield or trench box, as it’s sometimes called, is primarily 

designed to protect 
workers from the 
surrounding soil col-
lapsing while shoring 
devices are designed to 
support the walls.
	 Workers need a 
safe way to enter and 
leave the excavation, 
ladders and ramps 
should be positioned 
so workers don’t have 
to climb over too 
many obstacles. The 
access point should re-
main usable as things 
change during the repair

Safety Always Comes First
	 Emergency water main repairs can create pressure to restore 
service quickly, but speed should never replace safety. Main 
breaks can be repaired in a relatively short time but recovering 
from an excavation collapse can have permanent consequences. 
The goal is not simply to dig a hole big enough to fix the pipe 
it’s to create a controlled and protected work area that allows the 
crew to do its job safely! If emergency conditions do arise the 
safest approach is to resist the temptation to take shortcuts. 
Stay safe out there this upcoming winter season and watch out 
for cracking or bulging of excavation walls, water accumulation, 
nearby traffic and especially each other! 

Shoring Holes for Water Main Breaks by Rodney Phillips,
Energy Efficiency Technician



21Water Ways Volume XXIII- Fall 2026

Call Today!
LOCAL SERVICE: 877.679.2877

www.hawkinsinc.com • wtg@hawkinsinc.com

Water and Wastewater Treatment 
Chemicals and Equipment  

✔Mini bulk delivery
✔ Tailored treatment programs designed specifically for your facility
✔ Large selection of equipment: pumps, tanks and so much more

Hawkins Products:

•  Disinfection chemicals
•  Odor control chemicals
•  Dechlorination chemicals
•  TSS (Total Suspended 

Solids) control
•  Lagoon sludge reduction
• Antifoams

•  Phosphorus removal
•  Corrosion control
• Zebra mussel control
•  Bioaugmentation, 
  biological controls

• Settling aids
• Dewatering polymers

and so much more
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WHERE IN ILLINOIS IS THIS LOCATED? 

 

 

 

 

Be the first person to identify the location of  this picture and you will     
receive an IRWA hat! 

 

Visit IRWA’s Facebook page and if  you are the first person to post the 
correct answer on our wall, we will send you an IRWA hat.  You can find 

the link to our Facebook page on our website at www.ilrwa.org.   

(Winners are limited to winning one time per year) 
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WATER WELL SOLUTIONSWATER WELL SOLUTIONS
Design Design ⎮⎮ Service  Service ⎮⎮ Installation Installation

Well & Pump Rehabilitation  ••  24 Hour / 7 Day a Week Service 
Pump Service  ••  Well Maintenance Programs

Naperville, IL                                                                                                     
630-365-9099 
wwssg.com
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	 I’ve spent a lot of years around water systems, and the 
longer I’m in this business, the more convinced I become of one 
thing: we need to do everything we can to protect our locally 
owned rural water systems. I’m not against private utilities, I’m 
not against competition, and I’m certainly not saying every public 
water system is perfect. What I am saying is that we need to think 
very carefully before we sell a public water supply to a for-profit 
utility, because once we do, we may never get it back.
	 Sometimes I think we forget what we’re actually talking 
about when we talk about selling a water system. We’re not 
selling an old building or a piece of equipment. We’re selling 
something that every person in that community depends on every 
single day. We’re talking about wells, treatment plants, storage 
tanks, water mains, pumps, meters and, most importantly, the 
ability to provide safe drinking water to our communities. That is 
a pretty important responsibility, and I don’t think we should look 
at the decision to sell simply as a financial transaction.
	 If a private company comes to a community and offers 
millions of dollars for its water system, it’s easy to understand 
why people would be interested. A lot of rural systems have 
significant capital needs. We’ve all seen aging water mains, 
equipment that needs replaced and capital improvement plans 

that seem to get more 
expensive every year. 
So when someone puts 
a big check in front 
of a community, it 
can be tempting. But 
I think we need to ask 
a different question: 
What are we giving 
up in exchange for 
that check? That water 
system may continue 
producing revenue 
for the community for 
the next 30, 50 or even 100 years. The money from the sale gets 
spent once. The water system keeps serving customers. That’s a 
pretty important distinction.
	 One of the things I value most about public water is local 
control. When a water system is locally owned, the people 
making the decisions are accountable to the people who live 
there. If there’s a problem, customers know who to call. If 
there’s a major project, the community can have a voice. If rates 
need to change, there’s a local governing body responsible for 
making that decision. Once ownership leaves the community, that 
relationship changes.
	 I also think sometimes rural water operators don’t get 
enough credit for what they do. We’re expected to provide water 
24 hours a day, 365 days a year. Nobody thinks about the water 
system when everything is working, but the minute something 
goes wrong, we’re expected to fix it. We work holidays, we work 
nights, we respond to water main breaks, we deal with wells 
going down, treatment problems, regulatory requirements and 
customers who need answers. We do it because we understand 
how important our job is. That’s something I’m proud of, and I 
think we should be proud of the fact that rural communities have 
built and operated their own water systems for generations.
	 One of the biggest mistakes we can make is looking at 
a water system strictly as an asset on a balance sheet. The 
most valuable part of a water system may not be the pipes 
or the treatment plant. It may be the people. A good operator 
knows a system inside and out. They know their wells, their 
pressures, their customers and their problem areas. They know 
what equipment has been giving them trouble and what needs 
attention. You can’t put all of that knowledge into a spreadsheet. 
It comes from years of experience. That’s why I believe one of 
the best investments we can make is investing in our operators.

Our Water Systems Are Worth Protecting by Casey Johnson,
IRWA Board Member
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Advertising in Water Ways information (Ad agreement and links) - Publications > Advertising Information

Apprenticeship—Resources > Apprenticeship

Becoming a Certified Water/Wastewater Operator—Resources > Becoming a Certified Operator in Illinois

Boil Order Notice—Resources > Downloads

CCR—Services > CCR’s

Certification Overview from IRWA—Training > Certification

Certified Water/Wastewater Operator Contract—Resources > Downloads

CEU Forms from webinars or conferences—Training > CEU Form Archives

Compliance Assistance—Services > Compliance Assistance

Cross Connection (manual, survey & ordinance) - Resources > Cross Connection

Current hot topics and upcoming events - Home 

Energy Efficiency Assessment—Services > Energy Efficiency

ERP/Contingency Plans—Resources > Emergency Preparedness Planning

For Sale/Wanted—Resources > Classifieds (to submit something—e-mail Heather: ilrwahm@ilrwa.org)

Forming a new water district—Resources > Downloads

GPS/GIS—Services > GPS/GIS Mapping

Industry Organizations—Resources > Links

Job Board—Resources > Job Board

Lead Information —Resources > Lead Information 

Leak checklist and how much am I losing flyers—Resources > Downloads

Legislative Information – (Who is my rep?, Bills that IRWA is following)—Resources > Legislative 

Mutual Aid—Resources > Downloads

Nitrification Action Plan Information—Resources > Nitrification Action Planning

NFP Tax Forms — Resources > Downloads

NRWA Fleet  - Membership > Benefits—click on the NRWA logo

Operator Groups—Resources > Links

PFAS—Home > Hot Topics

Rate Study— Services > Rate Study

Red Flag Act—Resources > Downloads

Speaker Request Form for Conference —Training > Conferences

Tracer Wire Specs—Resources > Downloads

Video Inspection Services—Services > Video Inspection

Water Loss Handouts—Resources > Downloads



26 Water Ways Volume XXIII- Fall 2026



27Water Ways Volume XXIII- Fall 2026

Northern Illinois 
Erik Otten 
Taylor Coating Sales, Inc. 
(708) 822-8323  eotten@tnemec.com

Joshua Otten
Taylor Coating Sales, Inc.
(630) 281-9594  jotten@tnemec.com

Western Illinois
Keith Kennett
Taylor Coating Sales, Inc.
(309) 945-2094  kkennett@tnemec.com

Southern Illinois
Mike Cerutti
Coating Solutions, LLC
(314) 703-8042  mcerutti@tnemec.com

Restore. 
Protect. 
Enhance.

CPP Sprayliner™

CPP Sprayliner structural epoxy linings 
are designed for concrete structures, tanks, 
lift stations and manholes to protect against 
H2S and seal inflow and infiltration (I&I).

To learn more about these ultra-high build,  
fiber-reinforced, spray-applied linings,  
contact your local Tnemec representative.

PART OF  THE  TNEMEC  FAMILY  OF  COAT INGS

CIVIL ENGINEERING - LAND SURVEYING

Water Treatment Plants
Ground Storage Tanks
Elevated Tanks                       
Pump Stations                       

Storm Water
Conceptual Design
Permitting
Grant Writing

Proudly Serving Our Clients Since 1986

Jerseyville, IL Maryville, IL Mt. Vernon, IL Columbia, IL Arnold, MO

“Dedicating Our Services to Strengthen Client Trust”

www.haengr.com | 888-291-7615
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Midwest Meter Inc. is a leading expert in water meters, meter reading systems, and related water service products for the greater Midwest region.  

Visit our Illinois Branch located at

831 E. 2050 North Rd.
Edinburg, IL 62531

Midwest Meter, Inc. offers a wide variety of 
products to keep your operating systems

running smoothly.

Including, Testing, Repair & Calibration

Contact us today to learn more!

1-800-634-4746
www.midwest-meter.com

We are proud to distribute Badger Meter’s
BlueEdge® Smart Water Solutions with all of the 

equipment, tools and software you’ll need to create 
end-to-end solutions for your municipality.

Water Meters & Equipment  |  Water Quality Monitoring  |  Water Network Management
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VIDEO INSPECTION SERVICE WITH 

Video inspection technology for wastewater and storm sewer systems can help you identify and prioritize maintenance 
issues, while improving service and reducing emergency maintenance costs. 

IRWA incorporates both a “Set Minimum Maintenance Fee” and a “Maintenance Fee per Foot Charge”.  The sole  
purpose of each is to operate, and maintain the IRWA Sewer Video Inspection Van and equipment used. 

IRWA is glad to provide this Sewer Video Inspection Service to our members, and non-members (at a higher fee).  As 
of March 1, 2024, the IRWA voting members “set minimum maintenance fee” for this service is $500.00 for projects that 
do not exceed 500 feet (Non-IRWA voting member utilities pay $750).   

Larger projects requiring more time and inspection coverage, will be based on the set minimum maintenance fee up to 
500 feet. Then a maintenance per foot charge of $1.00, will be assessed for footage above the minimum allowance.  
IRWA member utilities receive an automatic discount on the “per foot” charge, as well as the reduced set minimum 
maintenance fee, for each of these types of projects.  Non-IRWA member systems will pay the increased set minimum 
maintenance fee of $750, plus a charge of $1.50 per foot, above the initial 500 feet allowed in the minimum. 
 
(Note:  Due to staffing varied work demands and logistics, IRWA will not undertake video inspection jobs exceeding 
5,000 feet maximum per project.) 
 
A proposal (contract) must be signed in advance of the inspection. Upon completion, your system will be invoiced for 
the services and will also receive a detailed report including graphic diagrams of the inspection features, and a  
correlating digital video file for visual reference. 

For more information, or to schedule an inspection of your system, email Roger Noe at:  noe@ilrwa.org, or you can call 
him at 217-820-1564. 

Through the implementation of GPS & GIS technology, IRWA can effectively 
produce digital maps and hard copy maps, if needed.  With this service  
available from IRWA, utilities can attain new and accurate maps to sub-foot 
GPS parameters of each feature, to better manage their water, wastewater, and 
storm sewer assets.  

The digital map files, can be accessed through a working relationship that  
IRWA has with DiamondMaps.com, to put your IRWA project maps, on their 
server, for mobile viewing with a smartphone or cellular capable tablet, as well 
as access on your computer over the internet; and will give users full editing 
capability. The program allows you to view, print, and click on system features 
(such as a valve, hydrant, meter pit, curb stop, manhole, lift station, treatment 
facility, etc.) on various base maps such as aerial and road view; and pull up 
attribute data about each, which you can edit and add data to. 

This is at no extra charge to the system for the first year's subscription.  
Continuance of the Diamond Maps service after the first year is at the utility's 
discretion.  Also, the system will receive a digital copy of all initial GPS and GIS 
processed mapping files; and IRWA will keep a copy as well. 

Payment for GIS services is a set charge per feature, with IRWA members  
receiving an automatic 30% discount, and even more of a reduction with  
bigger projects. 

E-mail Don Craig at:  craig@ilrwa.org, or call him at 217-561-1061 for  
additional information. 
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®

YOUR TRUSTED ENVIRONMENTAL PARTNER
SINCE 1962
YOUR TRUSTED ENVIRONMENTAL PARTNER
SINCE 1962

E. MISSOURI | ILLINOIS
13507 NW Industrial Drive

Bridgeton, MO 63044
800.325.4323

W. MISSOURI | KANSAS
6716 Berger Avenue

Kansas City, KS 66111
800.262.0149



31Water Ways Volume XXIII- Fall 2026

Consider … 
The high cost of operating utilities has gotten to the point 
where the utility has to look at all options available. Keep-
ing the operational costs to a minimum ensures that your 
rates are the lowest possible and still ensure safe drinking 
water and wastewater utilities. 

What do we assess? 
The Energy Conservation Circuit Rider will assess your 
electric bills, system assets and operational procedures. 
They will break it down into a usable format with options 
to explore which will lower costs and a projection of the 
time to payback . 

Why …  
Most Operators spend their time in operational issues to en-
sure safe drinking water and maintaining compliance. They 
often do not have the time to dedicate to energy savings or 
expertise in doing assessments. We can take the time and fig-
ure it out for you. 
Key Offerings 
Find where your system can save money on energy. Not only 
can your system be more efficient, it can outline which chang-
es can generate repayment the quickest. 

How Do I Get A Free Energy Assessment?

Contact Rodney Phillips
217 707 8101 – cell phone                  217 287 2115 – IRWA office

phillips@ilrwa.org

Will evaluate your energy needs, consumption and costs and  
recommend measures to reduce energy consumption and identify 

sources of funding for improvements. 

What is requested of the system?
You Provide a Tour of the Facilities for Circuit Rider

You Provide Copies of Energy Bills for one year

What Do You Receive?
Recommendations on how to conserve and save 

on your energy bills with items listed on the pro-
jected cost of improvements  and how quickly 

those investments recoup the return.

What is Ameren’s current electricity price? 

As of Oct. 1, Ameren’s  “price to compare”–the supply rate you compare with alternative supplier offers–
is:  0-800 kilowatt-hours (kWh): 12.236¢ per kWh—Above 800 kWh: 9.777¢ per kWh. For the first 800 kilo-
watt-hours, this represents a 126 percent increase over the price last October! 

Ameren has also asked the ICC for approval of an additional 83 million dollar increase for next year! 

FREE ENERGY EFFICIENCY ASSESSMENT 
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Experience 
the 
Advantage
Get the Best Treatment™ from a partner who 
has served the industry since 1991. 

• Over 55,000 products from leading brands

• Fast shipping from our nationwide 
distribution network

• Unsurpassed customer service

• Free technical advice from 
industry experts

• Satisfaction guarantee

In the lab, plant and field, 
USABlueBook is your trusted 
ally in all things water 
and wastewater.

Request a catalog

FREE 1800-page catalog: 
usabluebook.com/maincatalog

800.548.1234  •  usabluebook.com



