
CUSTOMER 

INQUIRY

RESPONSE FROM 

COK STAFF

IF THE MATERIAL 

TYPE IS LEAD

SAMPLING 

PROCESS
THE LAB THE RESULTS

 CUSTOMER REQUEST 

WATER SAMPLING;

 MAY HAVE BEEN 
CONTACTED BY COK 
LEAD TEAM TO 
REQUEST SAMPLING

 HOME OWNERS ARE 

CONTACTED BY 

COK STAFF WITHIN 

TWO BUSINESS DAYS. 

 CONTACTS 

CUSTOMER WITHIN 

TWO BUSINESS DAYS

 LOGS INFORMATION

 IDENTIFIES PIPE TYPE

 IDENTIFIES IF 

CHILDREN ARE IN 

THE HOME

 IF LEAD SERVICES, 

THE HOME IS 

PRIORITIZED

 IF THE HOME HAS 

YOUNG CHILDREN, 

SAMPLING AND 

ANALYSIS 

TURNAROUND IS 

PRIORITIZED

 STAFF SCHEDULES 

DATE AND TIME OF 

SAMPLING WITH 

INSTRUCTIONS:

 6 – 8 HOURS PRIOR 

TO SAMPLING 

NO FLUSHING

NO WATER 

RUNNING

 STAFF PREPARES FOR 

SAMPLING VISIT

 PREPS SAMPLE

 GOES TO HOME 

 COLLECTS SAMPLE

 DELIVER TO LAB 

 SAMPLES ARE 

DROPPED TO 

INDEPENDENT LAB 

IMMEDIATELY

 RESULTS ARE SENT 

TO [LAB]  

PROGRAMS 

MANAGER 

ELECTRONICALLY

 RESULTS ARE 

REVIEWED BY 

PROGRAMS 

MANAGER.  

 STAFF SHARES 

FINDINGS WITH 

HOMEOWNERS 

WITHIN 30 DAYS OF 

SAMPLE

 SEE BELOW FOR 

RESPONSE BASED ON 

RESULTS

ACTION IN HOMES WITH CHILDREN

 RESULTS 0 – 4 PPB: RESULTS OF THE SAMPLING ARE MAILED TO CUSTOMER PLACED ON LEAD 

REPLACEMENT SCHEDULE.

 RESULTS 5 – 9 PPB: PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER THE CUSTOMER IS OFFERED A FILTER.  PLACED ON LEAD REPLACEMENT 

SCHEDULE. 

 RESULTS 10 - 14 PPB: PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER THE CUSTOMER IS OFFERED A FILTER.  PRIORITIZED ON LEAD REPLACEMENT 

SCHEDULE.

 RESULTS ≥15 PPB: PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER THE CUSTOMER IS OFFERED A FILTER.  LEAD REMOVAL IS IMMEDIATE.

ACTION IN HOMES WITHOUT CHILDREN

 RESULTS 0 – 7 PPB: RESULTS OF THE SAMPLING ARE MAILED TO CUSTOMER PLACED ON LEAD 

REPLACEMENT SCHEDULE

 RESULTS 8 – 9 PPB:  PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER.  THE CUSTOMER IS OFFERED A FILTER.  PLACED ON LEAD REPLACEMENT 

SCHEDULE.

 RESULTS 10 - 14 PPB: PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER THE CUSTOMER IS OFFERED A FILTER.  PRIORITIZED ON LEAD REPLACEMENT 

SCHEDULE

 RESULTS ≥15 PPB: PROGRAMS MANAGER CONTACTS VIA PHONE AND MAILS RESULTS TO 

CUSTOMER THE CUSTOMER IS OFFERED A FILTER.  LEAD REMOVAL IS IMMEDIATE

Figure 6
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