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is the website, which was
launched last week.

The site allows users to
compare average costs of
more than 200 medical proce-
dures at more than 170
health care facilities around
Maine. In many cases, users
also can compare quality rat-
ings for facilities. Florida is
the only other state in the
country where Harrington
says people can find side-by-
side cost figures and quality
ratings. Maine users can

compare costs by facility and
by health insurance compa-
nies.

Users of the website should
remember that figures they
find are averages — a number
of factors can affect actual
costs of a given procedure.

“It’s not like going out and
buying an appliance,” Har-
rington said.

The MHDO urges consum-
ers to consult their health care
providers and insurers to get a
personalized estimate.

The website was developed
through grants from the Cen-
ters for Medicare and Medic-
aid Services. Over time, more
procedures will be added and

the number of health care fa-
cilities will be increased. The
website also will be accessible
on additional devices.

Harrington describes the
current website as a starting
point. “It allows consumers to
begin the conversation (with
providers and insurers),” she
said.

The MHDO is looking for
feedback from people who
visit the site. You can take a
survey online when you visit
the site, letting the agency
know if it’s helpful.

Consumer Forum is a col-
laboration of the Bangor
Daily News and Northeast

CONTACT, Maine’s all-vol-
unteer, nonprofit consumer
organization. For assistance
with consumer-related is-
sues, including consumer
fraud and identity theft, or

for information, write
Consumer Forum, P.O. Box
486, Brewer,ME 04412,
visit http://necontact.word-
press.com or email conta-
cexdir@live.com.

Then it occurred to me
that this form of interper-
sonal communication is so
rare today that it took many
of us by surprise. It was bi-
zarre to see people raise
their heads from their
phones and actually make
eye contact with him.

Throughout the flight, the
captain communicated with
us. He told us what to expect
as far as flight time and
weather conditions and he
pointed out landmarks as
we flew over New York City.

As we approached La-
Guardia, we experienced a
few minor bumps, but it
wasn’t bad at all. I was pre-
pared for the worst and was
pleasantly surprised that it
was fine. But I was glad I
was prepared.

Once we landed and lined
up in the aisle to deplane,
the crew came on the inter-
com to tell us there was a
problem with the jetway,
which meant we couldn’t get
off the plane. As we stood
there waiting, those of us
with connecting flights be-
came more and more anx-
ious the longer we waited.

Once again, the captain
and crew communicated with
us. They kept us informed
about what was happening
and when we might expect to
get off the plane. Before long,
we were moving and I made
my connection.

I was really impressed with
Delta and our captain and
crew. Air travel comes with a
lot of factors that are difficult
if not impossible to control,
including weather, mechani-
cal problems and delays.

But the one thing that can
be controlled is when and
how you communicate with
your customers. When you
let them know what to expect
and keep them informed as
things change, you reduce
their worry, anxiety and
stress and that leads to an
overall positive experience
in spite of other factors that
can and will go wrong.

Think about how to apply
this to your business. Are
you doing everything possi-
ble to keep your customers
informed about what to ex-
pect when they do business
with you? Are you providing
updates, information and so-
lutions when things don’t go
as planned? Are you making
your communication per-
sonal?

In every business, there
are factors that are out of
our control. But we can con-
trol how and when we com-
municate to our customers.
Good communication is the
key to providing your cus-
tomers with a positive expe-
rience.

If you can make that expe-
rience personal, you will
stand out from your compe-
tition and create customer
loyalty for the duration of
their trip with you.

Read Deb Neuman’s Back to
Business blog at backto-
business.bangordailynews.
com.

The company also is perform-
ing work previously done by
Douglas’ suppliers.

He noted that two-thirds of
the products are shipped from
April through September. By
the end of September, few of
the plows and other products
are stored outside but the lot
will be full by April.

City officials have praised
the success of the snowplow
maker.

“The industrial park is the
unheralded hero,” Rockland
City Manager James Chaou-
sis said.

“Speciality manufacturing
in Rockland doesn’t get the
air time it deserves,” Coun-
cilor Larry Pritchett said.

Rockland has sold about 28
lots in the industrial park
since it was created in 1978.

Only one lot remains un-

sold, and the City Council
voted Oct. 14 to authorize the
manager to sell that 40-acre
lot to a yet-to-be identified
manufacturer known only as
Rockland Industrial Park
North LLC.

That limited liability corpo-
ration has been created for the
acquisition. The identity of the
manufacturer isnotyetknown
by the city other than that it is
a speciality manufacturer that
wants to expand its operation.
Themanufacturer isbeingrep-

resented by the Portland-based
real estate brokerage company
The Dunham Group.

“The Dunham Group has
not identified their client
but has shared, at present,
[that the] client is in the pro-
cess of evaluating sites for a
significant expansion of its
specialty manufacturing ca-
pabilities. The city of Rock-
land has been chosen as one
of two potential locations for
the expansion. If the project
proceeds, it would represent

the creation of a large manu-
facturing complex employ-
ing upwards of 40 people,”
Chaousis said earlier this
year.

The manufacturer is con-
sidering Rockland because of
its vibrant community, cou-
pled with the quality of life a
coastal community would
offer the plant’s employees,
the availability of a qualified
workforce and competitive
labor rates, according to Cha-
ousis.

Elite announces
flights to Orlando

PORTLAND — Elite Air-
ways LLC announced on Oct.
27 that tickets for nonstop
flights between Portland In-
ternational Jetport and Or-
lando Melbourne Internation-
al Airport are available at
eliteairways.com. Scheduled
service will be offered Fridays
and Mondays, beginning Dec.
18, into Orlando Melbourne
International Airport, which
serves Cocoa Beach, Port Ca-
naveral, Kennedy Space Cen-
ter and Orlando.

Fares start at $149 each way
and include the first checked
bag for free, no change fees to
rebook a later fight, plus on-
board beverages and snacks.
Elite Airways is also pet-
friendly. Northbound flights
leaving Orlando Melbourne
International will depart at 10
a.m. and arrive in Portland at
1 p.m. Southbound flights
leaving Portland will depart at
2 p.m. and arrive at Orlando
Melbourne at 5 p.m. Eastern
Time.

“As a Maine-based busi-
ness, we appreciate that win-
ters can be long and cold — so
this new leisure traveler route
makes it convenient and af-
fordable for a family vacation
to Orlando, Cocoa Beach, or a
cruise out of Port Canaveral,”
said John Pearsall, president
of Elite Airways, in a compa-
ny news release.

Dealership to open
location in Bangor

BANGOR — Linnehan’s
Right Way Auto of Ellsworth
announced recently it is
opening a sales location in
the former Quirk building
that over the years housed
Village Subaru, Cars by Us
and an Auto Auction at 44
Griffin Road in Bangor.

The building was pur-
chased this summer and has
been undergoing renovations
over the last several months.

The Bangor location will
be operated by Brian Oliver
of Hampden. Staff members
will be Michele Straub and
Mark Beckwith.

The target date for open-
ing of the new location is
Sunday, Nov. 1. For infor-
mation, call Brian Oliver at
299-8800 or email brian@
rightwayauto.com.

Group names 2015
Grocer of the Year

AUGUSTA — The Maine
Grocers & Food Producers
Association awarded its 2015
Grocer of the Year award to
Kathy Jo and Jack Goggin of
Goggin’s IGA in Randolph
during the Maine Food
Means Business 2015 Sum-
mit held at the Hilton Gar-
den Inn Freeport Downtown.

The Goggins were chosen
based on their contributions to
the association, community
service, business excellence in
providing a positive workplace,
increased sales, contributions
to the food industry through
legislativeoreducationalactivi-
ties, and a commitment to fur-
thering opportunities for other
Maine businesses.

Stroudwater Spirits
leases Portland site

PORTLAND — The own-
ers of Thompson’s Point
have announced that
Stroudwater Spirits, a sub-
sidiary of Northstar Brands,
will open its doors at The
Point in May 2016.

Stroudwater Spirits will
create small-batch bourbon,
vodka and gin at the facility,
and also host tastings and pri-
vate events in its 5,000-square-
foot space in Brick North, one
of the renovated rail build-
ings at Thompson’s Point.

“This location is a great
fit for us because it puts us
in a location that will surely
become a destination for
people who love craft spir-
its, wines, and beers,” said
Jeff Johnson, a founding
partner of Stroudwater Spir-
its, in a news release. “We
are looking forward to open-
ing our doors and getting
down to distilling.”

“Having Stroudwater as a
tenant in our Brick North
building really rounds out
the tenant list and creates
what will most definitely be-
come a one-of-a-kind place in
Portland for people who love
sampling some of the best of
what Maine’s distillers, vint-
ners, brewers, and food pur-
veyors have to offer,” said Jed
Troubh, a partner in the com-
pany developing Thompson’s
Point, in the press release.

For information about
Thompson’s Point, visit
thompsonspointmaine.com.

Louise “Anni” Roming
has been hired as commer-
cial portfolio loan adminis-
trator for the Waterville
branch of
K e n n e b e c
S a v i n g s
Bank. Rom-
ing, who had
worked at TD
Bank NA as a
relationship
manager for
small -busi -
ness custom-
ers in central Maine, has ex-
perience in underwriting,
account management con-
struction loan administra-
tion, inspection and compli-
ance reports. Roming, who
also has worked with Oxford
Networks and Gale Group,
has an associate degree from
Kennebec Valley Technical
College and a bachelor’s de-
gree in accounting from
Thomas College. She is an
active volunteer with the
Friends of Lake Winnecook,
United Historical Society,
Unity Foundation and the
committee for the Alfond
Youth Center Charity Ball.
Roming lives in Unity. She
has an adult son, Jacob, who
lives in Gray.

Sutherland Weston Market-
ing Communications of Ban-
gor has announced two staff
promotions. Holly Cain has
been promoted to finance di-
rector from administrator.
Cain will partner with the se-
nior leadership team to sup-
port strategic financial deci-
sion-making, operations, busi-
ness planning and budgeting.
She joined Sutherland in 2013.
Ellen Toole has been promot-
ed to the newly created role of
assistant finance director
from client account assistant.
Toole will oversee functions
supporting the company’s fi-
nancial operations and ac-
count management.

The Maine Center for Cre-
ativity in Portland has

named for-
mer United
N a t i o n s
Peace and
Development
a d v i s e r
Craig Col-
lins its new
executive di-
rector. Col-
lins comes to

the center after working for
nearly 15 years in interna-

tional development and di-
plomacy, as manager of an
international nonprofit or-
ganization, and most recent-
ly as a senior official for the
United Nations. Collins took
over from interim executive
director David Swardlick,
effective Sept. 25.

Family Crisis Services
in Portland has hired Re-
becca Hobbs as its new
executive director. Hobbs
replaces longtime execu-
tive director Lois Reckitt,
who retired after 36 years.
Hobbs has been engaged in
efforts to end domestic vio-
lence in Maine since 1993,
working at Spruce Run in
Penobscot County and
more recently as the execu-
tive director of Next Step,
the domestic violence re-
source center in Washing-
ton and Hancock counties.
She is a CPA and has
worked as a financial con-
sultant for nonprofits in
Maine. The board cited
Hobbs’ strong skills in ad-
ministration, resource de-
velopment and human re-
sources, combined with ex-
tensive experience in edu-
cation and advocacy in the
areas of domestic and sexu-
al violence, stalking and
dating abuse.

Dr. Charles Pattavina,
fellow of the American Col-
lege of Emergency Physi-
cians, medical director and

chief of emer-
gency medi-
cine at St.
Joseph Hos-
pital in Ban-
gor, has been
elected presi-
dent of the
Maine Medi-
cal Associa-
tion, effec-

tive September 2016. Before
working at St. Joseph, Pat-
tavina worked for more than
20 years in emergency medi-
cine at Brown University,
including 10 years as direc-
tor and chief of the Depart-
ment of Emergency Medi-
cine at Miriam Hospital. He
has served on the national
board of the American Col-
lege of Emergency Physi-
cians. In 2010, Pattavina was
the singular recipient of the
ACEP’s James D. Mills
Award for Outstanding Con-
tributions to Emergency
Medicine.

Andrea LaFlamme has
become president of the
Mabel Wadsworth Women’s
Health Center board of direc-
tors. She has been affiliated
with the Bangor center since
2007, having joined the board
in 2011. She holds a master’s
degree in public health from
the University of New Eng-
land and a bachelor’s degree
in nutrition from the Univer-
sity of Maine. LaFlamme is a
program coordinator in the
Bangor Health Department
and is an adjunct instructor
for the University of New
England and Husson Univer-
sity. Other new board mem-
bers are Catherine Kurr,
advocacy services coordina-
tor at Spruce Run — Woman-
care Alliance in Bangor;
Kristen Sprague, Suther-
land Weston Marketing
Communications in Bangor;
Ashley Wells, accountant at
University of Maine System.
Returning members are Ni-
cole Blood, stay-at-home-
mom with experience at
Planned Parenthood and as a
cancer research assistant;
and Susan Reisman, a prin-
cipal at Packard Judd Kaye
Strategic Marketing and in-
structor at University of
Maine and Husson Universi-
ty.

TD Bank has named Jef-
frey M. Pangburn as vice
president, relationship man-
ager in commercial services,
based in Presque Isle. He for-
merly was vice president of
commercial
services at
K a t a h d i n
Trust Co. He
is involved in
Presque Isle
Rotary Club,
P r e s q u e
Isle’s board
of assess-
ment review,
the credit review committee
of the Maine Department of
Agriculture, Potato Market-
ing Improvement Fund and
Mapleton Cub Scouts Pack
170. He received a Master of
Science in business from
Husson College in 2005 and
an undergraduate degree
from the University of Maine
at Farmington in 1999. He is
a graduate of the Northern
New England School of
Banking. Pangburn grew up
in Mars Hill and graduated
from Central Aroostook
High School in 1993.
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