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METHODOLOGY OF STUDY

o How did we select customers to survey?
oStratif_ied Random Sampling by geographic subareas & billed usage
groupings
o Ensured balanced, representative sample
o How did we recruit participation?
o Personalized email, text and telephone calls
o PINs to restrict access and ensure one complete per respondent
o How were customers able to share their opinions?
o Secure, PIN-protected website
o Telephone (land line or mobile)
o English & Spanish
o What was the final sample size?
0780 completed interviews
o Overall margin of error of + 3.5% @ 95% level of confidence
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MOST IMPORTANT ISSUE

Water supply, drought
Growth, overdevelopment
High cost of living

Public safety, crime, drugs

quality
Climate change, environmental iss

Traffic congestion

Water rates, cost

Homelessness

Enforcing, educating about water conservation
Infrastructure

Energy issues, cost, sustainability
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OVERALL SATISFACTION WITH WATER SERVICES

Not sure prefer not to

Very 3.0 answer
dissatisfied 0.5
3.7
Somew hat
dissatisfied
9.1
Very satisfied

47.9

Somew hat
satisfied
35.8
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REASONS FOR DISSATISFACTION

48.5

Poor quality of water

30.8

High cost of water

Inconsistent bills, rates

-5.4
T B
-
.3.9
Customer service is . 3.8
3.8
.3.6
l 2.2
I1.2

I 0.7
10 20 30\ 40 50

% Respondents Who Are Dissatisfied With SCV Water Performance

Low water pressure

Need planning e future droughts

Should monitor, restrict residents, businedses for water
misuse

City growth, overpopulation causing water shortages

No discounts, incentives for seniors, low income
households

Improve communication, education efforts

Inaccurate meter readings

Not sure / No particular reason
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SATISFACTION WITH SERVICES

B Very satisfied B Somewhat satisfied ™ Somewhat dissatisfied B Very dissatisfied

Provide reliable water service
Provide accurate billing statements
Educate customers about ways to conserve water

Provide good customer service

Communicate w/customers about scheduled repairs, service disruptions, other
water-related issues
Keep the water system in good condition through timely repairs and
maintenance

Provide sufficient water pressure

Use solar and other renewable energy sources to help protect the environment
Provide water that is free of color and odor

Ensure an adequate water supply now and in the future

Prepare for natural disasters and other emergencies

Provide water that is safe to drink

Provide high quality water

Provide rebate programs that encourage customers to purchase water-efficient
devices

Offer good value for the cost of water services

% Respondents Who Provided Opinion
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CONTACTED SCV WATER PAST 6 MONTHS

Prefer not to

Not sure answer
3.0 0.7

Contacted SCV
Water in past 6
months

17.1

Didn't contact
SCV Water in
past 6 months
79.3
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MAIN REASON FOR CONTACT

ervice issue (leak, water pressure, quality,
etc.)

Water-relate

Other
ake payment / Pay bill

Request staxt/stop of service

Learn about / Participate in rebate

Find out how to reduce bi

Learn about / Participate in water conservation
programs

Service interrupted for non-payment

Learn about / Participate in gardening / landscaping

1.3
classes

Not sure IO.7
0

5 10 15 %\ 25 30
% Respondents Who Contacted SCV Water in Past 6 Months
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FIELD REPRESENTATIVE PERFORMANCE

100

O
o

m Not sure

o
o

N
o
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H No
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o

a Field Rep at Property
D
(@]

% Respondents Who Had

w
o

N
o

HYes

o

o

Accurately assess the Arrive in a timely manner Clearly explain the nature
problem of the problem and how it
can be fixed

Q10 Did the field representative . . .

e

TRUENORTH
j]r\ H

RRRRRRR




CONTACTS NEED TO RESOLVE ISSUE

Prefer not to

Not sure answer
29 3.4

Issue was not
resolved
16.0

Resolved with
single contact
50.9

Multiple

contacts

required
26.9
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ISSUE RESOLVED TO SATISFACTION

Prefer not to

answer
Not sure 4.3

4.7

No, issue was
not resolved
23.3

Yes, issue
resolved
67.7
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SERVICE REPRESENTATIVE PERFORMANCE

100
M Prefer not to
> 90 answer
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% = 40 dissatisfied
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e 20
X mVery
10 satisfied
0
Your ability to reach a The courtesy of the The knowledge and
service representative service representative expertise of the service
representative
Q13 Satisfaction with . . .
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ATTENTIVENESS TO WATER USAGE

| don't pay

attentlon
Slightly

/NA
attentlve
Somew hat \i

attentive

32.6 Very attentive

57.8
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OPINION OF WATER BILLS

Not sure/Prefer
not to answer

2.4
Too low / Much too high

0.3 14.2

Reasonable Somewhat too
40.9 high
21.1

Alittle too
high
21.0

%]JI'L;{UENORTI;I

RRRRRRR




ESTIMATED COST OF WATER PER GALLON

s than $0.01
$0.01
$0.

$0.03 to $0.05

$0.06 to $0.10

$0.11 to $0.20
More than $0.20
Not sure

Prefer not to answer
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OPINION OF WATER VALUE @<1¢

Not sure Prefer notto

8.7 answer
Very poor 1.8
value Excellent value
26.0
Poor valuek
Fair valu
26.2
Good value
27.2
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SATISFACTION WITH COMMUNICATION

Prefer not to

Not sure
10.7 answer
Very 1.1
dissatisfied

0.8
Somew hat Very?)sgtidrsfied
dissatisfied .

8.4

Somew hat
satisfied
40.6
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EFFECTIVENESS OF METHODS

W Very effective m Smwt effective B Not at all effective ® not sure/Prefer not to answer

Email

Email Newsletters (Water Currents)

Postcards or information mailed to your house
Information and messages inserted into your water bill
Text messages

SCV Water’s website

Notices hung on your front door handle

Social Media like Facebook, Instagram, and Twitter
Digital advertisements on websites you visit

Local TV

Advertisements in local newspapers

Local Radio

% Respondents
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KEY FINDINGS

Customer satisfaction is high
o Overall service provision
oSpecific aspects of service
o Customer service provided by field reps and service staff
oSCV Water Communications

Opportunity areas

oEducate customers on the true cost of water — it changes their
opinion about value of service

oEducate customers on the availability of rebate programs for
water efficient appliances

oAddress perceptions of poor water quality among some customers

olmprove explanation of problem & fix when on field calls
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