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Methodology of Study

* Conducted August 22" to September 7t, 2020
* 808 residential customers in the District’s service area
* Oversample for single-family homeowners, balanced evenly
across five Divisions
* Mixed-Method approach
* Recruited via phone and email
® Data collection via phone and online
® 16-minute average interview length
® English & Spanish
® Overall margin of error is + 3.4% A\V
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Most Important Issue Facing Community

COVID-19 issues

Homeless issues 17.3

Safely, crime, drugs 109

Government issues, leadership

Not sure, nothing comes lo mind

Econamy, jobs

Polilical division

Alfordable housing 4.3

Racial inequality, diversily concerns 3.9

Heallhcare issues - 3.1
Education issues -3.0

Climale change, environmenl -2 ()
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Aided & Unaided Awareness of Mesa Water
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Awareness of Mesa Water by own vs Rent
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Opinion of Mesa Water District by study Year
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Overall Satisfaction With Service Provision by
Study Ye
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Satisfaction With Services Tier 1

| Vary satislied W Smwt salislied

H'OVIde re“able water SerVice m

Provide convenient hours of operation LR ‘

Ensure an adequate water supply now and in the
future

5

timely repairs, maintenance

SRl NGl ee g _

Provide water that is free of color and odor
Protect the water supply from contamination and
poliutants
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Satisfaction With Services Tier 2

M Vory satisfied _ msmwl salistied

Provide sufficient water pressure

Provide good customer service

Communicate with customers about scheduled
repairs, service disruptions, other water-related
issues

Provide water that tastes good -

Educate customers about ways to conserve water
Ofter good vatue tor the cost of water services
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Provide rebate programs that encourage

za
customers to purchase water-efficient appliances
2

Changes in Satisfaction 2019 to 2020

Change In
Sudvareer Satisfaction
2020 2019 2019 10 2020

F\'cvlue water thal tastes good B6.9 B1.8 +251
Provide rebate programs that encourage customers to purchase water-efficient appliances 76.0 7.7 +4.21
Ensuro an adequate water supply now and In the future 97.2 94.1 +3.1t
Provida accurate billing statements 94.6 91.5 +3.11
Communicale w/ customers about scheduled repairs, service disruptions, other water-related issues 90.1 87.2 +2.9
Provide sufficient water pressure 94.1 92.0 +2.1
Provide convenient hours of operation 97.8 96.9 +1.9
Pravide water that Is safe to drink 93.3 91.8 +1.5
Provide rafiable water service: 98.7 97.3 +1.4
Frovide water that is fres of color and odor 94,4 93.1 +1.4
Frotect the water supply from contamination and pollutants 94.4 93.3 +1.1
Educate customers about ways to conserve water 85.4 84.9 +0.6
Keap water system In good condition through timely repairs and maintenance 95.4 95.0 +0.5
Provide good customer service 92.9 93.6 -0.7
Oifar good valus for the cost of water services 80.3 83.9 -3.6
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Satisfaction With Communication Efforts by Study Year
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Key Findings

High level of customer satisfaction

*  Approximately 9-in-10 customers are satisfied with their water service
* Satisfaction with specific aspects of service was very high, especially providing reliable
service, convenient hours, and ensuring an adequate water supply

*  All statistically significant changes in past year were positive

Solid Levels of Awareness of District & Favorable Opinions

®  93% of customers were aware of Mesa Water prior to taking the survey

* Among those with an opinion, favorable opinions of Mesa Water outnumber unfavorable
opinions 9-to-1 (up from 8-to-1in 2019)

* Mesa Water is widely perceived to be efficient, trustworthy, and beneficial to the local

economy
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Key Findings

Opportunity Areas

e Stay the course

¢ Expand rebate programs for water-efficient appliances
* Educate customers about ways to conserve water

¢ Offer good value for the cost of water services

* Improve customer understanding of water origins
Improve water taste
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