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| METHODOLOGY.

This research study was commissioned by the Albuquerque Bernalillo County Water Utility Authority. The purpose of this study was to measure customer
satisfaction with the services the utility provides and the importance of various services and programs.

THE INTERVIEW

SAMPLE Bias

A random sample of 500 residential customers and 100 commercial
customers was interviewed by telephone. Residential customers are
defined as Bernalillo County residents who are serviced by the Albuquerque
Bernalillo County Water Utility Authority (ABCWUA) whether or not they
pay a Water Authority bill. In this way we were able to survey renters who
receive water service, but do not actually pay for the service. Residential
customers were selected through the use of randomly generated list of cell
phone numbers as well as a list of phone numbers provided by the
ABCWUA. Commercial customers were selected randomly from a list
provided by the ABCWUA. All interviews were conducted between January
27" and February 7', 2016.

The telephone interviewers are professionals who are brought together for
a training session prior to each survey. This ensures their complete and
consistent understanding of the survey instrument.

A sample size of 500 at a 55% confidence level provides a maximum margin
of error of approximately 4.4%. In theory, in 95 gut of 100 cases, the results
based on a sample of 500 will differ by no more than 4.4 percentage points
in either direction from what would have been obtained by interviewing all
ABCWUA customers in the Albuquerque area.

THE REPORT

MARGIN OF ERROR

In any survey, there are some respondents who will refuse to speak to the
professional interviewer. A lower response rate among certain types of
individuals can result in a sample wherein certain types of individuals are
over-represented or under-represented. The potential for sampling bias
increases as the response rate decreases. Research & Polling, Inc. often sets
quotas for various segments of the population who are historically
undercounted. This has the effect of minimizing, but not necessarily
eliminating, sampling bias.

This report summarizes the results from each question in the survey and
reports an any variances in attitude or perception, where significant, among
demographic subgroups. The subgroups examined in this report include:
age, ethnicity, gender, level of education, household income, region,
employment status, length of residency, number of people in the home,
home ownership, type of home, water bill payment, and number of children
living in the home,

The report also shows trending analysis with comparisons to results
observed in previous customer satisfaction surveys dating back to 2008.
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EXECUTIVE SUMMARY

Similar to the 2014 study, the vast majority of Albuquerque Bernalillo County Water Utility Authority residential {36%) and commercial (93%) customers are
satisfied with the services they receive from the Water Authority overall. More specifically, over nine-in-ten residential and commercial customers are satisfied
with the reliability of water to their homes and businesses and the reliability of wastewater drainage from their homes and businesses to the City sewer line.

REUIABILITY AND QUALITY OF WATER AND SEWER SERVICES

As stated above, the vast majority of residential and commercial customers are satisfied with the reliability of water to their homes and businesses as well as the
reliability of wastewater drainage. More specifically, the majority of residential express satisfaction with the condition of water (60%) and sewer {65%) lines;
however, approximately one-fifth expresses dissatisfaction. Further, the majority (63%) of residential customers express satisfaction with the effectiveness of
the Water Authority to repair leaks and response time for restoration of service and the effectiveness of the Water Authority to respond to overflows or backups
{63%) and response time for restoration of service {58%); however, approximately one-in-ten express dissatisfaction.

Over seven-in-ten residential customers (72%) say they are satisfied with effectiveness of the Water Authority to control odors from sewer lines or treatment
facilities, while 10% of residential customers are dissatisfied. When it comes to the quality of drinking water, the majority (79%) of residential customers
expresses satisfaction; however, 15% are dissatisfied with the quality of drinking water.

Of note, results are similar among commercial customers for each of the above mentioned reliability and quality attributes.

WATER EDUCATION AND CONSERVATION PROGRAMS

The majority of residential {73%) and commercial {66%) customers express satisfaction with education on water issues. Similarly, 69% of residential and 64% of
commercial customers express satisfaction with water conservation programs. However, there has been a slight decline in the percentage of residential and
commercial customers who say they are very satisfied with education on water issues since the 2014 study, as well as a decline in the percentage of residential
customers who say they are very satisfied with the water conservation programs.

When it comes to conservation, the vast majority of residential and commercial customers agree they follow the "Water by the Numbers” program, as well as
agree that households would conserve more water if they had an easier way to monitor usage. Additicnally, the vast majority of residential customers (61%) and
commercial customers (68%) agree there should be strong financial penalties for people who use too much water; however, approximately one-third of
residential and one-quarter of commercial customers disagree there should be strong financial penalties for people who use too much water.

WATER RATES

Although the vast majority of residential {78%) and commercial (84%) customers agree that water and sewer services are a good value for the amount of money
they pay, there has been a slight decline in customers’ perceptions regarding value since the previous study.

The vast majarity of residential and commercial customers also agree that because water is a scarce resource, water rates should be designed to reflect the
value of water in our daily lives. However, customers are less apt to agree with statements that deal with increasing water rates to provide a reliable water
supply for future generations, to cover the true costs to treat and deliver water to homes and businesses, and to encourage water conservation.

These lower agreement leveis may be partially due to the fact that water rates were increased at a time when Water Authority customers were conserving more
water than ever. Thus, customers may feel as though they are being punished for their conservation efforts.

It should also be noted that residents of lower socio-economic status are less likely to agree with each of the statements regarding rate increases.
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IMPORTANCE OF WATER RELATED PROGRAMS AND SERVICES

Similar to previous studies, when asked to rate the importance of various water conservation and environmental issues, over nine-in-ten residential customers

(94%) and commercial customers (96%) say providing a long-term water supply for future generations is important. Further, 94% of commercial customers place
a high priority on investing in the repair and replacement of old water and sewer lines.

Between approximately seven-in-ten and nine-in-ten residential customers also feel the following issues are important:

Investing in the repair or replacement of water/sewer lines (86%)

The quality of the treated water returned back to the river (83%)

Reusing treated wastewater to irrigate public spaces (83%)

Balancing population and economic growth with our water availability (79%)

Balancing customer water demand with protection of habitat for wildlife and vegetation in the Rio Grande corridor {79%)
Enforcing laws on water waste (77%)

Making water available to attract and keep high-tech industries that offer good paying jobs (69%)

* @ o & o @ @

Over eight-in-ten commercial customers also feel the following issues are important:

Balancing population and economic growth with our water availability (88%)

The quality of the treated water returned back to the river {87%)

Reusing treated wastewater to irrigate public spaces (85%)

Enforcing laws on water waste (83%)

Making water available to attract and keep high-tech industries that offer good paying jobs (81%)

Balancing customer water demand with protection of habitat for wildlife and vegetation in the Rio Grande corridor (80%)

BILLING SERVICES

Consistent with previous studies, the vast majority of customers express satisfaction with bill payment options (87% residential, 83% commercial),
understanding the bill format and water usage graph (83% residential, 88% commercial), and the accuracy of their water billing statements (82% residential, 86%

commercial). However, it should be noted that, overall, satisfaction with billing services among residential and commercial customers has declined slightly from
the 2014 study.

CUSTOMER SERVICE REPRESENTATIVES

Among the 17% of residential and 20% of commercial customers who have contacted the Water Authority, the vast majority say they have spoken with an
employee on the phone or in person. Sixty-nine percent of residential customers and 85% of commercial customers give a rating of good or excellent to the
customer service representative they spoke to when contacting the Water Authority. It should be noted that 30% of residential customers give a rating of fair to
very poor; however, due to the small sample size, these results should be viewed with caution.

More specifically, when it comes to the courtesy of the customer service representative, 80% of residential and 91% of commercial customers express
satisfaction, while 66% of residential and 92% of commercial customers express satisfaction with the knowledge and ability of the representative to answer their

questions or resolve issues. Further, 65% of residential and 78% of commercial customers express satisfaction with the wait time to speak to a customer service
representative.

RESEARCH & POLLING, INC.
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CLIMATE CHANGE

When it comes to customer agreement levels with various statements regarding climate change and the Water Authority, over nine-in-ten residential (91%) and
commercial (95%) customers agree the Water Utility should plan and take the steps necessary to ensure that our community has safe, adequate water for the
next ten to forty years. Nearly six-in-ten residential (59%) and commercial (58%) customers agree the impact of climate change on the water cycle will make it
more difficult for the water utility to meet our community’s water needs in the next ten to forty years; however, 26% of residential and 31% of commercial
customers disagree.

Further, the majority of residential (57%) and commercial (51%) customers agree future extreme weather events will negatively impact the water utility’s
ability to provide safe, healthy drinking water, It should be noted, however, that 24% of residential and 31% of commercial customers disagree future extreme
weather events will negatively impact the water utility's ability to provide safe, healthy drinking water.

FINAL THOUGHTS

The vast majority of both residential and commercial customers place a great deal of importance on the ABCWUA planning ahead to ensure a reliable water
supply for the region’s future. In fact, over 90% of customers agree the water utility should plan and take the necessary steps to ensure that our community has
safe, adequate supplies of water for the next 10 to 40 years. Further, over nine-in-ten customers say it is important for the ABCWUA to provide a long-term
water supply for future generations.

However, when it comes to increasing water rates to cover the cost of providing a reliable water supply for future generations, 42% oppose it. The same 42% say
they are not willing to pay anything extra on their water bill to ensure the community has future access to abundant, safe water for the next 10 to 40 years. On its
face, there seems to be a disconnect between the near universal support for planning ahead to ensure reliable water supply for future generations and the
customers’ reluctance to be willing to pay of it. This disconnect, is, in all likelihood, at least partially due to the weak state of our economy. But, the disconnect is
not due to a lack of confidence that area residents have in the ABCWUA, in that over 90% of customers are satisfied overall with the services provided by the
Water Authority.

If, in the future, the ABCWUA determines that it is necessary to ask for a rate increase to repair the existing infrastructure and plan ahead for the future needs of
the water and sewer system, the ABCWUA will need to continue to educate its customers on the costs associated with these improvements and enhancements.
The survey demonstrates that customers feel it is important to maintain a reliable system and plan for future needs; however, they will still have to be convinced
of the necessity of a rate increase to pay for it.
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OVERALL SATISFACTION WITH THE SERVICE
ProVIDED BY THE WATER AUTHORITY

80%

60%

40%

20%

0%
VERY SOMEWHAT SOMEWHAT VERY
SATISFIED SATISFIED DISSATISFIED DISSATISFIED
= RESIDENTIAL {N=500) @ COMMERCIAL (N=100)

Residential customers were asked to rate their overall satisfaction with the service provided by the Water Authority. Nearly all (93%)} residential customers
express satisfaction, with 37% reporting they are somewhat satisfied and 56% reporting that they are very satisfied.

The overwhelming majority (96%) of commercial customers also say that they are satisfied with the service they receive (62% are very satisfied). Only 3% of
commercial customers express being somewhat dissatisfied and just 1% of commercial customers say they are very dissatisfied.
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As shown on the graphs above, overall satisfaction levels among both residential and commercial customers are almost identical to those observed two years

ago.
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RESIDENTIAL:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY
QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION
TOTAL RESIDENTIAL SAMPLE {N=500)
RANKED BY HIGHEST PERCENTAGE "VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT VERY Don't Know/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WON'T Say
RELIABILITY AND AVAILABILITY OF WATER TO YOUR HOME 78% 19% 2% 1% ! 1%
| RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME TO THE CITY SEWER LINE 70% 22% 3% 2% | 3%
QUALITY OF DRINKING WATER e 46% 33% 8% 7% 5%
_EDUCATION ON WATER ISSUES 32% 41% 5% 5% 17%
WATER CONSERVATION PROGRAMS 32% 37% 8% 6% 17%
| CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF
OVERFLOWS/BACKUPS YOU OBSERVE AT THE CITY SEWER LINES OR MANHOLES 30% 35% 9% 6% 21%
(DOES NOT INCLUDE RUNOFF OR DRAINAGE TO STORM SEWERS/STREETS)
CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS 26% 3% 11% 9% 20%
YOU OBSERVE
EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 16% 12% 4% 2% 65%

Residential customers were asked if they are very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied with the various aspects of the
services they receive from the Water Authority regarding quality, reliability, infrastructure, and conservation programs.

Nearly all (97%) residential customers express satisfaction with the reliability and availability of water provided to their homes, with 78% saying they are very
satisfied. 1t should be noted that those in the Valley/Downtown area (69%), renters (67%), and those who do not reside in a single family home (63%) are less
likely than others to be very satisfied with the reliability and availability of water to their homes.

Over nine-in-ten (92%) residential customers say they are satisfied with the reliable drainage of wastewater from their homes, with 70% who say they are very
satisfied. Again, renters {59%} and those who do not reside in a single family hame {51%) are less likely to be very satisfied with the reliable drainage of
wastewater from their homes.

Nearly four-fifths (79%) of residential customers report that they are either somewhat satisfied (33%) or very satisfied {46%) with the quality of drinking water
provided through the Water Authority. It should be noted that residential customers living in the Mid-Heights (52%) and Far Heights (52%) regions are more
likely than those in the Westside (35%) and Valley/Downtown {41%) regions to say they are very satisfied with the quality of drinking water. Similarly,
homeowners (48%) are more likely than renters (35%) to say they are very satisfied.

Seven-in-ten (73%) residential customers express satisfaction regarding education on water issues, while only one-in-ten say they are somewhat dissatisfied
(5%) or very dissatisfied (5%). Additionally, over two-thirds {69%) of residential customers report being somewhat (37%) or very satisfied (32%) satisfied with
water conservation programs, while 14% report dissatisfaction.
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The majority (65%) of residential customers report satisfaction regarding the condition of sewer lines throughout the City, though 15% say they are dissatisfied.
It should be noted that those living within City limits (65%) are more likely to be satisfied than those residing outside City limits (57%).

Six-in-ten residential customers express satisfaction with the condition of water lines throughout the City. However, 20% report dissatisfaction with the
condition of water lines throughout the City. Those in the Mid-Heights region (47%) are less likely to say they are satisfied than those in the Valley/Downtown
(68%), Westside (70%), and Far Heights (57%) regions.

Over one-quarter (28%) of residential customers express satisfaction regarding the ease of navigating and finding information on the Water Authority’'s
website, while only 6% say they are dissatisfied. It is important to note that the vast majority (65%) of customers did not offer an opinion.
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RESIDENTIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY
QuALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE 2016 "VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT VERY DON'T KNOW/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WON'TSaY

RELIABILITY AND AVAILABILITY OF WATER TO YOUR HOME 2016 78% 19% 2% 1% 1%
2014 83% 16% 1% - -
2012 86% 12% 1% 1% -
2010 83% 15% - - 1%
2008 83% 15% 1% - -
2006 87% 11% - - 1%

RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME TO THE CITY SEWER LINE 2016 70% 22% 3% 2% 3%
2014 73% 21% 1% 1% 3%
2012 76% 16% 2% 1% 5%
2010 75% 19% 3% - 2%
2008 73% 23% 1% 1% 2%

QUALITY OF DRINKING WATER 2016 46% 33% 8% 7% 5%
2014 42% 36% 13% 5% 4%
2012 48% 31% 12% 6% 3%
2010 50% 31% 12% 5% 3%
2008 48% 34% 9% 6% 3%
2006 50% 32% 10% 6% 2%

EDUCATION ON WATER ISSUES* 2016 32% 41% 5% 5% 17%
2014 38% 40% 6% 3% 13%
2012 44% 40% 4% 1% 10%
2010 41% 39% 5% 1% 14%
2008 34% 31% 8% 3% 23%
2006 36% 30% 8% 4% 22%

WATER CONSERVATION PROGRAMS 2016 32% 37% 8% 6% 17%
2014 36% 36% 7% 5% 15%
2012 43% 33% 6% 2% 15%
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RESIDENTIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY (conTinuep)
QUAI.ITY, RELIABILITY, INFRASTRUCT URE, AND CONSERVATION
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY SATISHED”
VERY SOMEWHAT SOMEWHAT VERY DoON'T Know/
SATISFIED SATISHED DISSATISFIED DHSSATISFIED WON'T SAY

CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFLOWS/BACKUPS YOU

OBSERVE AT THE CITY SEWER LINES OR MANHOLES {DOES NOT INCLUDE RUNOFF OR DRAINAGE TO STORM

SEWERS/STREETS) 2016 30% 35% 9% 6% 21%
2014 22% 38% 14% 3% 22%
2012 26% 5% 9% 7% 24%
2010 30% 38% 8% 2% 22%
2008 28% 29% 10% 6% 27%

CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 2016 26% 34% 11% 9% 20%
2014 18% 39% 20% 9% 14%
2012 25% 31% 17% 9% 19%
2010 26% 43% 12% 3% 15%
2008 26% 30% 17% 6% 21%

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 2016 16% 12% 4% 2% 65%
2014 17% 13% 4% 2% 64%
2012 15% 7% 2% 0% 75%
2010 13% 11% 5% 1% 69%
2008 10% 9% 2% 1% 78%

* in 2006-2010 this question was asked as “Education on woter issues and water conservation progroms.”

When combining the somewhot and very satisfied responses, there has been little change in residential customers’ satisfaction levels with the reliability and
availability of water to homes, drainage of wastewater, quality of drinking water, condition of water lines throughout the City, and the ease of navigating and
finding information on the Water Authority’s website.

Since 2012, when 84% of residents said they were somewhat or very satisfied with education on water issues, there has been a decline, in that currently just
under three-quarters (73%) of residents are very or somewhat satisfied with education on water issues. Some of this may be attributed to the fact that residents
are less likely to have an opinion (17% in 2016 compared to 10% in 2012).

Similarly, there has also been a decline since 2012 in the percentage of residents who are very satisfied with water conservation programs {32% currently
compared to 43% in 2012). Conversely, there has been a slight increase in the percentage of residents who say they are satisfied with the condition of sewer
lines throughout the City {65% currently compared to 60% in 2014).
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COMMERCIAL:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY
QuaALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION
ToTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE “VERY SATISFIED”
VeRY | SOMEWHAT | SOMEWHAT VEerY Don'T Know/
SATISFIED | SATISFIED DISSATISFIED DISSATISFIED Won't Say

RELIABILITY AND AVAILABILITY OF WATER TO YOUR BUSINESS _ 88% 10% 2% - -
RELIABLE DRAINAGE OF WASTEWATER FROM YOUR BUSINESS TO THE CITY SEWER LINE . 69% 22% 2% 2% 5%
QUALITY OF DRINKING WATER e e 45% 23% 13% 8% 12%

| WATER CONSERVATION PROGRAMS 44% 20% 6% 3% 27%
EDUCATION ON WATER ISSUES o 15 41% 25% 6% 4% 25%
CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF
OVERFLOWS/BACKUPS YOU OBSERVE AT THE CITY SEWER LINES OR MANHOLES 35% 36% 11% 3% 14%
{(DOES NOT INCLUDE RUNOFF OR DRAINAGE TO STORM SEWERS/STREETS)
CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS 31% 29% 17% 79% 15%
YOU OBSERVE
EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 21% 13% 6% 1% 59%

Commercial customers were asked if they are very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied with the various aspects of the
services they receive from the Water Authority regarding quality, reliability, infrastructure, and conservation programs.

Nearly all commercial customers are very or somewhat satisfied with the reliability and availability of water to their businesses (98%), as well as reliable
drainage of wastewater from their businesses to the City sewer line (91%}).

Approximately two-thirds of commercial customers are satisfied with the condition of sewer lines throughout the City (71%), the quality of drinking water
(68%), and education on water issues (66%).

Approximately six-in-ten commercial customers are satisfied with water conservation programs {(64%} and the condition of water lines throughout the City

{60%).

When it comes to the ease of navigating and finding information on the Water Utility Authority’s website, one-third (34%) of commercial customers express
satisfaction, while 7% are dissatisfied. It should be noted that the majority {59%) of commercial customers did not offer an opinion.
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COMMERCIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY
QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION
ToTat COMMERCIAL SAMPLE (N=100)
RANKED 8Y HIGHEST PERCENTAGE 2016 “VERY SATISFIED"”
Very SOMEWHAT SOMEWHAT VERY Don'T KNow/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WON'T SaY

RELIABILITY AND AVAILABILITY OF WATER TO YOUR BUSINESS 2016 88% 10% 2% - -
2014 92% 7% 1% - -
2012 84% 14% 1% - 1%
2010 88% 12% - - -
2008 83% 17% - - -
2006 88% 10% - - 2%

RELIABLE DRAINAGE OF WASTEWATER FROM YOUR BUSINESS TO THE CITY SEWER LINE 2016 69% 22% 2% 2% 5%
2014 75% 22% 1% 1% 1%
2012 72% 21% 2% - 5%
2010 81% 16% 3% - 1%
2008 66% 23% 7% 2% 2%

QUALITY OF DRINKING WATER 2016 45% 23% 13% 8% 12%
2014 51% 22% 9% 2% 17%
2012 48% 32% 9% 3% 9%
2010 48% 25% 11% 7% 10%
2008 50% 23% 15% 5% 7%
2006 48% 35% 4% 2% 11%

WATER CONSERVATION PROGRAMS 2016 44% 20% 6% 3% 27%
2014 43% 21% 10% - 26%
2012 32% 35% 6% - 28%

EDUCATION ON WATER ISSUES™ 2016 41% 25% 6% 4% 25%
2014 47% 26% 4% 2% 21%
2012 37% 33% 6% - 25%
2010 35% 28% 5% - 31%
2008 32% 25% 9% 7% 28%
2006 31% 29% 3% 2% 35%
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COMMERCIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY (CONTINUED)
QuALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION
ToTAL COMMERCIAL SAMPLE {N=100)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT VERY Don'T Know/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WON'T SAY

CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFLOWS/BACKUPS YOU

OBSERVE AT THE CITY SEWER LINES OR MANHOLES {DOES NOT INCLUDE RUNOFF OR DRAINAGE TO STORM

SEWERS/STREETS) 2016 35% 36% 11% 3% 14%
2014 39% 29% 5% 4% 23%
2012 36% 28% 6% 5% 26%
2010 37% 34% 4% 2% 23%
2008 27% 36% 9% 8% 21%

CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 2016 31% 29% 17% 7% 15%
2014 24% 32% 23% 9% 13%
2012 19% 30% 19% 15% 18%
2010 28% 36% 11% 12% 12%
2008 16% 43% 19% 8% 15%

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY’S WEBSITE 2016 21% 13% 6% 1% 59%
2014 25% 17% 2% 0% 57%
2012 12% 19% 2% 0% 67%
2010 10% 9% 1% 0% 80%
2008 3% 5% 2% 2% 88%

* In 2006-2010 this question was osked as "Education on water issues ond water conservation progroms.”

Among commercial customers, there has been an increase in the percentage of customers who say they are somewhat or very dissatisfied with the quality of
drinking water. However, the percentage who says they are somewhat or very satisfied with the condition of water sewer lines throughout the City has

increased over the past four years.

Further, since the 2014 study, there has been a decrease in the percentage of commercial customers who are somewhat or very satisfied with ease of navigating

and finding information on the Water Authority’s website (34% currently compared to 42% in 2014).

Some caution must be taken when comparing the results of the commercial customers overtimes due to the relatively small sample size {(n=100) and associated

high margin of sampling error.
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SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING EFFECTIVENESS
RESIDENTIAL TOTAL SAMPLE (N=500)
COMMERCIAL TOTAL SAMPLE {N=100)
RANKED BY HIGHEST PERCENTAGE RESIDENTIAL “VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT VERY DON'T Know/
SATISRED SATISFIED DISSATISFIED DISSATISFIED WOoN'T Say
EFFECTIVENESS TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES
RESIDENTIAL 46% 26% 6% 4% 19%
COMMERCIAL 53% 23% 9% 1% 15%
EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME FOR RESTORATION OF SERVICE
RESIDENTIAL 29% 34% 9% 2% 26%
COMMERCIAL 43% 24% 4% 2% 26%
EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS AND RESPONSE TIME FOR
RESTORING SERVICE
RESIDENTIAL 26% 32% 7% 2% 33%
COMMERCIAL 40% 22% 7% 0% 31%
RESIDENTIAL CUSTOMERS CommMERCIAL CUSTOMERS

Seven-in-ten (72%) residential customers report satisfaction with the
effectiveness of the Water Authority to control odors from sewer lines and
treatment facilities (46% are very satisfied), while just one-in-ten report
dissatisfaction. Those living within City limits (73%) are more likely to be
satisfied than those living outside City limits (57%).

Sixty-three percent of residential customers report satisfaction concerning the
effectiveness of the Water Authority to repair leaks and response time for
restoration of service (29% are very satisfied). It should be noted that over
one-quarter (26%) of residential customers did not offer an opinion.

When it comes to responding to overflow or backup problems and response
time for restoring service, 58% of residential customers report either being
somewhat (32%) or very satisfied (26%) with the effectiveness of the Water
Authority; however, it is important to note that one-third {33%) of residential
customers have no opinion on this issue.

Three-quarters {76%) of commercial customers report satisfaction regarding
the effectiveness of the Water Authority to control odors from sewer lines
or treatment facilities, while one-in-ten express dissatisfaction.

Two-thirds (67%)} of commercial customers report satisfaction with the
effectiveness of the Water Authority to repair leaks and response time for
restoration of services; however, 26% did not offer an opinion.

Approximately six-in-ten (62%) commercial customers report they are
somewhat satisfied (22%) or very satisfied (40%) with the effectiveness of the
Water Authority to respond to overflows or backups and response time for
restoring service. It should be noted that 31% of commercial customers did
not offer an opinion.

RESEARCH & POLLING, INC.
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RESIDENTIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING EFFECTIVENESS
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY SATISFIED”
Very SOMEWHAT SOMEWHAT VERY Don'T Know/
SATISFIED SATISFIED DISSATISFIED | DISSATISFIED Won'T Say

EFFECTIVENESS TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES 2016 46% 26% 6% 4% 19%
2014 40% 34% 5% 3% 18%
2012 43% 25% 6% 3% 24%
2010 56% 25% 4% 1% 14%
2008 48% 28% 5% 3% 16%

EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME

FOR RESTORATION OF SERVICES 2016 29% 34% 9% 2% 26%
2014 32% 35% 7% 4% 22%
2012 31% 29% 8% 3% 29%
2010 32% 32% 7% 1% 28%
2008 26% 29% 4% 4% 37%

EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS

AND RESPONSE TIME FOR RESTORING SERVICE 2016 26% 32% 7% 2% 33%
2014 25% 32% 5% 3% 35%
2012 25% 27% 7% 1% 40%
2010 31% 25% 5% 2% 39%
2008 24% 24% 4% 3% 45%

As shown above, over time there have been relatively small fluctuations in residents’ satisfaction levels with various attributes regarding effectiveness to control
odors from sewer lines or treatment facilities, to repair leaks and response time for restoration of service, and to respond to overflows or backups and response

time for restoring service.
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COMMERCIAL TRACKING:
SATISFACTION WiTH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING EFFECTIVENESS
TOTAL COMMERCIAL SAMPLE {N=100)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT VERY Dow't Know/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED Won'T Sar

EFFECTIVENESS TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES 2016 53% 23% 9% 1% 15%
2014 59% 24% 3% 1% 14%
2012 50% 33% 4% 2% 12%
2010 45% 32% 9% 3% 11%
2008 44% 33% 10% 3% 11%

EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME

FOR RESTORATION OF SERVICES 2016 43% 24% 4% 2% 26%
2014 50% 19% 8% 4% 20%
2012 41% 34% 3% 1% 22%
2010 33% 24% 1% - 42%
2008 42% 29% 7% 4% 19%

EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS

AND RESPONSE TIME FOR RESTORING SERVICE 2016 40% 22% 7% 0% 31%
2014 49% 17% 3% 2% 29%
2012 30% 29% 1% - 41%
2010 32% 27% - - 41%
2008 32% 32% 7% 3% 27%

Since the 2012 study, commercial customers are slightly less likely to say they are somewhat or very satisfied with the effectiveness of the Water Authority to
control odors from sewer lines or treatment facilities (76% currently compared to 83% in 2014 and 2012).
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SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING BILLING
RESIDENTIAL TOTAL RESPONSES (N=477)
COMMERCIAL TOTAL SAMPLE (N=100)
'RANKED BY HIGHEST PERCENTAGE RESIDENTIAL “VERY SATISFIED” _ oy
VERY SOMEWHAT SOMEWHAT VERY DON'T KNOWI
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WoN'T Say
BILLING PAYMENT OPTIONS
RESIDENTIAL 56% 31% 4% 2% 7%
COMMERCIAL 60% 23% 2% 1% 15%
UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH
RESIDENTIAL 49% 34% 4% 4% 8%
COMMERCIAL 65% 23% 2% 0% 10%
BILLING STATEMENT ACCURACY
RESIDENTIAL 46% 36% 7% 4% 7%
COMMERCIAL 61% 25% 0% 1% 12%
RESIDENTIAL CUSTOMERS ComMMERCIAL CUSTOMERS

When it comes to billing, residential customers express high levels of
satisfaction, as nearly nine-in-ten (87%) report satisfaction regarding billing
payment options, while only 6% express dissatisfaction. Further,
approximately eight-in-ten residential customers express satisfaction
regarding understanding the bill format and water usage graph {83%) and
billing statement accuracy (82%).

It should be noted that residents of the Valley/Downtown area (35%) are less
likely to be very satisfied with billing statement accuracy than those in the
Mid-Heights (59%), Far Heights (45%), and Westside (51%) regions.

Similar to residential customers, commercial customers also express high
levels of satisfaction regarding billing. In fact, nearly nine-in-ten (889%)
commercial customers say they are satisfied with understanding the bill
format and water usage graph, and 86% say they are satisfied with billing
statement accuracy. Further, over four-fifths (83%) of commercial customers
say they are either somewhat (23%} or very satisfied (60%) with billing
payment options.
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RESIDENTIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING BILLING
TOTAL RESIDENTIAL RESPONSES (N=477)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY SATISFIED”
VERY SOMEWHAT SOMEWHAT Very Don'T Know/
SATISFIED SATISFIED DISSATISFIED DASSATISFIED Won'T Say

BILLING PAYMENT OPTIONS 2016 56% 31% 4% 2% 7%
2014 57% 32% 2% 2% 7%
2012 58% 24% 2% 2% 15%
2010 63% 29% 1% 0% 7%
2008 57% 28% 3% 1% 11%
2006 55% 27% 3% 1% 14%

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH 2016 49% 34% 4% 4% 8%
2014 52% 38% 3% 1% 6%
2012 59% 28% 5% 1% 8%
2010 56% 35% 3% 1% 5%
2008 56% 30% 5% 1% 7%

BILLING STATEMENT ACCURACY 2016 46% 36% 7% 4% 7%
2014 53% 38% 2% 2% 4%
2012 57% 31% 4% 2% 7%
2010 61% 31% 3% 1% 4%
2008 54% 33% 5% 3% 5%
2006 53% 36% 4% 1% 5%

As shown above, there has been little significant variation in residents’ satisfaction with billing payment options; however, the percentage of residential
customers who say they are somewhat or very sotisfied has decreased when it comes to understanding the bill format and water usage graph, as well as billing
statement accuracy.
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COMMERCIAL TRACKING:
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
REGARDING BILLING
TOTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE 2016 "VERY SATISFIED”
Very SOMEWHAT SOMEWHAT VERY Don'T Know/
SAMISFIED SATISFIED DISSATISFIED | DISSATISFIED WON'T Say

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH 2016 65% 23% 2% - 10%
2014 72% 17% 5% - 7%
2012 59% 28% 5% 1% 8%
2010 56% 35% 3% 1% 5%
2008 56% 30% 5% 1% 7%

BILLING STATEMENT ACCURACY 2016 61% 25% 0% 1% 12%
2014 65% 25% 2% - 8%
2012 57% 31% 4% 2% 7%
2010 61% 31% 3% 1% 4%
2008 54% 33% 5% 3% 5%
2006 53% 36% 4% 1% 5%

BILLING PAYMENT OPTIONS 2016 60% 23% 2% 1% 15%
2014 72% 15% 3% 1% 10%
2012 58% 24% 2% 2% 15%
2010 63% 29% 1% 0% 7%
2008 57% 28% 3% 1% 11%
2006 55% 27% 3% 1% 14%

As shown above, there has been little significant variation in commercial customers’ satisfaction with billing payment options; however, it should be noted that
the percentage of commercial customers who say they are very satisfied with each aspect regarding billing has declined since the 2014 study.
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100%

CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QQUESTIONS
WITH A WATER/SEWER BILL IN THE PAST TWO YEARS

80%

83% 80%

60%

40%
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@ RESIDENTIAL CUSTOMERS {N=477) & COMMERCIAL CUSTOMERS {N=100}
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As shown above, 17% of residential customers and 20% of commercial customers say they have contacted the Water Authority about problems or questions

with a water bill within the last two years.
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'MEANS OF COMMUNICATION WITH WATER AUTHORITY
- AMONG THOSE WO CONTACTED THE WATER AUTHORITY
RESIDENTIAL COMMERCIAL
RESPONSES RESPONSES
(n=80) {n=20)

SPOKE WITH EMPLOYEE ON THE PHONE 76% 86%
SPOKE WITH EMPLOYEE IN PERSON 17% 41%
USED WATER UTILITY WEBSITE 7% -
USED WATER UTILITY'S VOICEMAIL SERVICE 6% 4%
USED E-MAIL 1% 5%
NOT SURE (VOLUNTEERED) 1% -
COMMUNICATED IN SOME OTHER WAY = 4%

NoOTE: PERCENTAGES EXCEED 100% DUE TO MULTIPLE RESPONSES

Residential and commercial customers were asked, in their recent dealings with the Water Authority, if they had spoken directly to an employee either over
the phone or in-person, or if they communicated by a different means, such as e-mail, voicemail, or the Water Utility’s website.

The vast majority of residential (76%) and commercial (86%) customers who have contacted the Water Authority say they have spoken with a Water Authority
employee on the phone, while approximately one-fifth {17%) of residential and two-fifths {41%) of commercial customers spoke with an employee in person.
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OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN

CONTACTING THE WATER AUTHORITY
AMONG THOSE WHO HAVE CONTACTED THE WATER AUTHORITY

60%

53%

13%

0%

EXCELLENT Gooo Fair POOR VERY POOR

& RESIDENTIAL CUSTOMERS (N=71) B COMMERCIAL CUSTOMERS (N=19)

Residential and commercial customers who have contacted a Water Authority service representative in the past two years were asked if the overall customer
service they received was excellent, good, fair, poor, or very poor. Seven-in-ten (69%) residential customers rate the service they received as good (33%) or
excellent (36%). Fourteen percent of residential customers gave a foir rating, and 16% gave a poor (3%) or very poor (13%) rating.

Among commercial customers that have contacted the Water Utility Autharity in the past two years, 85% give a rating of good {32%) or excellent (53%), while
11% give a fair rating and just 4% give a poor rating.

It should be noted that only seventy-one residential customers and nineteen commercial customers who were surveyed had spoken with a customer service
representative.
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OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN CONTACTING THE UWATER AUTHORITY
AMONG RESIDENTIAL CUSTOMERS WHO HAVE CONTACTED THE WATER AUTHORITY
TRACKING

100%

80%

60%

] 50%

EXCELLENT GooD FAIR Poor VERY POOR DK/WS

2006 {n=125) ® 2008 (n=107) 2010 {n=129} ® 2012 (n=125) m 2014 (n=97) m 2016 (n=71)

Overall, there has been a decrease in the percentage of residential customers who give a good or excellent rating to the customer service representative they
spake with {69% currently compared to 79% in 2014)}. Further, 13% of residential customers gave a very poor rating to the customer service representative they
spoke with, indicating this may be an area that should be further investigated by the Water Authority. That begin said, it should be noted that, over the past six
studies, this question was asked among a small sample of customers, Thus, results should be viewed with caution as the variation may be explained by sampling
error.
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SATISFACTION WITH THE CUSTOMER SERVICE REPRESENTATIVES ON KEY ATTRIBUTES

AMONG THOSE WHO HAVE EXPERIENCE WITH CUSTOMER SERVICE REPRESENTATIVES
RANKED BY HIGHEST PERCENTAGE 2016 RESIDENTIAL “VERY SATISFIED”

VERY SOMEWHAT  SOMEWHAT VERY ; D&m‘rm[
SATISFIED SATISHED DISSATISFHED  DISSATISFIED Won'T Sar
COURTESY OF THE CUSTOMER SERVICE REPRESENTATIVE
RESIDENTIAL RESPONSES (N=71) 51% 29% 3% 12% 5%
COMMERCIAL RESPONSES (N=19) 80% 11% - 4% 5%
KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTIONS OR RESOLVE YOUR ISSUES
RESIDENTIAL RESPONSES (N=71}) 37% 29% 13% 16% 4%
COMMERCIAL RESPONSES (N=19) 82% 10% 4% 4% -
LENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REPRESENTATIVE
RESIDENTIAL RESPONSES (N=71) |  24% 41% 12% 10% 15%
CoMMERCIAL RESPONSES (N=19) 58% 20% 11% - 12%

Residential and commercial customers who have had an experience with Water Authority customer service representatives in the last two years were asked to
rate their overall satisfaction with various services.

Four-in-five (80%) residential customers say that they are satisfied with the courtesy of the customer service representative, with the majority (51%) of
respondents saying they are very satisfied. Fifteen percent of respondents say they are dissatisfied with the courtesy of the customer service representative.
Among commercial customers, satisfaction levels are higher, with 91% expressing satisfaction with the courtesy of the customer service representative (80% say
they are very satisfied).

Two-thirds (66%) of residential customers say they are satisfied with the customer service representatives’ knowledge and ability to answer questions or
resolve issues, with 37% who say they are very satisfied. However, it should be noted that three-in-ten {29%) residential respondents express dissatisfaction
with the customer service representatives’ knowledge and ability to answer questions or resolve issues. Again, satisfaction levels are higher among commercial
customers, as 92% express satisfaction with the customer service representatives’ knowledge and ability to answer questions or resolve issues, while just 8% say
they are dissatisfied.

Finally, residential and commercial customers were asked about their level of satisfaction regarding the length of wait to speak with a customer service
representative. Just under two-thirds (65%) of residential respondents say they are satisfied with the length of the wait they experienced, while nearly one-
quarter {22%) express dissatisfaction. Among commercial respondents, 78% express satisfaction, while 11% say they are dissatisfied with the length of wait to
speak to a customer service representative.
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RESIDENTIAL:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES
TOTAL RESIDENTIAL SAMPLE {N=500)
RANKED BY HIGHEST PERCENTAGE "VERY IMPORTANT”
Very NoT AT Al
IaPORTANT IMPORTANT Don'T Know/
5 4 3 2 1 WON'T Say Mean t

| PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 81% 13% 4% 1% 1% 1% 4.7
| THE QUALSTY OF TREATED WATER RETURNED BACK TO THE RIVER 65% 18% 10% 1% 1% 5% 4.5

INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 64% 22% 9% 2% 2% 2% 4.5

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 63% 20% 12% 1% 1% 4% 4.5

ENFORCING LAWS ON WATER WASTE . 60% 17% 13% 3% 4% 2% 4.3

BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 56% 23% 12% 3% 2% 3% 4.3

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT F

OR WILOLIFE ANO 55%  24%  15% 2% 1% 3% 43

VEGETATION IN THE RIO GRANDE CORRIDOR

MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD-

—" 46% 23% 17% 5% 6% 2% 4.0

¥ THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 1. THE Don't Know/Won't Say
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

Residential customers were asked to rate the importance of various water programs and services using a five-point scale where a score of five means very
important and a score of one means not at afl important. Overall, the vast majority of residential customers rate each of the various water programs and services
as important.

Ninety-four percent of residential customers place a high priority on providing a long-term water supply for future generations. In fact, 81% of residential
respondents say this is very important (a score of 5). It should be noted that females (87%) compared to males (74%) and Hispanics (87%) compared to Anglos
(77%) are more likely to say providing a long-term water supply for future generations is very important.

OVER FOUR-FIFTHS OF RESIDENTIAL CUSTOMERS ALSO SAY THE FOLLOWING ARE IMPORTANT {A SCORE OF 4 OR 5):

e |nvesting in the repair and replacement of old water and sewer lines (86%)

o Those on the Westside (72%) and those living outside City limits {75%) are more likely than others to say this is very important
s The quality of treated water returned back to the river {83%)

o Those ages 18 to 64 (68%) and those earning over $75,000 {74%) are more likely than others to say this is very important
e Reusing treated waste water to irrigate public spaces (83%)

o Those with a graduate degree (70%) are more likely than others to say this is very important
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BETWEEN APPROXIMATELY SEVEN-IN-TEN AND EIGHT-IN-TEN RESIDENTIAL CUSTOMERS RATE EACH OF THE FOLLOWING AS IMPORTANT (A SCORE OF 4 OR 5):

s Balancing pepulation and economic growth with our water availability (79%)
o Females (60%) and those in the Mid-Heights (63%) region are more likely than others to say this is very important
s Balancing customer water demand with protection of habitat for wildlife and vegetation in the Rio Grande corridor (79%)
o Females {63%)} and younger residents are more likely than others to say this is very important
* Enfarcing laws on water waste (77%)
o Those on the Westside (68%) are mare likely than others to say this is very important
e Making water available to attract and keep high-tech industries that offer good paying jobs (69%)
© Hispanics (54%), those ages 35 to 49 (59%), those in the Valley/Downtown area (56%), renters {57%)}, and those of lower socio-economic status
are more likely than others to say this is very important
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RESIDENTIAL TRACKING:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY IMPORTANT”
Very NoT AT AL
IMPORTANT IMPORTANT Don't Know/
5 4 3 2 1 Won'T Say Meant
PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 2016 | 81% 13% 4% 1% 1% 1% 4.7
2014 85% 10% 4% 1% 1% 0% 4.8
2012 81% 12% 5% 1% 1% 1% 4.7
2010 78% 13% 4% 2% 2% 1% 4.7
2008 84% 11% 3% - 1% 1% 4.8
2006 82% 11% 3% 2% 1% - 4.7
THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 2016 | 65% 18% 10% 1% 1% 5% 4.5
2014 65% 18% 8% 2% 1% 6% 4.5
2012 64% 18% 7% 3% 2% 8% 4.5
2010 62% 20% 8% 2% 1% 6% 4.5
2008 64% 19% 9% 2% 2% 4% 4.5
INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 2016 | 64% 22% 9% 2% 2% 2% 4.5
2014 64% 24% 7% 1% 2% 2% 4.5
2012 61% 25% 11% 2% 1% 1% 4.4
2010 59% 25% 9% 2% 3% 2% 4.4
2008 64% 19% 9% 2% 2% 4% 4.5
2006 51% 31% 14% 1% 1% 2% 43
REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 2016 63% 20% 12% 1% 1% 4% 4.5
2014 70% 16% 9% 1% 2% 2% 4.5
2012 67% 20% 6% 2% 2% 3% 4.5
2010 67% 18% 9% 2% 2% 2% 4.5
2008 67% 16% 8% 3% 4% 3% 4.5
2006 64% 21% 9% 1% 2% 1% 4.4
ENFORCING LAWS ON WATER WASTE 2016 | 60% 17% 13% 3% 4% 2% 4.3
2014 63% 19% 10% 3% 4% 1% 4.3
2012 61% 20% 11% 5% 2% 1% 4.3
2010 62% 21% 11% 2% 2% 1% 4.4
2008 67% 18% 8% 3% 3% * 4.5
2006 64% 22% 8% 4% 3% 1% 4.4

+ THE MEAN SCORE IS DERIVED BY TAXING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1, THE DON'T Know/WoN'T Say

RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.
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RESIDENTIAL TRACKING:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES (CONTINUED)

TOTAL RESIDENTIAL SAMPLE {N=500)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY IMPORTANT”

Very Nor At Au
IMPORTANT IMPORTANT Don'T Know/
5 4 3 2 1 Won'y Say Meant
BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 2016 | 56% 23% 12% 3% 2% 3% 4.3
2014 | 69% 18% 7% 3% 1% 3% 45
2012 | 61% 21% 9% 2% 4% 3% 4.4
2010 ] 57% 23% 8% 4% 7% 1% 4.2
2008 | 58% 22% 11% 3% 2% 4% 4.4
2006 | 62% 25% 10% 0% 2% 1% 4.5
BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND
VEGETATICN IN THE RI0 GRANDE CORRIDOR 2016 | 55% 24% 15% 2% 1% 3% 4.3
2014 | 48% 22% 17% 4% 7% 3% 4.0
2012 | 48% 24% 16% 6% 6% 1% 40
2010 | 38% 24% 25% 2% 9% 3% 38
2008 | 38% 19% 23% 8% 9% 4% 3.7
2006 | 39% 27% 22% 5% 4% 3% 39
MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD-
PAYING JOBS 2016 | 46% 23% 17% 5% 6% 2% 4.0
2014 | 57% 17% 19% 2% 3% 3% 4.3
2012 | 54% 18% 18% 4% 6% 0% 4.1
2010 | 46% 30% 13% 3% 7% 1% 4.0
2008 | 31% 26% 24% 9% 9% 2% 3.6
2006 | 33% 30% 25% 5% 6% 1% 3.8

¥ THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 1, THE DON'T KNOwW/WON'T SaY
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN,

Generally speaking, the perceived importance of many of the water conservation and environmental issues tested has remained fairly stable. However, when it
comes to enforcing laws on water waste, balancing population and economic growth with water availability, and making water available to attract and keep
high-tech industries that offer good-paying jobs, residential customers are slightly less apt to say these issues are important compared to the 2014 study, which
represents an all-time high since tracking began.

RESEARCH & POLLING, INC.
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COMMERCIAL:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES
ToTAL COMMERCIAL SAMPLE (N=100}
RANKED BY HIGHEST PERCENTAGE "“VERY IMPORTANT”
Viny NoT ATALL
[MPORTANT IMPORTANT Don't Know/
5 4 3 2 1 Won'T Say Mean t

PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 85% 11% 4% 0% 0% 0% 4.8
BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 77% 11% 11% 0% 2% 0% 4.6
THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 75% 12% 7% 1% 1% 5% 4.7
INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 72% 22% 4% 2% 0% 1% 4.6
ENFORCING LAWS ON WATER WASTE 72% 11% 9% 2% 1% 6% 4.6
REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 70% 15% 5% 2% 5% 3% 4.5
MAKING WATER AVAILABLE TO ATTRA DK H-TECH INDUSTRIES T -

ING CT AND KEEP HIGH-TEC S THAT OFFER GOOD 64% 17% 13% 4% 1% 1% 4.4
PAYING JOBS
BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND
VEGETATION IN THE R10 GRANDE CORRIDOR i &% B% e 1% 2% e

1 THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE, THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DON'T KNOw/WON'T SAY
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

Commercial customers were also asked to rate the importance of various water programs and services using a five-point scale where a score of five means very
important and a score of one means not at all important.

Similar to residential customers, the vast majority of commercial customers rate providing a long-term water supply for future generations {96%) as important.
Further, the vast majority of commercial customers also rate investing in the repair and replacement of old water and sewer lines (94%} as important.

BETWEEN APPROXIMATELY EIGHT-IN-TEN AND NINE-IN-TEN COMMERCIAL CUSTOMERS ALSO RATE THE FOLLOWING AS IMPORTANT {A SCORE OF FOUR OR FIVE):

e Balancing population and economic growth with water availability * Making water available to attract and keep high-tech industries that
(88%) offer good paying jobs {81%)

e The quality of treated water returned back to the river (87%) » Balancing customer water demand with protection of habitat for

® Reusing treated wastewater to irrigate public spaces (85%) wildlife and vegetation in the Rio Grande corridor (80%)

e Enforcing laws on water waste (83%)
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COMMERCIAL TRACKING:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES
ToTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE 2016 "VERY IMPORTANT”
Very NotrAr AL
IMPORTANT IMPORTANT Don'r Know/
5 4 3 2 1 WON'T Say Meant
PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 2016 85% 11% 4% 0% 0% 0% 4.8
2014 | 88% 4% 4% 1% 0% 3% 4.8
2012 86% 8% 3% 1% 2% 0% 4.8
2010 79% 17% 2% 2% 0% 0% 4.7
2008 78% 12% 6% 1% 2% 1% 4.7
2006 84% 12% 4% 0% 0% 0% 4.8
BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 2016 | 77% 11% 11% 0% 2% 0% 4.6
2014 69% 18% 7% 3% 1% 3% 4.5
2012 61% 21% 9% 2% 4% 3% 4.4
2010 57% 23% 8% 4% 7% 1% 4.2
2008 58% 22% 11% 3% 2% 4% 4.4
THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 2016 75% 12% 7% 1% 1% 5% 4.7
2014 59% 18% 12% 2% 2% 8% 4.4
2012 62% 25% 10% 1% 1% 1% 4.5
2010 66% 20% 10% 0% 1% 4% 4.6
2008 55% 19% 11% 5% 1% 9% 4.3
INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 2016 | 72% 22% 4% 2% 0% 1% 4.6
2014 69% 19% 7% 1% 2% 3% 4.6
2012 59% 28% 12% 0% 1% 0% 4.4
2010 59% 20% 17% 2% 1% 2% 4.4
2008 62% 26% 6% 2% 2% 2% 4.5
2006 | 46% 40% 12% 1% 0% 1% 4.3
ENFORCING LAWS ON WATER WASTE 2016 | 72% 11% 9% 2% 1% 6% 4.6
2014 63% 17% 11% 4% 5% 1% 4.3
2012 63% 15% 12% 2% 6% 2% 4.3
2010 59% 19% 12% 2% 7% 1% 4.2
2008 59% 14% 19% 4% 3% 1% 4.2

 THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE 1S ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 1. THE DON'T KNOW/WoON'T Say

RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

RESEARCH & POLLING, INC.
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COMMERCIAL TRACKING:
PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES (CONTINUED)

ToTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE 2016 “VERY IMPORTANT”

Veay Nor AT A
IMPORTANT IMPORTANT Down't Know/
5 4 3 2 1 ‘WoN'T Say Mean t
REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 2016 70% 15% 5% 2% 5% 3% 4.5
2014 66% 15% 9% 5% 5% 1% 4.3
2012 69% 17% 9% 3% 2% 0% 4.5
2010 72% 13% 11% 2% 2% 1% 45
2008 70% 16% 8% 3% 2% 1% 4.5
2006 62% 22% 10% 2% 2% 2% 4.4
MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD-
PAYING JOBS 2016 | 64% 17% 13% 4% 1% 1% 4.4
2014 57% 17% 19% 2% 3% 3% 43
2012 54% 18% 18% 4% 6% 0% 4.1
2010 46% 30% 13% 3% 7% 1% 4.0
2008 31% 26% 24% 9% 9% 2% 3.6
2006 33% 30% 25% 5% 6% 1% 38
BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND
VEGETATION IN THE R10 GRANDE CORRIDOR 2016 § 57% 23% 8% 9% 1% 2% 4.3
2014 48% 22% 17% 4% 7% 3% 4.0
2012 48% 24% 16% 6% 6% 1% 4.0
2010 38% 24% 25% 2% 9% 3% 3.8
2008 38% 19% 23% 8% 9% 4% 3.7
2006 39% 27% 22% 5% 4% 3% 3.9

1 THE MEAN SCORE 15 DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPGRTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE 1S ASSIGNED A VALUE OF 1. THE DON'T KNow/WON'T SaY
AESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

Overall, commercial customers are more apt to say several of the water conservation and environmental issues are important compared to past studies, such as
investing in the repair and replacement of old water and sewer lines, enforcing laws on water waste, making water available to attract and keep high-tech
industries that offer good paying jobs, and balancing customer water demand with the protection of habitat for wildlife and vegetation in the Rio Grande
corridor.
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RESIDENTIAL:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES
{SuMMARY TABLE)
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE “STRONGLY AGREE”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY Don't Know/
AGREE AGREE DISAGREE DISAGREE WON'T Say
| FOLLOW THE “WATER BY THE NUMBERS” PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE. 52% 19% 3% 4% 22%
THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW MUCH WATER TO USE. 42% 34% 12% 8% 4%
HOUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAY TO MONITOR THEIR WATER USE. 40% 32% 13% 8% 8%
WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY | PAY. 38% 40% 10% 7% 4%
THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO MUCH WATER. 35% 26% 21% 14% 4%
TER IS A SCARCE RESOURCE, WATER HOULD BE DESIGNED TO REFLECT THE VALUE OF WATER IN QUR
BECAUSE WA , WATER RATES SHOUL 32% 40% 15% 8% 5%
DAILY LIVES.
TES SHOULD BE INCRE OF PROVIDING A RELIABLE W PLY FOR FUTURE
WATER RA CREASED TO COVER THE COST A ATER SUPPLY FO 20% 35% 21% 21% 3%
GENERATIONS.
S SHOULD BE INCR COSTS TO TREAT AND DELIVER WATER T HOMES AND
WATER RATE CREASED TO COVER THE TRUE R 0 OUR HO 18% 38% 21% 19% a%
BUSINESSES.
WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION., 11% 23% 28% 35% 2%

Residential customers were asked if they strongly agree, somewhat agree, somewhat disagree, or strongly disagree with various statements regarding water

rates and services.

Nearly eight-in-ten {78%) residential customers either somewhat (40%) or strongly agree (38%) the water and sewer services are a good value for the amount of
money they pay. Of note, those residing in the Far Heights region (74%), those outside City limits (70%), and renters (72%) are less likely than others to agree the

water and sewer services are a good value for the amount of money they pay.

OVER SEVEN-IN-TEN RESIDENTIAL CUSTOMERS AGREE WITH THE FOLLOWING:

e The cost of water is an important factor for me when deciding how much water to use (76%)

o Females {81%), Hispanics (82%), and those living outside City limits (85%) more likely than others to agree

¢ Households would conserve more water if they had an easier way to monitor their water use (72%)

o Those earning less than $35,000 (80%) and those earning over $75,000 (77%) are more likely than others to agree
e Because water is a scarce resource, water rates should be designed to reflect the value of water in our daily lives (72%)

o Females {(78%), Hispanics (78%), and younger residents are more likely than others to agree

e | follow the Water by the Numbers program when setting my irrigation schedule (71%)

o Females (74%), older residents, homeowners (75%), and those of higher socio-economic status are more likely than others to agree

RESEARCH & POLLING, INC.
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APPROXIMATELY THREE-FIFTHS OF RESIDENTIAL CUSTOMERS AGREE WITH THE FOLLOWING:

e There should be strong financial penalties for people who use too much water (61%)

o Females {68%), those ages 50 and older (66%), and homeowners {64%) are more likely than others to agree
e Water rates should be increased to cover the true costs to treat and deliver water to our homes and businesses {56%)
e Water rates should be increased to cover the cost of providing a reliable water supply for future generations {55%)

o Those earning over $75,000 (77%) and those with a graduate degree (67%) are more likely than others to agree

Approximately one-third (34%) of residential customers strongly {11%) or somewhat (23%) agree water rates should be increased to encourage water
conservation; however, the majority (63%) disagree (35% strongly disagree). Interestingly, those ages 18 to 34 {40%), those in the Mid-Heights {41%), those
within City limits (35%), and those of higher socio-economic status are more likely to agree water rates should be increased to encourage water conservation.
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RESIDENTIAL TRACKING:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES
{SumMMARY TABLE)
TOTAL RESIDENTIAL SAMPLE (N=500}
RANKED BY HIGHEST PERCENTAGE 2016 “STRONGLY AGREE”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY DoN'T Kuow/
AGREE AGREE DISAGREE DiSAGREE WON'T Say

| FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING

MY IRRIGATION SCHEDULE 2016 52% 19% 3% 4% 22%
2014 60% 17% 4% 5% 14%
2012 62% 16% 4% 6% 12%

THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW

MUCH WATER TO USE 2016 42% 34% 12% 8% 4%
2014 44% 32% 14% 8% 2%
2012 43% 32% 14% 10% 0%

HOUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAY TO MONITOR THEIR

WATER USE 2016 40% 32% 13% 8% 8%
2014 50% 32% 9% 6% 3%
2012 45% 30% 12% 7% 7%

WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY | PAY 2016 38% 40% 10% 7% 4%
2014 42% 45% 6% 4% 3%
2012 43% 41% 9% 4% 2%
2010 51% 38% 5% 3% 3%
2008 41% 45% 7% 5% 3%
2006 41% 46% 5% 3% 4%

THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE

TOO MUCH WATER 2016 35% 26% 21% 14% 4%
2014 42% 32% 13% 11% 2%
2012 41% 30% 14% 12% 3%

BECAUSE WATER IS A SCARCE RESOURCE, WATER RATES SHOULD BE DESIGNED TO REFLECT THE

VALUE OF WATER IN OUR DAILY LIVES 2016 32% 40% 15% 8% 5%
2014 30% 44% 13% 7% 6%
2012 30% 37% 14% 15% 4%
2010 28% 43% 19% 8% 2%
2008 30% 42% 11% 12% 6%
2006 28% 36% 18% 12% 7%

RESEARCH & POLLING, INC.
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RESIDENTIAL TRACKING:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES (CONTINUED)
{SummaRy TABLE)
TOTAL RESIDENTIAL SAMPLE (N=500)
RANKED BY HIGHEST PERCENTAGE 2016 “STRONGLY AGREE"”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY DON'T KNGW]
AGREE AGREE DISAGREE DISAGREE WON'TSay

WATER RATES SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A RELIABLE WATER

SUPPLY FOR FUTURE GENERATIONS 2016 20% 35% 21% 21% 3%
2014 25% 42% 18% 13% 2%
2012 25% 34% 18% 19% 3%
2010 19% 39% 27% 13% 2%
2008 20% 39% 17% 19% 5%
2006 16% 35% 25% 20% 5%

WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER WATER

TO OUR HOMES AND BUSINESSES 2016 18% 38% 21% 19% 4%
2014 20% 43% 21% 11% 4%
2012 21% 32% 20% 23% 5%
2010 19% 37% 24% 18% 3%
2008 24% 39% 14% 19% 3%
2006 21% 36% 18% 12% 7%

WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION 2016 11% 23% 28% 35% 2%
2014 14% 24% 31% 30% 2%
2012 12% 23% 22% 39% 4%
2010 11% 22% 29% 37% 1%
2008 11% 26% 25% 35% 2%
2006 12% 28% 22% 35% 3%

Overall, residential customers’ agreement levels with several of the statements about water rates and services have declined since the 2014 study:
e There should be strong financial penalties for people who use too much water (-13 percentage points)
e Water rates should be increased to cover the cost of providing a reliable water supply for future generations (-12 percentage points)
s Households would conserve more water if they had an easier way to monitor their water use (-10 percentage points)
e Water and sewer services are a good value for the amount of money they pay (-9 percentage points).
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COMMERCIAL:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES
(SuMmMARY TABLE)
ToTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE “STRONGLY AGREE”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY DON'T Know/

AGREE AGREE DISAGREE DISAGREE WoN'TSaY
| FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE 59% 14% 3% 2% 21%
WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY | PAY 50% 34% 9% 5% 3%
BECAUSE WATER IS A SCARCE RESOURCE, WATER RATES ULD BE DESIGNED TO REFLECT THE VALUE OF WATER IN

' s ~ 41% 35% 14% 10% 1%

OUR DAILY LIVES
HOUSEHOLDS WOULD CONSERVE MORE WATER (F THEY HAD AN EASIER WAY TO MONITOR THEIR WATER USE 41% 35% 8% 6% 9%
THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO MUCH WATER 38% 30% 18% 9% 6%
THE COST OF WATER 1S AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW MUCH WATER TO USE 34% 30% 23% 12% 2%
WATER RATES SHOULD BE INCREASED TO ENCOURAGE THE COST OF PROVIDING A RELIABLE WATER SUPPLY FOR

28% 35% 24% 12% 1%
FUTURE GENERATIONS
WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER WATER TO OUR HOMES AND

31% 35% 19% 12% 4%
BUSINESSES
WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION 13% 28% 29% 29% 1%

Commercial customers were also asked if they strongly agree, somewhat agree, somewhat disagree, or strongly disagree with various statements regarding
water rates and services. Over eight-in-ten (84%) commercial customers either somewhat (34%) or strongly agree {50%) the water and sewer services are a good
value for the amount of money they pay.

APPROXIMATELY THREE-QUARTERS OF COMMERCIAL CUSTOMERS AGREE WITH THE FOLLOWING:

e Households would conserve more water if they had an easier way to monitor their water use (76%)
e Because water is a scarce resource, water rates should be designed to reflect the value of water in our daily lives {(76%)
e | follow the Water by the Numbers program when setting my irrigation schedule (73%)

APPROXIMATELY TWO-THIRDS OF COMMERCIAL CUSTOMERS AGREE WITH THE FOLLOWING:

There should be strong financial penalties for people who use too much water (68%)

Water rates shouid be increased to cover the true costs to treat and deliver water to our homes and businesses (66%)
The cost of water is an important factor for me when deciding how much water to use {64%)

Water rates should be increased to cover the cost of providing reliable water supply for future generations {63%)

Approximately two-fifths of commercial customers strongly (13%) or somewhat (28%) agree water rates should be increased to encourage water conservation;
however, the majority (58%) disagree (29% strongly disagree).

RESEARCH & POLLING, INC.
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COMMERCIAL TRACKING:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES
{SummaRy TABLE)
ToTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE 2016 “STRONGLY AGREE”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY DDN'TKNOWI
AGREE AGREE DISAGREE DISAGREE WON'T Say
1 FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING
MY IRRIGATION SCHEDULE 2016 59% 14% 3% 2% 21%
2014 50% 10% 3% 6% 31%
2012 41% 10% 3% 5% 42%
WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY | PAY 2016 50% 34% 9% 5% 3%
2014 44% 39% 12% 1% 4%
2012 44% 46% 4% 2% 5%
2010 45% 37% 9% 4% 5%
2008 50% 33% 9% 5% 2%
2006 28% 61% 7% 2% 2%
BECAUSE WATER IS A SCARCE RESOURCE, WATER RATES SHOULD BE DESIGNED TO REFLECT THE
VALUE OF WATER IN OUR DAILY LIVES 2016 41% 35% 14% 10% 1%
2014 34% 46% 11% 8% 1%
2012 34% 41% 7% 16% 3%
2010 30% 42% 13% 11% 4%
2008 28% 39% 16% 16% 2%
2006 31% 53% 6% 6% 4%
HOUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAY TO MONITOR THEIR
WATER USE 2016 41% 35% 8% 6% 9%
2014 53% 34% 6% 4% 3%
2012 41% 35% 15% 7% 3%
THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO
USE TOO MUCH WATER 2016 38% 30% 18% 9% 6%
2014 41% 38% 10% 8% 3%
2012 37% 30% 17% 14% 3%
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COMMERCIAL TRACKING:
CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES (CONTINUED)
{SUMMARY TABLE)
TOTAL COMMERCIAL SAMPLE (N=100)
RANKED BY HIGHEST PERCENTAGE 2016 “STRONGLY AGREE”
STRONGLY SOMEWHAT SOMEWHAT STRONGLY Don't KNDWI
AGREE AGREE DISAGREE DISAGREE WON'T Say

THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING

HOW MUCH WATER TO USE 2016 34% 30% 23% 12% 2%
2014 42% 33% 12% 9% 4%
2012 36% 32% 12% 18% 3%

WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER WATER

TO OUR HOMES AND BUSINESSES 2016 31% 35% 19% 12% 4%
2014 39% 36% 10% 13% 2%
2012 37% 35% 12% 13% 4%
2010 32% 39% 10% 13% 6%
2008 20% 44% 14% 21% 2%
2006 33% 47% 11% 6% 3%

WATER RATES SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A RELIABLE WATER

SUPPLY FOR FUTURE GENERATIONS 2016 28% 35% 24% 12% 1%
2014 36% 42% 14% 7% 1%
2012 34% 41% 12% 11% 3%
2010 27% 36% 17% 19% 1%
2008 44% 12% 19% 22% 4%
2006 31% 53% 6% 6% 4%

WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION 2016 13% 28% 29% 29% 1%
2014 23% 30% 20% 25% 2%
2012 16% 28% 23% 34% 0%
2010 16% 21% 20% 42% 1%
2008 16% 30% 18% 36% 2%
2006 19% 41% 19% 19% 2%

Commercial customers are more likely to agree they follow the “Water by the Numbers” program when setting my irrigation schedule (73% currently compared
to 60% in 2014 and 51% in 2012); however, generally speaking, when it comes to the various statements regarding water rate increases, commercial customers

are less apt to agree than in previous studies.

RESEARCH & POLLING, INC.
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CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT CLIMATE CHANGE AND THE WATER UTILITY
TOTAL SAMPLE
STRONGLY SOMEWHAT SOMEWHAT STRONGLY DoN'T Know/
AGREE AGREE DHSAGREE DISAGREE WoON'T SaY
THE WATER UTILITY SHOULD PLAN AND TAKE THE NECESSARY STEPS TO ENSURE THAT OUR COMMUNITY HAS SAFE, ADEQUATE SUPPLIES OF WATER FOR THE NEXT 10 TO 40 YEARS.
2016 ReSIDENTIAL SAMPLE (N=500) 71% 20% 3% 2% 4%
2016 COMMERCIAL RESPONSES (N=100) 67% 28% 0% 2% 2%
THE IMPACT OF CLIMATE CHANGE ON THE WATER CYCLE WILL MAKE IT MORE DIFFICULT FOR THE WATER UTILITY TO MEET OUR COMMUNITY’S
WATER NEEDS IN THE NEXT 10 7O 40 YEARS.
2016 RESIDENTIAL SAMPLE (N=500) 32% 27% 14% 12% 15%
2016 COMMERCIAL RESPONSES (N=100) 27% 31% 15% 16% 11%
FUTURE EXTREME WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY'S ABILITY TO PROVIDE SAFE, HEALTHY DRINKING WATER.
2016 RESIDENTIAL SAMPLE (N=500) 25% 32% 12% 12% 19%
2016 ComMmERCIAL RESPONSES (N=100) 20% 31% 17% 14% 18%
RESIDENTIAL CUSTOMERS COMMERCIAL CUSTOMERS

Residential customers were asked if they strongly agree, somewhat agree,
somewhat disagree, or strongly disagree with various statements regarding
climate change and the Water Utility.

Approximately nine-in-ten {91%) residential customers either somewhat
(20%) or strongly (71%) agree the Water Utility should plan, and take the
necessary steps, to ensure that our community has safe, adequate supplies
of water for the next ten to forty years.

The majority of residential customers at least somewhat agree the impact of
climate change on the water cycle will make it more difficult for the Water
Utility to meet our community’s water needs in the next ten to forty years
(59%) and that future extreme weather events will negatively impact the
Water Utility’s ability to provide safe, healthy drinking water (57%).
However, it should be noted that nearly one-fifth of customers have no
opinion in regards to future extreme weather events negatively impacting the
Water Utility’s ability to provide safe, healthy drinking water.

Commercial customers were also asked if they strongly agree, somewhat
agree, somewhat disagree, or strongly disagree with various statements
regarding climate change and the Water Utility.

Over nine-in-ten {95%) commercial customers somewhat (28%) or strongly
(67%) agree the Water Utility should plan, and take the necessary steps, to
ensure that our community has safe, adequate supplies of water for the
next ten to forty years.

The majority of commercial customers at least somewhat agree the impact of
climate change on the water cycle will make it more difficult for the Water
Utility to meet our community’'s water needs in the next ten to forty years
{58%), while 31% disagree. Further, 51% agree that future extreme weather
events will negatively impact the Water Utility’s ability to provide safe,
healthy drinking water, while 31% disagree and 18% have no opinion.
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AMOUNT WILLING TO PAY EXTRA TO ENSURE THE COMMUNITY HAS ACCESS TO

ABUNDANT, SAFE WATER FOR THE NEXT 10 10 40 YEARS
AMONG THOSE WHO PAY A WATER OR SEWER BILL

60%

42%

NOTHING $1-85 $6-510 $11-525 MORE THAN Don't Know/
25 WON'T SAY

H RESIDENTIAL & COMMERCIAL

Residential and commercial customers were asked, in an unaided, open-ended manner, how much more they would be willing to pay each month on their
water bill to ensure the community has access to abundant, safe water for the next ten to forty years.

Over two-fifths (42%) of residential and three-in-ten (29%) commercial customers say they would not be willing to pay anything more. One-fifth (21%) of
residential and 13% of commercial customers say they would be willing to pay one to five dollars more per month.

Nine percent of residential customers and 10% of commercial customers say they would be willing to pay between $6 and $10 more per month, while 7% of
residential customers and 20% of commercial customers say they would be willing to pay $11 or more per month to ensure the community has access to
abundant, safe water for the next ten to forty years.

Of note, residential customers of higher socio-economic status are more likely than those of lower socio-economic status to be willing to pay more each month.
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CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QUESTIONS WITH A WATER/SEWER BiLL IN THE PAST TWO YEARS
AMONG THOSE WHO PAY A WATER OR SEWER BILL
QUESTION 1: HAVE YOU CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QUESTIONS WITH A WATER (SEWER) BILL WITHIN THE PAST TWO YEAR?
GENDER ETHNICITY Act HOUSEHOWD INCOME Recian
ToraL $35,001 $50,001
RESPONSES 187034 357049 501064 65Yeans | $35,000 10 10 Ovir Vaueyr/ Mip- FAR
{n=477) MaLE Femals | Hispamic  Ancio YEARS YEARS Years orOvin | onless  $50,000 $75.000 575,000 | Downtown Westsine  HugHts  HEGHTS
Yes 17% 12% 21% 17% 16% 19% 19% 16% 13% 16% 18% 15% 12% 18% 15% 14% 18%
JNoIoou'T KNOW/WON'T SAY 83% | 88% 79% | 83% 84% | B81% B1%  B84% B7% | 84% 82% 85%  88% 82% B5% B6% 82%
Epueanion LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
ToraL H.S, SOME MORE
Responses | GRaDUATE  CoueGe/ CoukGeE GRADuATE | 10YEARS 117020 THAN20 THREEOR | INSIDECITY  Ouvsine
(n=477) | orless ASSOOATE GRADUATE  DEGREE OR LESS YEARS YEARS NONE One Two MORE Lmits  Crry Limirs
YES 17% 10% 19% 16% 21% 8% 15% 19% 14% 10% 20% 18% 16% 25%
No/DON'T KNOW/WON'T sAY 83% 20% B81% 84% 75% 92% 85% 81% 86% 90% 80% 82% 84% 75%
Numser of Peoree Living In Housenoto Rent or Own Home Tyre OF HOME EMPLOYMENT
TaraL SINGLE
RESPONSES Fiveor FamiLy
{n=477) One Two THREE Four MoORE RENT Own House Omzn | Fon-Time PART-TIME  RETIRED OTHER
Yes 17% 25% 13% 18% 11% 22% 12% 17% 17% 13% 16% 17% 13% 29%
]NDIDON'T KNOW/WON'T SAY 83% 75% 87% 82% 89% 78% 88% 83% 83% 87% 84% 83% 87% 71%
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OVERALL SATISFACTION WITH SERVICE RECEIVED
AMONG THOSE WHO CONTACTED THE WATER UTILITY AUTHORITY
QuESTION 2: HOow SATISFIED WERE YOU WITH THE SERVICE YOU RECEIVED, WERE YOU VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED?
GENDER EmHNIGTY AGE HouseHotb Income REGION
ToTAL $35,001  $50,001
RESPONSES 18T034 357049 507064 65 Years | 535,000 1o 10 Over Vauey/ Mio- Fas
{n=80) Mact Femaie | Hiseamic Anco YEARS Years Years  OROvir | orless 550,000 575,000 575,000 | Downtown Wesisioe HecHts  HeGuts
VERY SATISFIED 31% 24% 36% 27% 30% 14% 22% 39% 42% 52% 8% 37% 21% 36% 17% 37% 34%
SOMEWHAT SATISFIED 36% 48% 29% 26% 51% 30% 69% 23% 16% 17% 43% 48% 50% 28% 46% 18% 43%
SOMEWHAT DISSATISFIED 14% 7% 18% 21% 7% 32% - 11% 28% 14% 19% 7% 10% 18% 19% 15% 8%
VERY DISSATISFIED 15% 21% 18% 26% 12% 24% 9% 28% 14% 17% 32% 8% 20% 18% 18% 30% 15%
EDucaTiON LENGTH OF RESIDENCY NUMBER OF CHILDREN tN HOUSEHOLD COMPONENT
ToTaL H.S. SOME MoRe
RESPONSES | GRADUATE COl.I.IGl.'I CouEGe GRADUATE| 10Years 11020 THan 20 Thrrton |iInsiot Oty OQuTsioe
(n=B0}) ORLESS  ASSOCIATE GRADUATE  DEGREE On Less YEARS YEARS INONE One Two More Lmrs  Crey Limis
VERY SATISFIED 31% | 35% 31% 24%  40% - 10% 37% | 49% - - - 31% 33%
SOMEWHAT SATISFIED 36% - 31% 57% 40% 56% 82% 26% 20% 50% 76% 42% 37% 27%
SOMEWHAT DISSATISFIED 14% 29% 18% 6% 6% - - 17% 11% 37% - 28% 13% 16%
VERY DISSATISFIED 19% 36% 20% 13% 14% 44% 8% 15% 20% 13% 24% 30% 18% 25%
NUMBER OF PEOPLE LevinG IN HOUSEHOWD ReNT OR OwN HOME TYPE OF HoME EMPLOYMENT
ToTAL Sivane
RESPONSES FIVEOR Famity
{n=B0} One Two THREE Foun Mone RENT Own House Omien | Fu-Time PArT-Tae  Renreo OTHER
VERY SATISFIED 31% 43% 35% 24% - 29% 51% 29% 33% 15% 21% 60% 37% 31%
SOMEWHAT SATISFIED 36% 31% 18% 35% 85% 49% 37% 36% 33% 73% 55% 15% 20% 24%
SOMEWHAT DISSATISFIED 14% 13% 6% 34% - 14% B 15% 15% - B% 25% 20% 16%
VERY DISSATISFIED 19% 13% 40% 7% 15% 7% 12% 20% 19% 12% 16% - 24% 29%
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MEeANS OF COMMUNICATING WITH WATER AUTHORITY
AMONG THOSE WHO CONTACTED THE WATER UTILITY AUTHORITY

QUESTION 3: IN ANY OF YOUR RECENT DEALINGS WITH THE WATER UTILITY AUTHORITY, DID YOU SPEAK DIRECTLY TO AN EMPLOYEE EITHER OVER THE PHONE OR IN-PERSON, OR WAS YOUR COMMUNICATION HANDLED ENTIRELY 8Y ANOTHER
MEANS SUCH AS E-MAIL, VOICEMAIL OR THE WATER UTILITY'S WEBSITE?

GENDER Etvmicaty Act HouseHowo INCOME Recon
TotaL $35,001 550,001
RESPONSES 187034 357049 507064 65Years | $35,000 TO ] Ovir Vauey/ Mip- FAR
{v=80) Mae  Female | Hiseanic  Anclo | Years YEARS Yeans oOrOven | omiess  $50,000 $75,000 575,000 | Downtoww Westsioe Hoomms  Hoears
SPOKE WITH EMPLOYEE ON THE PHONE 76% 72% 78% 76% 79% 67% 72% 80% 82% 81% 80% 77% 79% 81% 71% 81% 71%
SPOKE WITH EMPLOYEE IN PERSON 17% 20% 15% 16% 10% 21% 10% 26% 7% 19% 9% 23% 4% 21% 12% 26% 12%
LSED WATER UTILITY WEBSITE 7% 4% 8% 3% 10% - 18% 4% - - - - 21% 5% 6% - 12%
USED UTILITY'S VOICEMAIL SERVICE 6% 7% 5% 13% - 12% 9% - 6% - 11% 16% - - 17% - 8%
USED E-MAIL 1% - 1% - - - - - 4% - - - 5% - - 2%
NoT SURE (VOLUNTEERED) 1% 2% - - 2% - - - 5% - - - - - - - 2%
Epucanon LENGTH OF RESIDENCY NUMBER OF CHILDREN tN HOUSEHOLD COMPONENT
TotaL H.S. Some MoRe
REspONSES | GRADUATE COLLEGE/ CousGe GRADUATE| 10Yeans 111020 Tuan20 TureeoR |Insie Gy Oursioe
{n=80) ORLESS ASSOOATE GRADUATE Decree | ORrLess YEARS Yeans Nowe One Two MoRE Lmms  Cory Limms
SPOKE WITH EMPLOYEE ON THE PHONE 76% 66% 72% 89% 78% | 100% 62% T7% 76% B85% 63% 72% 76% 76%
SPOKE WITH EMPLOYEE IN PERSON 17% 43% 7% 11% 25% - 10% 19% 14% 15% 12% 28% 15% 24%
USED WATER UTILITY WEBSITE 7% B 10% - 14% - 28% 3% 3% - 24% 14% 6% 9%
USED UTILITY'S VOICEMAIL SERVICE 6% - 15% - - - - 7% 8% - - - 7% -
USED E-MAIL 1% - - - - - - 1% 2% - - - 1% -
[Nor suRe {VoLunTeerep) 1% = . 3% . = = 1% : - - 1% 2
NUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OwnN HomE Tvre OF HOME EMPLOYMENT
ToTaL SINGLE
RESPONSES FveEOR FamiLy
(n=80) One Two THREE Four More Rent OwnN House Ovner | Fut-Time  PART-Time  RENRED OTHER
SPOKE WITH EMPLOYEE ON THE PHONE 76% | 76%  71%  79% 100% 68% | 54% 79% | 76% 73% | 0% S7% 79% 91%
SPOKE WITH EMPLOYEE IN PERSON 17% 16% 24% 16% - 14% 20% 16% 18% - 14% 49% 27% -
USED WATER UTILITY WEBSITE 7% 5% E 7% - 25% - 7% 7% - 15% - - -
USED UTILITY'S VOICEMAIL SERVICE 6% 9% 7% 5% - - 25% 3% 5% 15% 6% - 4% 9%
USED E-MAIL 1% - 2% B - - - 1% 1% - - - 3% -
|Nor sure (VorunTeeren) 1% 2% E - = - 5 1% - 12% - - 3% =
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OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN CONTACTING THE WATER UTILITY AUTHORITY
AMONG THOSE WHO SPOKE WITH AN EMPLOYEE ON THE PHONE OR [N PERSON
QuesTioN 4: OVERALL, HOW WOULD YOU RATE THE CUSTOMER SERVICE REPRESENTATIVE YOU SPOKE TO WHEN CONTACTING THE WATER UTILITY? WOULD YOU SAY THEY WERE EXCELLENT, GOOD, FAIR, POOR, OR VERY POGR?
GENDER ETHNICTY AGE HOUSEHOLD INCOME REGIHON
Tora $35,001  $50,001
RespONSES 1BT034 3571049 5071064 65 Years | 535000 10 10 OvER Vauer/ Mip- FAR
{w=71) MaALE FEMALE | HISPANIC  ANGLO YEARS YEARS Years  onOven | conless 550,000 575,000 675,000 | Downtown Westsine  HeigHTs  HEWGHTS
EXCELLENT 36% 42% 33% 37% 33% 47% 23% 35% 35% 36% 38% 38% 30% 27% 25% 52% 44%
GOOD 33% 23% 39% 23% 43% 31% 50% 22% 45% 33% 345% 22% 32% 41% 33% 30% 30%
Fasr 14% 24% 8% 17% 14% 14% 15% 15% 8% 9% 18% 17% 15% 11% 34% - 9%
Poor 3% - 5% 8% - 8% - 3% 4% 7% - 9% - 9%, - - 2%
VERY POOR 13% 10% 14% 12% 9% - 12% 22% 7% 15% 10% 10% 23% 10% 8% 18% 15%
|Don's know/won'T sav 1% 2% - 2% - - - 2% - - - 4% - 2% - - -
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHDLD COMPONENT
ToTaL H.S, Some MoRe
Respomses | GRapuave  Cource/ CowrGe GRapuare | 10Years 117020 Tman20 THrReeOR [ InsipeCrry  Qursine
{n=71} | OrLEss AsSOCATE GRADUATE DEGReE | ORLESS YEARS Years Nowe OnE Two MoRe Limirs  Cory Limms
|EXCELLENT 36% 49% 41% 36% 21% 28% - 42% 56% 65% - - 40% 17%
Gooo 33% - 31% 34% 57% 28% 71% 28% 23% 22% S0% 34% 32% 38%
Fair 4% 23% 13% 17% 3% - 17% 14% 8% - 35% 28% 15% 10%
Poor 3% = 4% 9% = - - 4% 9% - - = 1% 16%
VERY POOR 13% 28% 12% 4% 16% 44% 12% 11% 5% 13% 15% 30% 11% 19%
DON'T KNOW/WON'T SAY 1% - - - 4% - - 1% - - - 8% 1% -
Numeer of PeopLE Living In HOUSEHOLD ReEnT o Own HOME Tyre of HomE EsrLommenT
Torat SINGLE
RESPONSES FIvEOR Famuy
[n=71) ONE Two THREE FOUR More Rent Owni House OTHER | Futt-TimE PART-TIME REVRED  OTHER
EXCELLENT 36% 26% 46% 58% - 31% 60% 34% 35% 59% 24% 62% 27% 51%
Goop 33% 45% 19% 20% 85% 26% 25% 34% 35% - 43% 13% 27% 32%
Fair 14% 17% 16% S s 30% - 15% 12% 41% 14% 25% 17% 6%
Poor 3% . 2% 15% - - - 4% 4% - 3% - 8% -
VERY POOR 13% 13% 17% 7% 15% 9% 16% 12% 13% - 13% o 20% 11%
DoON'T KNOW/WON'T SAY 1% - - - - 5% - 1% 1% - 2% - - -
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SATISFACTION WITH THE CUSTOMER SERVICE REPRESENTATIVE ON KEY ATTRIBUTES:
KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTIONS OR RESOLVE YOUR ISSUE
AMONG THOSE WHO SPOKE WITH AN EMPLOYEE ON THE PHONE OR [N PERSON

QUESTION 5: SPECIFICALLY, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT
DISSATISFIED, OR VERY DISSATISFIED. KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTIONS OR RESOLVE YOUR ISSUE.

GENDER ETHNiCITY AGE HouseHOLD INCOME ReGion
ToraL $35,001 550,001
RESPONSES 187034 357049 S50T064 65Years | 535,000 10 T0 Over Vauey/ Mip- FAR
(n=71) MALE Femme | Hispamic  ANGLO YEARS YEARS Years  oOnOvir | orless  $50,000 575,000 $75,000 | Downtown WestsIDE  HEGHTS  HEIGHTS
VERY SATISFIED 37% 36% 38% 28% 45% 25% 34% 40% 39% 48% 26% 45% 19% 42% 23% 39% 42%
SOMEWHAT SATISFIED 29% 32% 28% 24% 32% 39% 34% 22% 33% 21% 38% 33% 40% 26% 26% 37% 24%
SOMEWHAT DISSATISFIED 13% 17% 11% 28% 3% 22% 12% 11% 12% 7% 23% 18% . 18% 8% 13% 12%
VERY DISSATISFIED 16% 10% 19% 14% 15% - 12% 27% 16% 15% 13% 4% 41% 15% 16% 11% 21%
DON'T KNOW/WON'T 5AY 4% 6% 4% 6% 5% 14% 8% - - 9% - - - - 27% - -
Epucanon LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD CompoNENT
TotaL H.S. Same Maore
Responses | GRADUATE  CourGe/ COurGe GRADUATE | 10Years 117020  THan 20 THREEOR {InswECITY  OuTsiDe
(n=71) ORLESS  ASSOOATE GRADUATE  DEGREE On LEss YEARS YEARS Nowe One Two MoORre umrs Gy Limers
'VERY SATISFIED 37% 35% 33% 36% 54% 28% 26% 40% 52% - 32% 18% 38% 33%
SOMEWHAT SATISFIED 29% - 31% 51% 24% 28% 63% 24% 26% 35% 37% 24% 31% 23%
SOMEWHAT DISSATISFIED 13% 23% 20% 9% - - - 16% 12% 52% - - 12% 16%
VERY DISSATISFIED 16% 28% 16% 4% 22% 44% 12% 15% 10% 13% 31% 30% 13% 28%
|Dow'T know/woN'T saY 4% | 15% - . - - - 5% - - - 28% | 5% -
Numper oF PEQPLE LviNG IN HOUSEHOLD RenT On Own Home TvpPE OF HOME EMPLOYMENT
TaraL SINGLE
RESPONSES FIVEOR FasmiLy
(n=71) Ome Two THREE Foun MoRe RENT Own House Omer | Fu-Time  PART-TiME  REDRED OTHER
VERY SATISFIED 3% 45% 42% 15% 32% 46% 62% 35% 39% - 30% 50% 37% 41%
SOMEWHAT SATISFIED 29% 33% 27% 25% 32% 27% 16% 31% 29% 41% 42% 10% 19% 24%
SOMEWHAT DISSATISFIED 13% 10% 7% 45% - - - 14% 11% 59% 3% . 27% 24%
VERY DISSATISFIED 16% 12% 24% 15% 15% 9% 22% 15% 17% - 20% 15% 17% 11%
|Don'T kNOW/WON'T saY 4% - - - 20% 17% - 5% 5% - 5% 25% - -
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SATISFACTION WITH THE CUSTOMER SERVICE REPRESENTATIVE ON KEY ATTRIBUTES:

COURTESY OF THE CUSTOMER SERVICE REPRESENTATIVE
AMONG THOSE WHOQ SPOKE WITH AN EMPLOYEE ON THE PHONE OR IN PERSON

QUESTION 6: SPECIFICALLY, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT
DISSATISFIED, OR VERY DISSATISFIED, COURTESY OF THE CUSTOMER SERVICE REPRESENTATIVE.

GENDER ETHNICITY AGE HousEHOLD INCOME REGION
TotaL $35,001  $50,001
RESPONSES 187034 357049 5071064 65Yeans | $35,000 T0 Y0 Over Vauev/ Mip- Far
(N=72) MaLe FEmALE | HSPANIC  ANGLO YeARS YEARS Years  orOver | orless  $50,000 575,000 5$75,000 | Dowwrtown WestsioE  HeigHts  HeiGHTs
VERY SATISFIED 51% 53% 50% 44% 57% a40% 40% 54% 68% 58% 47% 50% 56% 44% 47% 63% 55%
SOMEWHAT SATISFIED 29% 34% 26% 30% 28% 25% 40% 27% 25% 18% 43% 37% 21% 30% 19% 26% 30%
SOMEWHAT DISSATISFIED 3% - 5% - 4% - 6% 4% - - - . 12% . . - 10%
VERY DISSATISFIED 12% 5% 16% 18% 6% 22% 5% 14% 7% 15% 10% 9% 11% 23% 8% 11% 5%
Don't know/won'T say 5% 7% 4% 8% 5% 14% 8% 2% - 9% - 4% - 2% 27% - -
EDUCATION LENGTH OF RESIDENCY NumBser Of CHiLOREN IN HOUSEHOLD COMPONENT
TaraL H.S. SoME More
ResponsEs | GRADUATE Couwece/ COUEGE GRADUATE| 10Yeans 1171020 THANZD THREEOR | InstoECry QuTsIDE
[n=71) onless  AssoOATE GRADUATE  Decree | onless Yeans Years Nowe OnE Two MOoRE Umms  Crry Limms
VERY SATISFIED 51% 43% 55% 47% 62% 28% 38% 55% 66% 14% 31% 34% 54% 38%
SOMEWHAT SATISFIED 29% 9% 33% 43% 19% 28% 50% 26% 26% 50% 53% - 28% 34%
SOMEWHAT DISSATISFIED 3% - 4% - 9% - - 4% - - - 16% 4% -
VERY DISSATISFIED 12% 33% 7% 10% 7% 44% 12% 10% 9% 37% 15% 14% 9% 28%
DON'T KNOW/WON'T SAY 5% 15% - - 4% . - 6% - - - 35% 6% .
Numser oF PEOPLE LVING |n HOUSEHOLD ReNT OR Own HOME Tyre OF HOME EMPLOYMENT
ToraL SINGLE
RESPONSES Five or FamiLy
{nN=71) One Two THREE Four MaoRre RENT Own House Otver | Ful-Time PART-TIME  RETRED  OTHER
VERY SATISFIED 51% 63% 63% 28% 15% 57% 68% 49% 54% - 48% 75% 45% 45%
SOMEWHAT SATISFIED 29% 30% 20% 43% 49% 12% 16% 30% 25% 100% | 29% - 41% 33%
SOMEWHAT DISSATISFIED 3% - 5% - 15% - - 3% 3% - 4% - 7% -
VERY DISSATISFIED 12% 7% 12% 29% - 9% 16% 12% 13% - 13% - 6% 22%
DON'T KNOW/WON'T SAY 5% E - - 20% 22% - 6% 5% - 6% 25% - -
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SATISFACTION WITH THE CUSTOMER SERVICE REPRESENTATIVE ON KEY ATTRIBUTES:
LENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REPRESENTATIVE
AMONG THOSE WHO SPOKE WITH AN EMPLOYEE ON THE PHONE OR IN PERSON
QUESTION 7: SPECIFICALLY, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT
DISSATISFIED, OR VERY DISSATISFIED. LENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REPRESENTATIVE.
GENDER EtHriaty AGE HOUSEHOLD INCOME Recion
TataL $35,001  $50,001
ReEsPONSES 181034 351049 507064 65 Yeans | $35,000 10 o Oven Vauey/ Mio- FAR
(w=71) Mae Femate | Hspamc  AnGlO Years YEARS Years oxOvir | onless  $50,000 $75,000 575,000 | Downtown Westsioe Heans  Heears
VERY SATISFIED 24% 21% 25% 18% 25% 18% 17% 26% 29% 29% 3% 28% 30% 22% 25% 32% 20%
SOMEWHAT SATISFIED 41% 41% 40% 40% 44% 0% 42% 38% 45% 40% 69% 39% 26% 38% 22% 48% 51%
SOMEWHAT DISSATISFIED 12% 13% 11% 10% 17% 14% 15% 8% 16% 6% 11% 13% 21% 8% 11% 12% 9%
VERY DISSATISFIED 10% 5% 12% 11% 4% 8% 12% 12% 4% 8% 10% 9% 23% 11% 8% - 17%
|Don't KNOW/WON'T 5aY 15% 20% 11% 20% 11% 20% 14% 17% 5% 17% 8% 11% - 21% 35% 7% 2%
EDUCATION LENGTH OF RESIDENCY Numpen DF CHILDREN IN HOUSEHOLD COMPONENT
Tatal H.S5. Some Mone
Responses | GRapuaTE CousGe/ CousGE GRADUATES 10Years 117020 THAN20 THree o | Insme Gy OuTsioe
{n=71) ORLESS  ASSOOATE GRADUATE  DEGREE OR Less YeARs Years Nowe One Two Morg Umrs Gy Limirs
VERY SATISFIED 24% 17% 20% 36% 25% - 12% 27% 39% 14% - 16% 22% 30%
SOMEWHAT SATISFIED 41% 27% S51% 35% 35% 74% 46% 37% 35% 35% 50% 18% 44% 25%
SOMEWHAT DISSATISFIED 12% 15% 12% 17% 6% 26% 17% 10% 2% 24% 34% - 14% -
VERY DISSATISFIED 10% 19% 4% 9% 16% - 12% 10% 10% 13% - 30% 6% 28%
Don't KNOW/WON'T SAY 15% 23% 13% 3% 18% - 13% 16% 14% 15% 16% 35% 14% 17%
Numeer OF PeoreLe LiviNG In Housenoln RenT OR OwWN HOME Tyre OF HOME EMPLOTMENT
ToraL SINGLE
RESPONSES FrveoR FamiLy
{N=71} One Two THREE Four MORE RenT Own House Omer | FULL-TIME  PART-TiME  RETIRED OTHER
VERY SATISFIED 24% 20% 27% 16% 15% 41% 60% 20% 25% - 31% 34% 16% 16%
SOMEWHAT SATISFIED 41% 58% 32% 40% 49% 16% 25% 42% 40% 59% 26% 41% 40% 61%
SOMEWHAT DISSATISFIED 12% 19% 7% 14% - 12% - 13% 10% 41% 12% - 12% 17%
VERY DISSATISFIED 10% - 14% 15% 15% 9% 16% 9% 10% - 15% - 10% 6%
DON'T KNOW/WON'T SAY 15% 3% 20% 16% 20% 22% - 16% 15% - 17% 25% 22% -
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SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:

BILLING STATEMENT ACCURACY
AMONG THOSE WHO PAY A WATER/SEWER BILL

QuESTION B: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOL! RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.

BILLING STATEMENT ACCURACY.
GENDER Emniamy AGE HOUSEHOLD INCOME ReGION
TavaL 535,001 550,001
RESPONSES 187034 357049 50To64 65YEars | $35,000 T0 10 Over Vaiey/ Mip- FaR
{n=477) Mae Female | Hispanic  AnGLO YEARS YEARS YEARS orOven | onless 550,000 $75000 575,000 | DowntowN Westsioe HacHts — HEGHTS
VERY SATISFIED 46% 50% 43% 48% 48% 57% 39% 45% 50% 49% 41% 41% 58% 35% 51% 59% 45%
SOMEWHAT SATISFIED 36% 36% 36% 35% 38% 27% 47% 34% 31% 31% 31% 43% 32% 41% 33% 28% 40%
SOMEWHAT DISSATISFIED 7% 7% 7% 8% 5% 6% 8% 8% 4% 5% 16% 8% 2% 11% 5% 3% 5%
VERY DISSATISFIED 4% 2% 7% 1% 2% 7% 1% 6% 5% 8% 4% 4% 2% 5% 6% 6% 3%
|Don't know/won't say 7% 6% 7% 5% 7% 2% 5% 7% 10% 7% 8% 3% 7% 7% 5% 4% 8%
Epucarion LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPDNENT
ToTAL H.S. Some MoRe
Respomses | Grabuate Couece/ COUEGE  GRADUATE | 10YEars 117020 Than20 THReeOR | INSiDECITY  OuTsIDE
{n=a77) | orlEss ASSOOATE GRADUATE  DEGREE ORr LESS YEARS Yeanrs Nont One Two MoRe Limrs  Cory Limamrs
VERY SATISFIED 46% 52% 43% 50% 42% 35% 35% 50% 48% a47% 37% 49% 48% 37%
SOMEWHAT SATISFIED 36% 31% 39% 35% 37% 45% 49% 32% 34% 40% 50% 26% 35% 41%
SOMEWHAT DISSATISFIED 7% 7% 7% 7% 5% 4% 10% 6% 6% 9% 2% 10% 6% 8%
VERY DISSATISFIED 4% 5% 6% 1% 6% 7% - 5% 3% - 2% 13% 5% 4%
|Don'T kvOW/WON'T SAY 7% 5% 5% 7% 10% 4% 6% 7% 8% 4% 9% 3% 6% 10%
MNumeer oF PEopLe Living IN HousEHOWD Rent Or OwN HoME Trre of HoME EMPLOYMENT
ToTAL SINGLE
Responses FIVEOR Famiy
{n=477) One Two THREE Foun MoORE ReNT Own House Omen | Fun-TiMe  PART-TIME  RETIRED OmHER
VERY SATISFIED 46% 47% 50% 46% 42% 42% S55% 45% 47% 41% 47% 59% 47% 41%
SOMEWHAT SATISFIED 36% 32% 32% 2% 53% 37% 37% 36% 36% 35% 41% 20% 31% 35%
SOMEWHAT DISSATISFIED 7% 7% 7% 10% 2% B% 1% 8% 6% 11% 6% 4% 6% 10%
VERY DISSATISFIED 4% 8% 4% 4% - 7% 4% 5% 4% 5% 2% 4% 7% 7%
Don'T KNOW/WON'T SAY 7% 7% 7% 8% 4% 6% 5% 7% 7% 7% A% 13% 8% 6%
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SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
BILLING PAYMENT OPTIONS
AMONG THOSE WHO PAY A WATER/SEWER BILL

QUESTION 9: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.

BILLING PAYMENT OPTIONS.

GENDER ETHMIOTY AcE HouseHOLD INCOME Recion
TovaL $35001  $50,001
REspONSES 181034 357049 507064 65Years | $35,000 10 ] Oven Vauey/ Mip- FaR
(n=477) | Mae Femate | Hseamic  ANGLO YeARs Yeans Years orOvir | orbess  $50,000 $75000 575,000 | Downtown Westsioe Heanrs  Hoeums
VERY SATISFIED 56% 58% 54% S7% 55% 61% 52% 56% 58% 58% 54% 57% 59% 47% 57% 64% 58%
SOMEWHAT SATISFIED 31% 33% 30% 29% 33% 25% 37% 31% 28% 30% 29% 27% 32% 42% 28% 30% 26%
SOMEWHAT DISSATISFIED 4% 1% 3% 5% 3% 7% 5% 2% 2% - 7% 8% 1% 3% 2% 2% 6%
VERY DISSATISFIED 2% - 4% 4% 1% 5% 2% 1% 2% 4% 1% - 1% 3% 4% 1% 1%
|Don't know/won't say 7% 5% 9% 6% 8% 2% 3% 10%  11% 8% 10% 8% 6% 6% 8% 3% 10%
Eoucation LENGTH OF ReSIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
TotaL H.S5. SOME Monre
Responses | GRADUATE  CoutGe/ COUEGE GRADUATE | 10YEArs 117020 THan20 THREEOR | InstnE Oty QuTSIDE
{n=477) | onless ASSOOATE GRADUATE  DEGREE orLess YEARS YEARS None One Two MORE Lmrs  Crv Limms
VERY SATISFIED S6% 60% 53% 58% 56% S51% 60% 56% 54% 64% 53% 56% 57% 46%
SOMEWHAT SATISFIED 31% 29% 32% 30% 31% 36% 31% 31% 33% 25% 35% 32% 30% 43%
SOMEWHAT DISSATISFIED 4% 2% 4% 6% 3% 8% 5% 3% 3% % 7% - 3% 7%
VERY DISSATISFIED 2% 4% 1% 1% 4% 2% 1% 2% 1% 2% 2% 10% 2% -
DON'T KNOW/WON'T SAY 7% 5% 11% 5% 7% 3% 4% 8% 10% 2% 3% 3% 8% 3%
Numser oF PEOPLE LIVING IN HOUSEHOLD Renr or Own HoME Tyre OF HOME EMPLOYMENT
ToraL SINGLE
RESPONSES Fveor FamuLy
{n=477) One Two ‘THREE Four MORE RenT OwN House OTHER ] FUrL-Time  PART-TIME  RETIRED OrHER
VERY SATISFIED 56% 60% 54% 53% 61% 56% 52% 57% 56% 52% 61% 56% 55% 46%
SOMEWHAT SATISFIED 31% 29% 34% 27% 26% 35% 40% 30% 31% 29% 32% 12% 31% 35%
SOMEWHAT DISSATISFIED 4% 3% 2% 8% 8% - - 4% 3% 10% 3% 7% 1% 10%
VERY DISSATISFIED 2% 1% 1% 5% - 5% 1% 2% 2% - 1% 4% 3% 1%
DON'T KNOW/WON'T SAY 7% 8% 9% 7% 5% 4% 7% 7% 7% 10% 3% 21% 10% 6%
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SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY:
UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH
AMONG THOSE WHO PAY A WATER/SEWER BILL

CQUEeSTION 10: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED,
UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH.

GENDER ETHNICTTY AGE HOUSEHOLD INCOME REGION
ToraL $35,001 450,001
RESPONSES 181034 357049 SO0T064 65 Years | $35,000 0 ™ Over Vaueyf Mip- Fan
{n=477) MaLe Femate | Hiseame  ANGLO YeARS YEARS YEARS orOvin | oaless $50,000 575,000 575,000 | Dowwnrown WESTSIDE  HEIGHTS  HEIGHTS
VERY SATISFIED 49% 53% 46% 45% 54% 52% 49% 50% 48% 43% 46% 54% 59% 40% 48% 53% 54%
SOMEWHAT SATISFIED 34% 35% 34% 36% 32% 34% 38% 32% 32% 37% 33% 33% 30% 39% 29% 32% 36%
SOMEWHAT DISSATISFIED 4% 3% 6% 5% 3% 4% 3% 5% 6% 5% 4% 6% 4% 7% 3% 6% 2%
VERY DISSATISFIED 4% 3% 6% 3% 3% 4% 3% 6% 2% 6% 4% 3% 2% 2% 9% 4% 3%
DON'T KNOW/WON'T SAY 8% 7% 9% 11% 8% 6% 7% 7% 12% 10% 13% 4% 5% 12% 11% 4% 6%
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
ToTAL H.S. SomE MoRE
RespONSES | GRADUATE  COULEGE/ COWEGE GRADUATE | 10Years 117020 THAN20 THReEOR || Insipe Cory  Oussint
{n=477) | oRLESs ASSOCUATE GRADUATE  DEGREE OR LESS YEARS YeaRS NONE ONE Two More Limrrs iy Limms
VERY SATISFIED 49% 50% S1% 50% 49% 43% 54% 50% 47% 58% 53% 54% 50% 42%
SOMEWHAT SATISFIED 34% 30% 35% 37% 36% 42% 36% 33% 36% 29% 30% 31% 35% 32%
SOMEWHAT DISSATISFIED 4% 2% 7% 3% S% 5% 4% 1% 5% 3% - 10% 4% 4%
VERY DISSATISFIED 4% 7% 1% 3% 6% - 1% 5% 3% 3% 5% 5% 4% 8%
IDoN'T Kknow/WON'T say 8% 11% 6% 7% 4% 10% 4% 8% 10% 6% 12% . 7% 14%
NUMBER OF PEOPLE LVING IN HOUSEHOLD Rent o’ Own Home Tree of HOME EMPLOYMENT
Toray SINGLE
RespoOnSES FIVEOR FAMILY
[w=477) ONE Two THREE Four MORE Rent OwnN House OTHER ] FULL-TtME PART-TIME  RETIRED OTHER
VERY SATISFIED 49% 47% 48% 47% 56% 54% 47% 50% 50% 42% 55% 51% 48% 8%
SOMEWHAT SATISFIED 34% 36% 35% 32% 3I3% 29% 37% 34% 34% 40% 35% 19% 33% 39%
SOMEWHAT DHSSATISFIED 4% 5% 4% 6% - 6% 4% 4% 4% 5% 3% 4% 4% 7%
VERY DISSATISFIED 4% 7% 1% 7% 5% 5% 3% 4% 5% - 3% 7% 6% 2%
|Don'T know/WON'T SAY 8% 5% 10% 8% 5% 6% 9% 7% 7% 13% 4% 19% 9% 13%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
EpucaTiON ON WATER ISSUES

QUESTION 11: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
EDUCATION ON WATER ISSUES.

GENDER ETHNIOTY Age HouseHOLW INCOME ReGION
ToraL $35,001 $50,001
SAMPLE 181034 357049 507064 65 Years | $35,000 o T Oven Vausy/ Mio- FAR
(¥=500) | MawE Femate | HispaNic  ANGLO YEARS YeARs Yeans  orOver | orless  $50,000 $75,000 575,000 | Downtown Westsioe HeGHts  Heeurs

32% 31% 33% | 33% 32% 34% 27% 34% 32% 36% 26%  26% 38% 36% 22% 38% 30%

VERY SATISFIED
SOMEWHAT SATISFIED 41% 43% 39% 39% 45% 30% 55% 36% 39% 35% 39% 49% 45% 32% 49% 35% 46%
SOMEWHAT DISSATISFIED 5% 4% 5% 4% 6% 8% 3% 5% 5% 5% 4% 7% 3% 3% 3% 9% 4%
VERY DISSATISFIED 5% 4% 7% 5% 4% 2% 4% 7% 6% 7% 6% 2% 2% 8% 5% 1% 4%
DON'T KNOW/WON'T SAY 17% 18% 17% 20% 13% 26% 11% 18% 18% 16% 24% 16% 12% 21% 21% 14% 16%
EDUCATION LENGTH OF RESIDENCY NuMBER DF CHALDREN I8 HOUSEHOLD COMPONENT
TataL H.S. Some More
Sampe | GRADUATE  COuece/ CousGe GRabuaTe | 10Yeans 117020  THanZ0 THReEOR |INsiDeCTY  OuTSIDE
(N=500) | ORLESS ASSOOATE GRADUATE DEGREE | ORLess Yeans Years Nowne One Two MORE umns  CrvLimims
VERY SATISFIED 32% 41% 26% 31% 25% 32% 28% 32% 31% 27% 31% 48% 32% 29%
SOMEWHAT SATISFIED 41% 33% 42% 46% 46% 41% 53% 38% a2% 48% 45% 35% 41% 38%
SOMEWHAT DISSATISFIED 5% 1% 6% 5% 10% 6% 4% 5% 5% 6% 2% 7% 5% -
VERY DISSATISFIED 5% 7% 5% 3% 6% 4% 2% 6% 5% 5% 8% - 4% 14%
|DDN'T KNOW/WON'T SAY 17% 18% 21% 15% 14% 17% 13% 18% 18% 14% 15% 10% 17% 18%
Numstr of PEOPLE LVING [N HOUSEHOLD Rent or Own Home Tyre Of HOME EMPLOYMENT
Tota SINGLE
SAMPLE Feve OR Famiy
{1=500) OnE Twa Tunee Foun Mone Renr Own House OTHER | Fult-Time Pant-Time  Renmep OTHER
V/ERY SATISFIED 32% | 32%  35%  21% 26%  42% | 29% @ 32% | 33% 21% | 31%  25%  36%  30%
SOMEWHAT SATISFIED 41% 33% 41% 48% 46% 36% 40% 41% 42% 36% 45% 35% 33% 42%
SOMEWHAT DISSATISFIED 5% 4% 4% 8% 6% 3% 8% 4% 4% 10% 4% 6% 6% 6%
VERY DISSATISFIED 5% 7% 4% 7% 6% 3% 2% 6% 5% 3% 5% 2% 8% 3%
DON'T KNOW/WON'T SAY 17% 23% 15% 15% 16% 16% 21% 17% 16% 29% 15% 31% 17% 18%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
WATER CONSERVATION PROGRAMS

QUESTION 12: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
WATER CONSERVATION PROGRAMS.

GENDER Emniary AcE HOuSEHOLD INCOME REGION
Farm $35,001 $50,001
SaMPLE 187034 357049 SO0To64 65Yeams | $35,000 ] 10 Over Vauey/ Mip- Far
{N=500) MALE Female | Hspanic AnGo YEARS YEARS Yeans OROven | orless 550,000 $75000 575,000 | Downtown WesTsior  HeGHrs  HuGHrs
VERY SATISFIED 32% 29% 35% 32% 34% 31% 29% 35% 33% 25% 35% 34% 42% 34% 31% 29% 32%
SOMEWHAT SATISFIED 37% 43% 31% 35% 39% 35% 44% 35% 31% 36% 26% 45% 38% 30% 39% 42% 38%
SOMEWHAT DISSATISFIED 8% 8% 8% 7% 10% 8% 11% 7% 9% 12% 5% 8% 7% 8% 6% 10% 8%
VERY DISSATISFIED 6% 5% 7% 5% 6% 2% 4% 8% 7% 5% 10% 6% 2% 4% 8% 6% 6%
DON'T KNOW/WON'T SAY 17% 15% 19% 22% 11% 25% 13% 14% 20% 18% 23% 8% 12% 24% 15% 13% 15%
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
ToRL HS. SomE Monre
Sampye | GRAOUATE Couece/ Cousae GRapuate| 10Years 1171020  Tnan20 THReEOR |InsIDECAY  OuTsioE
{n=500) | ORLESS ASSOOATE GRADUATE DiGREE | oOnless YeARs YeArs Nowne One Two Morz umms  Crry Limims
VERY SATISFIED 32% 39% 30% 33% 25% 24% 36% 32% 33% 39% 34% 29% 32% 33%
SOMEWHAT SATISFIED 37% 31% 35% 42% 44% 44% 47% 33% 38% 35% 38% 44% 37% 36%
SOMEWHAT DISSATISFIED 8% 6% 9% 8% 11% 2% 6% 10% 6% 15% 10% 2% 9% 4%
VERY DISSATISFIED 6% 5% 6% 4% 9% 7% 2% 6% 6% 3% 7% 4% 5% 11%
IDDN’T KNOW/WON'T SAY 17% 19% 20% 13% 11% 23% 8% 18% 16% 8% 12% 21% 17% 16%
NumeEer OF PEQPLE LIvVING In HOUSEHOLR RENT OR OWN HOME Tvet of Home EMPLOYMENT
ToraL SINGLE
SAMPLE Frve or FamiLy
(=500} ONe Two THREE Four Mone Rent Own Houst Omher | Fun-Tove Part-Time  REVIRED OTHER
VERY SATISFIED 32% 26% 33% 34% 34% 34% 24% 34% 32% 33% 32% 31% 35% 31%
SOMEWHAT SATISFIED 37% 30% 38% 40% 37% 38% 40% 36% 36% 40% 41% 25% 32% 35%
SOMEWHAT DISSATISFIED 8% 10% 6% 13% 12% 5% 9% 8% 8% 7% 7% 7% 7% 17%
VERY DISSATISFIED 6% 8% 6% 4% 4% 6% 3% 7% 7% 2% 5% 11% 8% 2%
DON'T KNOW/WON'T SAY 17% 26% 17% 9% 14% 17% 24% 15% 17% 19% 16% 26% 17% 15%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE

QUESTION 13: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE.

GENDER ETHNICITY Act HouseHOLD INCOME Recion
ToraL $35,001  $50,001
SawE 187034 357049 5071064 65Years | $35,000 0 10 Over Vauey/ Mio- Far
(n=500) | Mae  Femau | Hseamic  Awco | Yeams YEARs Yeans  oROver | orless  $50,000 $75,000 $75,000 | Dowwtoww Westswe Hoewrs  Hoowts
VERY SATISFIED 16% 13% 19% 19% 16% 24% 23% 11% 10% 14% 15% 22% 20% 17% 14% 17% 16%
SOMEWHAT SATISFIED 12% 14% 11% 11% 13% 18% 16% 5% 7% 7% 10% 19% 15% 13% 17% 7% 14%
SOMEWHAT DISSATISFIED 4% 6% 3% 5% 3% 2% 6% 4% 4% 5% 3% 4% 3% 6% 2% 2% 5%
VERY DISSATISFIED 2% 1% 3% 1% 2% - 2% 4% 1% - 4% 6% - 2% - 5% 1%
IDDN'T KNOW/WON'T SAY 65% 66% 65% 64% 67% 56% 53% 73% 78% 73% 69% 50% 62% 62% 67% 68% 65%
Epucanon LENGTH OF RESIDENCY Numser oF CHtOREN v HOuSEHOUD COoMPONENT
TaTAL H.S, SomE Morg
Sampre | GRADUATE CoutGe/ CourGE GRADUATE | 10YeaRs 117020 THAN20 TureEOR | tusipe Cry  OuTsioe
{n=500) | ORLESS ASSOOATE GRADUATE  DEGREE OR Less YeARs YEARs None One Two More Lmirs Gty Limirs
VERY SATISFIED 16% 18% 15% 20% 12% 10% 23% 15% 13% 27% 23% 20% 17% 4%
SOMEWHAT SATISFIED 12% 6% 11% 19% 18% 19% 17% 10% 9% 19% 24% 9% 12% 20%
SOMEWHAT DISSATISFIED 4% 3% 6% 3% 4% 4% 8% 3% 5% 8% - 1% 4% 2%
VERY DISSATISFIED 2% 2% 1% 3% 2% 4% - 2% 2% 2% - 5% 2% 2%
DON'T KNOW/WON'T SAY 65% 72% 66% 55% 63% 63% 53% 69% 71% 44% 53% 66% 65% 71%
NUMBER OF PEOPLE LIVING IN HOusEHOLD RENT OR OWN HOME Tyre OF HOME EMPLOYMENT
ToraL bl
SAMPLE FiveoR Famuy
{n=500) One Two THREE Four MoRre REnT Own House Omer | FULL-TIME PART-ToaE  RETRED  OTHER
VERY SATISFIED 16% 10% 14% 24% 21% 19% 11% 17% 16% 15% 22% 9% 12% 12%
SOMEWHAT SATISFIED 12% 10% 9% 18% 20% 11% 15% 12% 13% 4% 15% 4% 7% 16%
SOMEWHAT DISSATISFIED 4% 3% 4% 10% 2% 2% 3% 4% 3% 12% 3% 6% 3% 6%
VERY DISSATISFIED 2% - 2% 2% 2% 5% 2% 2% 2% 4% 1% - 3% 4%
DON'T KNOW/WON'T SAY 65% 76% 71% 47% 55% £3% £69% 65% 66% 65% 59% 81% 75% 63%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
RELIABILITY AND AVAILABILITY OF WATER TO YOUR HOME

QUESTION 14: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILTY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
REUIABILITY AND AVAILABIUITY OF WATER TO YOUR HOMEIBUSINF_SS.

GENDER Emiriarty Ace HouseHow INcomE ReGION
ToTaL $35,001 550,001
SAMPLE 187034 357049 501064 65 Years | $35,000 0 10 Oven Vausy/ Mio- Fan
{v=500) | Mae  Femar | Hspamc  AnGlo | Years  Yeans  YEars OROvIR | omless  $50,000 $75,000 575,000 | Downtown WESTSIDE  HEGHTS  HEIGHTS
VERY SATISFIED 78% 76% 79% 76% 81% 75% 76% 81% 78% 72% 83% 74% 91% 69% 79% 81% 81%
SOMEWHAT SATISFIED 19% 22% 17% 23% 16% 25% 21% 16% 16% 24% 13% 22% 9% 26% 19% 17% 16%
SOMEWHAT DISSATISFIED 2% 1% 2% 1% 1% - 2% 2% 2% 1% 3% 3% B 4% 1% 2% -
VERY DISSATISFIED 1% - 1% - 1% - 1% 1% 1% 1% N 1% - 1% 1% 1% 1%
[PoN'T KNOW/WON'T SAY 1% . 1% * 1% - - - 3% 1% 1% 1% . 1% - - 1%
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
— H.S, Some More
SampLe | GRADUATE Coustce/ CoutGe GRADUATE| 10Years 117020 THANZD THREEOR |INSIDECHHY  OuTSIDE
{N=500) | ORLEsS ASSOOATE GRADUATE DeGree | oORLess YeARs Yeans None One Two MoRe Lmms  Crry Limirs
IVERY SATISFIED 78% 79% 78% 79% 79% 66% 76% 80% 81% 75% 80% 67% 78% 76%
SOMEWHAT SATISFIED 19% 20% 18% 19% 17% 24% 23% 18% 17% 24% 17% 28% 20% 18%
SOMEWHAT DISSATISFIED 2% 2% 2% 1% 2% 4% - 2% 1% - - 5% 1% 4%
VERY DISSATISFIED 1% - 1% 1% 2% 2% 1% % - - 2% - 1% 1%
DON'T KNOW/WON'T SAY 1% - 1% 1% - 5% 1% - o 2% - - 1%
Numeper oF Peopte Livine IN HouseHow REwnv Or OWN Home Tvee oF HOME EMPLOYMENT
Toras My
SAMPLE FIvVEOR Famy
{n=500) One Two THRee Four More RENT Own House Omven | Fun-TIME PART-TIME  RETIRED  OTHER
VERY SATISFIED 78% 77% 82% 81% 72% 71% 67% 80% 79% 63% 82% 76% 80% 68%
SOMEWHAT SATISFIED 19% 19% 15% 17% 26% 26% 28% 18% 18% 28% 16% 22% 16% 28%
SOMEWHAT DISSATISFIED 2% 3% 1% - 2% 3% 3% 1% 1% 5% 2% 2% 1% 3%
VERY DISSATISFIED 1% 1% 1% - - - - 1% 1% - * o 2% =
DON'T KNOW/WON'T 5aY 1% 1% 1% 2% - - 2% - 2 3% 1% - * 1%

* LESS THAN 1% REPORTED.
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME TO THE CITY SEWER LINE

QUESTION 15: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTIUTY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME/BUSINESS TO THE CITY SEWER LINE.

GENDER Emmory Ace Housenowd INcoME ReGion
TovaL $35,001 $50,001
SAMPLE 181034 357049 50v064 65Yeans | 535,000 0 30 Oven Vauey/ Mio- FAR
{n=500) | MaLe Femate | Hispamic  ANGLD YEARS YEARS Years onOven | orless  $50,000 575,000 $75,000 | Downvown Westsioe  HuGHts  HEGHTS
VERY SATISFIED 70% 69% 70% 68% 73% 69% 66% 74% 71% 63% 74% 73% 74% 64% 72% 9% 75%
SOMEWHAT SATISFIED 22% 25% 20% 22% 22% 15% 26% 21% 24% 24% 16% 24% 22% 27% 17% 24% 20%
SOMEWHAT DISSATISFIED 3% 2% 4% 5% 1% 9% 3% 2% 1% 8% 3% - 3% 3% 5% 3% 2%
VERY DISSATISFIED 2% 1% 2% 2% 2% 4% 2% 1% 2% 3% 1% - - 2% - 3% 2%
DON'T KNOW/WON'T SAY 3% 2% 3% 3% 3% 2% 4% 2% 2% 1% 5% 4% 1% 3% 6% 1% 2%
EDUCATION LENGTH OF REStDENCY NUMBER OF CHILDREN IN HOUSEHOWD COMPONENT
ToraL H.S. Some MoRe
Sampir | Graouate Cource/ Coutce Graouate| 10Years 117020 Than20 Tureeon | InsioeCrry  Outsine
[n=500) | ORLESS  ASSDOATE GRADUATE DEGREE | ORLESS YEARS YEARS Nowe One Two MORE Lmms  Crry Linams
VERY SATISFIED 70% 71% 71% 72% 67% 64% 65% 72% 73% 66% 66% 64% 69% 78%
SOMEWHAT SATISFIED 22% 20% 22% 21% 25% 25% 27% 21% 22% 28% 23% 27% 23% 12%
SOMEWHAT DISSATISFIED 3% 8% 2% - 1% 1% 3% 3% 1% 4% 4% 9% 3% -
VERY DISSATISFIED 2% 1% 2% 3% 3% 2% 1% 2% 2% - 2% - 2% 2%
[DON'T KNOW/WON'T SAY 3% 1% 2% 4% 3% 8% 4% 2% 2% 3% 4% - 2% 7%
NumBser oF PEOPLE LIVING IN HOUSEHOLD REnT o) Own HOoME TrreoF HOME EMPLOYMENT
ToTAL SiNGLE
SAMPLE FivE OR Famiy
{n=500} OnNEe Two THREE Foun More REnT Own House OmHen | Fuu-TiMe  PART-TIME  RETIRED OtHer
VERY SATISFIED 70% 73% 74% 63% 62% 72% 59% 72% 72% 51% 73% 66% 72% 66%
SOMEWHAT SATISFIED 22% 16% 20% 29% 27% 22% 29% 21% 20% 40% 21% 23% 21% 23%
SOMEWHAT DISSATISFIED 3% 5% 1% 4% 6% 3% 7% 2% 3% 7% 3% 4% 3% 4%
VERY DISSATISFIED 2% 4% 2% B 3% - 3% 2% 2% 2% 1% - 3% 5%
DON'T KNOW/WON'T SAY 3% 3% 2% 4% 2% 3% 2% 3% 3% - 2% 7% 2% 3%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
QuaLTy OF DRINKING WATER

QUESTION 16: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.,

QUALITY OF DRINKING WATER.
GENDER Ervmicry AGE HousEHOLD INOOME ReGion
ToTAL $35,001 550,001
SAMPLE 181034 351049 501064 65 Years | $35,000 10 10 Oven Vauey/ Mip- FaR
{w=S00) | Mae Femate | Hispamic  AnGLO Years Years Yeans OaQver | onless  $50,000 S$75000 575,000 | Downtown Westsipe  Hucuts  HegHTs
VERY SATISFIED 46% 48% 44% 52% 45% 37% 40% 52% 51% 43% 42% 50% 57% A41% 35% 52% 52%
SOMEWHAT SATISFIED 33% 35% 2% 28% 38% 39% 37% 28% 32% 35% 29% 29% 33% 30% 41% 32% 34%
SOMEWHAT DISSATISFIED 8% 6% 10% 7% 6% 13% 9% 7% 5% 8% 11% 6% 6% 12% 11% 5% 5%
VERY DISSATISFIED 7% 5% 9% 6% 6% 3% 6% 9% 8% 9% 8% 7% 2% 9% 5% 8% 7%
IDDN'T KNOW/WON'T SaY 5% 5% 6% 7% 5% 8% 8% 4% 4% 6% 9% 7% 1% 8% 8% 4% 2%
EpUCATION LENGTH OF RESIDENCY Numpzk OF CHILDREN IN HOUSEHOLD COMPONENT
— H.S. SoME MORE
SAMPLE GRADUATE CDu.!GEI ColisGe Grapuate] 10Yeans 111020 Tean20 THrREEOR | INSIDECTY OuTsiDe
{N=500) | ORLESS ASSOOATE GRADUATE DeGReE | ORLESS YEARS YEARS None ONE Two Mone Limrrs  Cory Lanairs
VERY SATISFIED 46% 49% 46% 44% 48% 35% 29% 52% 49% 49% 49% 40% 47% 41%
SOMEWHAT SATISFIED 33% 28% 31% 41% 35% 40% 3IB% 31% 2% 34% 7% 33% 33% 34%
SOMEWHAT DISSATISFIED 8% 8% 11% 5% 8% 5% 21% 6% 11% 11% 5% - 8% 8%
VERY DISSATISFIED 7% 5% 6% 5% 7% 11% 2% 7% 6% 3% 2% 5% 7% 10%
DON'T KNOW/WON'T SAY 5% 6% 6% 4% 2% 9% 11% 4% 3% 4% 7% 22% 5% 8%
Numetr OF PeorLE Ling In HOUSEHOLD Rent 0rR Own HoME Tvee oF Home EMPLOYMENT
TovaL SINGLE
SAMPLE Five OR Famuy
{N2500) One Two THREE FOUR More REnT OwN House Otier | Fu-TiME  PaRT-TIME  RETIRED OTHER
VERY SATISFIED 46% 40% 49% 51% 52% 36% 35% 48% 47% 38% 45% 40% 51% 48%
SOMEWHAT SATISFIED 33% 36% 32% 30% 31% 39% 40% 32% 34% 31% 3I7% 35% 31% 23%
SOMEWHAT DISSATISFIED 8% 6% 10% 9% 9% 3% 11% 8% 8% 12% 6% 12% 6% 15%
VERY DISSATISFIED 7% 13% 7% 6% 1% 3% 9% 7% 7% 9% 5% 5% 10% 9%
DON'T KNOW/WON'T 5AY 5% 4% 2% 3% 7% 19% 6% 5% 5% 10% 7% 8% 2% 6%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
ConDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE

QUESTION 17: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE.

GENDER Evvmamy Act HOUSEHOLD INCOME REGION
Tora $35,001 $50,001
SAMPLE 187034 357049 507064 65Years | 535,000 10 TO0 Over Vauey/ Mip- FAR
(w=500) | Ma Femate | Hspanic  Anclo YEARS YEARS Years  OROver | orless  $50,000 $75000 $75,000 | Downvown Westsioe HeGHTs  HoGHTS
VERY SATISFIED 26% 23% 28% | 31%  22% | 31% 1% 19% 26% 26% 35%  24% 24% 28% 36% 21% 22%
SOMEWHAT SATISFIED 34% 35% 33% 35% 33% 29% 35% 39% 28% 30% 32% 31% 39% 40% 34% 26% 35%
SOMEWHAT DISSATISFIED 11% 12% 11% 11% 13% 18% 4% 13% 13% 5% 9% 15% 11% 5% 4% 18% 15%
VERY DISSATISFIED 9% 9% 10% 5% 12% 8% 10% 9% 9% 12% 12% 5% 8% 9% 6% 12% 9%
DON'T KNOW/WON'T SAY 20% 21% 18% 19% 20% 13% 20% 20% 24% 22% 12% 24% 17% 19% 19% 22% 19%
EDUCATION LenGTH OF RESIDENCY NUMBER OF CHILDREN th HOUSEHOLD COMPONENT
oAl HS. SomEe More
Sampre | GRADUATE CourGe/ COUGE GRADUATE| 10Years 117020 Tvan20 THREEOR | INsiDE Cory  QuTsine
(4=500) | ORLESS ASSOOATE GRADUATE  DEGREE oR LEsS YEARS YeArs None OnNE Two MoRe Lmms  Ciry Limirs
VERY SATISFIED 26% 31% 20% 33% 22% 27% 29% 25% 22% 40% 41% 27% 25% 32%
SOMEWHAT SATISFIED 34% 35% 36% 26% 33% 22% 33% 36% 35% 32% 24% 31% 34% 37%
SOMEWHAT DISSATISFIED 11% 6% 15% 14% 12% 15% 6% 12% 13% 14% 1% 10% 12% 7%
VERY DISSATISFIED 9% 5% 12% 9% 10% 9% 11% 9% 10% - 13% 3% 10% 4%
DON'T KNOW/WON'T SAY 20% | 22% 17%  18%  24% | 26%  22% 18% | 21% 14% 21%  29% 19% 21%
Numser OF PEOPLE LIVING IN HOUSEHOLD RENT OR OwN HOME Tyre OF HOME EMPLOYMENT
Total e
SAMPLE FIvEOR FamiLy
{n=500) One Two THRte Four MoRe RENT Oown House OmHern || FULL-TiME  PART-Teme  RETIRED OTHER
VERY SATISFIED 26% 17% 24% 33% 33% 31% 27% 26% 27% 20% 27% 32% 22% 29%
SOMEWHAT SATISFIED 34% 36% 33% 33% 29% 37% 32% 34% 34% 38% 37% 15% 35% 32%
SOMEWHAT DISSATISFIED 11% 12% 14% 11% 9% 6% 10% 12% 12% 6% 10% 22% 12% 9%
VERY DISSATISFIED 9% 16% 10% 7% 1% 8% 7% 10% 10% 4% 9% 7% 9% 7%
DON'T KNOW/WON'T SAY 20% 19% 19% 16% 27% 18% 23% 19% 18% 32% 18% 23% 21% 24%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:
CONDITION OF THE SEWER LINES THROUGHOUT THE CiTY SUCH AS THE NUMBER OF OVERFLOWS/BACKUPS YOU OBSERVE AT CITY SEWER LINES OR MIANHOLES

QUESTION 18: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED,
CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFI.OWSIBACKUPS YOU OBSERVE AT CITY SEWER LINES OR MANHOLES ‘DOF_'E NOT INCLUDE RUNOFF OR DRAINAGE TO STORM SEWERS!STREETS,.

GENDER EmHmicrry AGE HouszHoLD INCOME Recion
ToTaL $35,001  $50,001
SAMPLE 1871034 357049 SO0T064 65 Years | $35,000 L ™ Over Vawey/ Mig- FaAR
{n=500) MaLe Femate | Hiseanic  AnGlLO YeARS YEARS Years  OROver | omless  $50,000 575,000 575,000 | Downtown Wiestsine  Hocuts  Heeurs
VERY SATISFIED 30% 31% 29% 33% 26% 35% 30% 26% 32% 28% 37% 25% 37% 33% 37% 19% 31%
SOMEWHAT SATISFIED 5% 37% 33% 33% 38% 27% 39% 39% 29% 38% 28% 32% 40% 35% 30% 39% 36%
SOMEWHAT DISSATISFIED 9% 6% 11% 8% 10% 9% 6% 11% 8% 7% 11% 12% 4% 9% 1% 10% 10%
VERY DISSATISFIED 6% 5% 6% 4% 5% 8% 9% 3% 3% 7% 5% 7% 4% 8% 6% 4% 5%
DON'T KNOW/WON'T SAY 21% | 20% 21% | 22% 20% | 21% 16% 20% 29% | 21% 19% 24% 14% | 15% 26% 28% 18%
Educanon LENGTH OF RESIDENCY Numner 0F CHILDREN 1N HOUSEHOW CoMPONENT
ToTAL H.S. SomE MORE
Sampe | GRADUATE Cource/ Couece Grapuate] 10Years 117020 THan20 Turezor | Insine Crry  OuTsioe
{#=500) | ORLESS AsSOOATE GRaouaTE Decaee | oRLESS  YeaRs YEARS NONE OnE Two Moae Lmms  Cory Limms
VERY SATISFIED 30% 32% 29% 31% 28% 29% 28% 30% 27% 46% 44% 23% 29% 32%
SOMEWHAT SATISFIED 35% 33% 36% 31% 39% 35% 35% 35% 36% 28% 34% 35% 36% 25%
SOMEWHAT DISSATISFIED 9% 6% 11% 12% 5% 4% 6% 10% 11% 7% 3% 5% 9% 9%
'VERY DISSATISFIED 6% 4% 8% 5% 4% 6% 6% 5% 5% - 5% 15% 6% 6%
|DDN'T KNOW/WON'T SAY 21% 26% 16% 21% 25% 26% 24% 20% 20% 19% 14% 23% 20% 28%
NUMSER OF PEOPLE LIVING IN HOUSEHDLD RENT OR OwN HOME Tvee oF HOME EMPLOYMENT
ToraL oo,
SAMPLE FIVEOR FaMiLY
(n=500} ONE Two THREE Four MoRE Rent own House Oveer | Fun-Time ParT-Towe RemRen  OTHER
VERY SATISFIED 30% 20% 27% 41% 40% 29% 30% 30% 30% 23% 34% 20% 28% 29%
SOMEWHAT SATISFIED 35% 38% 38% 23% 35% 34% 29% 37% 36% 31% 37% 30% 32% 35%
SOMEWHAT DISSATISFIED 9% % 9% 15% 5% 5% 6% 9% 8% 15% 8% 10% 7% 13%
VERY DISSATISFIED 6% 7% 6% 3% - 13% 3% 6% 6% - 6% 6% 5% 3%
DON'T KNOW/WON'T SAY 21% 28% 20% 17% 20% 19% 32% 18% 19% 32% 15% 34% 29% 19%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:

EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME FOR RESTORATION OF SERVICE

QUESTION 19: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME FOR RESTORATION OF SERVICE.

GENDER ErHmaTy AGE HOUSEHOLD INCOME REGION
TotaL 435,001 $50,001
SAMPE 187034 357049 507064 65Years | 535,000 10 10 Ovir Vauev/ Min- FaR
{n=500) MaLe Femate | Hispamic ANGLO YEARS Years Years oROvir | orless $50,000 $75,000 $75,000 | Downtown WesTsipe HeeHts  HEGHTS
VERY SATISFIED 29% 31% 29% 33% 28% 27% 27% 30% 34% 32% 32% 31% 34% 31% 30% 27% 0%
SOMEWHAT SATISFIED 34% 37% 30% 31% 33% 35% 34% 33% 32% 35% 27% 29% 33% 39% 31% 29% 34%
SOMEWHAT DISSATISFIED 9% 7% 10% 8% 7% 8% 12% 7% 7% 9% 6% 10% 7% 7% 5% 11% 10%
VERY DISSATISFIED 2% 1% 4% 1% 3% 2% 1% 1% - 2% 3% - 3% 2% 4% 1% 3%
]DDN'T KNOW/WON'T SAY 26% 25% 27% 27% 29% 28% 26% 25% 27% 23% 32% 30% 23% 21% 30% 32% 24%
Epucanaon LENGTH OF RESIDENCY Numser o CHILOREN IN HOUSEHOLD COMPONENT
Foras H.S. Some Mone
Sampir | ORADUATE Couece/ CousGe GrADUATE] 10YEARS 117020 THAN20 Tureepr |InsiECry  Oursine
{n=500} | orless Assooare Grabuate Decate | oRLEss YEARS YEARS NONE One Two MORE Lmrs  Crry Limns
VERY SATISFIED 29% 36% 27% 26% 29% 28% 19% 32% 31% 28% 47% 13% 30% 29%
SOMEWHAT SATISFIED 34% 33% 28% 44% 27% 25% 39% 34% 31% 41% 24% 39% 34% 30%
SOMEWHAT DISSATISFIED 9% 5% 11% 9% 10% 4% 17% 7% 7% 7% 5% 11% 9% 2%
VERY DISSATISFIED 2% 2% 3% 2% 3% 2% 1% 3% 3% - 2% 7% 2% 7%
IDDN'T KNOW/WON'T SaY 26% 24% 31% 19% 30% 41% 24% 24% 28% 25% 22% 30% 25% 32%
NUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OWN Home Tvre oF HOME EMPLOYMENT
Tota s
SAMPLE FIVEOR FamiLy
{w=500) ONE Two THREE Foun Moge Reny Oown House Omier | Fou-Time  PART-TiME  RETIRED OTHER
VERY SATISFIED 29% 25% 32% 30% 30% 26% 30% 29% 30% 23% 3% 24% 30% 25%
SOMEWHAT SATISFIED 34% 36% 32% 30% 33% 35% 36% 33% 33% 42% 31% 28% 33% 43%
SOMEWHAT DISSATISFIED 9% 14% 6% 12% 7% 4% 6% 9% 8% 12% 10% 11% 6% 5%
VERY DISSATISFIED 2% - 4% 2% 1% 3% 1% 3% 3% - 2% 6% 3% -
|Don'r KNOW/WON'T SAY 26% 25% 26% 26% 28% 28% 27% 26% 26% 24% 25% 31% 28% 26%
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OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:

EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS AND RESPONSE TIME FOR RESTORING SERVICE

QuesTion 20: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED,
EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS AND RESPONSE TIME FOR RESTORING SERVICE,

GENDER EvHniciTy Act HOUSEHOLD INCOME REGION
TotaL $35,001 550,001
SAMPLE 187034 357049 507064 65Years | $35,000 10 T0 Over Vaurey/ M- Far
(n=500) MaLE FEMALE | HispaniC  ANGLO Yeans Years Years  OnOvir | orless 550,000 $75,000 575,000 | Downtown Westsine  HEGHTS  HEIGHTS
VERY SATISFIED 26% 26% 27% 28% 23% 30% 24% 26% 26% 25% 25% 29% 35% 24% 29% 26% 26%
SOMEWHAT SATISFIED 32% 36% 28% 32% 31% 33% 32% 33% 29% 32% 24% 33% 31% 38% 32% 28% 32%
SOMEWHAT DISSATISFIED 7% 5% 8% 6% 6% 8% 9% 6% 4% 8% 2% 7% 6% 4% 8% 8% 6%
VERY DISSATISFIED 2% 1% 4% 2% 2% 2% 1% 4% 1% 3% 3% - 2% 3% 2% 1% 3%
DON'T KNOW/WON'T SAY 33% 32% 33% 32% 37% 27% 33% 31% 41% 2% 45% 3% 260 31% 28% 37% 34%
EDUCATION LENGTH OF RESIDENCY INUMBER OF CHILDREN IN HOUSEHOWD COMPONENT
TOTAL H.S. Some MORE
Sampie | GRADUATE Cousge/ CoutGe GRADUATEf 10Years 117020 THan 20 Toreeon | Iwsioe Gy OuTsioe
{#=500) | ORLESs AssocATE GRADUATE DeGRee | ORLess YEeaRs YEARs Nowe One Two MORE Lmrs  Cey Limms
VERY SATISFIED 26% 28% 24% 27% 28% 31% 27% 25% 23% 32% 44% 22% 26% 25%
SOMEWHAT SATISFIED 32% 34% 29% 38% 23% 22% 29% 34% 32% 38% 23% 38% 33% 28%
SOMEWHAT DISSATISFIED 7% 5% 8% 7% 9% 5% 15% 5% 7% 3% 5% 7% 7% 4%
VERY DISSATISFIED 2% 3% 2% 2% 3% 2% 1% 3% 3% - 2% 7% 2% 5%
DON'T KNOW/WON'T SAY 33% 31% 38% 25% 37% 39% 29% 32% 35% 28% 26% 25% 32% 37%
NUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT 0 OWN HoME TYPE OF HOME EMPLOYMENT
TotaL i)
SAMPLE FIVEOR FamiLY
(n=500) One Two THReE Four MoRE REnT Own House OTHER || Fu-TIME PART-TIME  RETIRED OTHER
VERY SATISFIED 26% 23% 20% 36% 35% 29% 24% 27% 27% 21% 29% 25% 25% 25%
SOMEWHAT SATISFIED 32% 28% 36% 28% 24% 40% 37% 31% 32% 37% 30% 26% 30% 43%
SOMEWHAT DISSATISFIED 7% 9% 6% 8% 7% 2% 6% 7% 6% 11% 6% 17% 5% 2%
VERY DISSATISFIED 2% - 4% 2% 1% 3% 1% 3% 3% - 2% 4% 3% -
DON'T KNOW/WON'T SAY 33% 40% 34% 25% 33% 27% 33% 32% 33% 31% 32% 28% 38% 29%

Drrranca @ DAoimes o




ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY — CUSTOMER OPINION SURVEY

MARCH 2016

PaGE &7

OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY:

EFFECTIVENESS OF THE WATER UTILITY TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES

QUESTION 21: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTIUTY? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.
EFFECTIVENESS OF THE WATER UTILITY TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES.

GENDER ErHmiaTy AGE Housenowb Income Region
Terar $35,001 550,001
SANIPE 18ro34 357049 507064 65Yeans | $35,000 10 10 Ovir Vausv/ Mip- Far
(nv=500) | Ma Femate | Hispamc  ANGLO YEARS YEARS Years  orOvin | omisss  $50,000 $75,000 575,000 | Downtown Westsioe  Hucuts  Heoets
VERY SATISFIED 46% 48% 44% 48% 43% 44% 46% 46% 51% 41% 44% 50% 66% 44% 45% 46% 48%
SOMEWHAT SATISFIED 26% 26% 26% 25% 25% 25% 31% 22% 24% 27% 20% 25% 20% 21% 31% 28% 25%
SOMEWHAT DISSATISFIED 6% 5% 6% 8% 3% 12% 4% 5% % 8% 4% 6% 4% 6% 6% 5% 5%
VERY DISSATISFIED 4% 4% 4% 2% 5% 3% 7% 4% 1% 4% 7% 2% - 7% 3% 1% 4%
DON'T KNOW/WON'T sAY 19% 16% 21% 17% 24% 17% 13% 22% 21% 19% 25% 18% 10% 23% 14% 19% 17%
Epucanon LENGTH OF RESIOENCY NumsER OF CHILDREN IN HOUSEHOLD COMPONENT
Yot HS. Somt Moare
Sampe | GRADUATE  Coutce/ Couece Graouare| 10VEARs 117020 THAN20 Tureeon || InsioECTY  QuTsine
(v=500) | ORLESS ASSOOATE GRADUATE DeGrer | ORLESS  YEARs Years Nowe OnE Two MoRe Lmms Gy Limirs
VERY SATISFIED 46% 46% 49% 42% 53% 43% 44% 47% 48% 47% 49% 48% 46% 42%
SOMEWHAT SATISFIED 26% 27% 19% 31% 22% 22% 26% 27% 24% 30% 22% 28% 27% 15%
SOMEWHAT DISSATISFIED 6% a% 8% 5% 4% 8% 6% 5% 5% 9% 7% 10% 5% 9%
VERY DISSATISFIED 4% 3% 5% 5% 2% 7% 5% 3% 5% 1% 2% - 3% 15%
|Don"r KNOW/WON'T 5AY 19% 21% 18% 16% 20% 21% 20% 18% 18% 14% 19% 15% 19% 19%
NuMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OWN HOME Tyre oF HoME EMPLOYMENT
ToTAL Suo
SAMPLE FiveoR FamiLY
{n=500) One Twa THREE Four More Rent Own House Omien | Fun-Time PART-TiIME  RETRED  OTHER
VERY SATISFIED 46% 39% 47% 48% a7% 49% 45% 46% 46% 48% 49% 40% 47% 46%
SOMEWHAT SATISFIED 26% 27% 23% 24% 31% 25% 26% 26% 26% 28% 26% 26% 25% 24%
SOMEWHAT DISSATISFIED 6% 2% 7% 8% 3% 9% 9% 5% 6% 3% 5% 6% 4% 11%
VERY DISSATISFIED 4% 6% 5% 6% 1% - 6% 4% 5% - 5% 4% 2% 1%
IDON'T KNOW/WON'T SAY 19% 26% 18% 14% 18% 17% 14% 20% 18% 21% 16% 23% 22% 19%
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OVERALL SATISFACTION WITH THE SERVICE PROVIDED BY THE WATER UTILITY AUTHORITY

QUESTION 22: OVERALL, WOULD YOU SAY YOL! ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED WITH THE SERVICES PROVIDED 8Y THE WATER UTILITY?
GENDER ETHMITTY AGe HOUSEHOLD INCOME REGION
ToraL $35,001 550,001
SAMPLE 181034 357049 507064 65Yeans | $35,000 10 10 Over Vauev/ Mio- FaAR
{n=500) MALE FEMALE | HisPANIC  ANGLO YeARS YEARS Years orROvir | orless 550,000 $75,000 $75,000 | Dowwntown Westsioe Hocwrs  Hucurs
VERY SATISFIED 56% 55% 57% 55% 61% 57% 58% 54% 60% 58% 52% 58% 66% 46% 59% 62% 58%
SOMEWHAT SATISFIED 37% 40% 34% 37% 35% 34% 38% 38% 33% 34% 40% 35% 31% 44% 35% 32% 6%
SOMEWHAT DISSATISFIED 5% 3% 7% 6% 3% 5% 4% 5% 5% 7% 5% 5% 2% 6% 6% 3% 5%
VERY DISSATISFIED 2% 1% 2% 1% 1% - 1% 4% 1% 1% 2% 2% B 4% 3% 1%
DON'T KNOW/WON'T SAY * * . . 5 z 2 1% 3 184 2 3 s z 5 *
Epucanon LENGTH OF RESIDENCY NUMBER OF CHILDREN tN HOUSEHOLD COMPONENT
Tota H.S. SOME More
Sampre | GRADUATE Coutce/ COUEGE GRADUATE| 10Years 117020 Than20 THREEOR | InsiDe ity OUTSIDE
{v=500) | ORLESS ASSOCIATE GRADUATE DeGRtE | ORLESS Years Years None One Two MORE Umms  Crv Limms
VERY SATISFIED 56% 60% 56% 54% 59% 62% 54% 56% 58% 62% 61% 52% 58% 41%
SOMEWHAT SATISFIED 37% 33% 36% 40% 34% 31% 40% 37% 36% 34% 34% 36% 35% 49%
SOMEWHAT DISSATISFIED 5% 5% 6% 5% 5% - 5% 6% 5% 5% 7% 5% 4%
VERY DISSATISFIED 2% 2% 2% 1% 2% 7% 1% 1% 1% - 5% 5% 1% 5%
DON'T KNOW/WON'T SAY . - - . - 1% - . - - - : -
NumaEer Of PEOPLE LVING [N HDUSEHOLD RentT OR OWN HOME Tvee oF HOME EMPLOYMENT
Tota Sivaur
SAMPLE FIVEOR FamiLy
{w=500) OneE Two THREE Foun Mose RENT own House OTHeR || Fur-TiMe PaRT-TIME REmED  OTHER
VERY SATISFIED 56% 50% S58% 58% 58% 60% 61% 55% 56% 54% 60% 60% 53% 54%
SOMEWHAT SATISFIED 37% 42% 34% 32% 41% 34% 36% 37% 37% 37% 37% 30% 39% 32%
SOMEWHAT DISSATISFIED 5% 7% 4% 10% 1% 3% 1% 6% 5% 4% 2% 9% 5% 10%
VERY DISSATISFIED 2% 1% 3% - - 3% 2% 2% 2% 4% 1% - 2% 4%
DON'T KNOW/WON'T SAY = - * . F 2 1% 5 x 1% + = = =

* LESS THAN 1% REPORTED.
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:
REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES

QUESTION 237 PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT, REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC

SPACES.
GENDER ETHMICTEY AGEt HOUSEHOLD INCOME REGION
TaTAL $35,001  $50,001
SampLE 181034 357049 507064 65 Years | $35,000 O 10 Over Vauey/ MiD- Fan
{#=500) Mats Female | Hiseamic  Anclo YEARS YEARS YeArs orOvir | orless 550,000 $75.000 $75,000 | Downtown Westsine Hoeurs  HEGHTS
5 - VERY IMPORTANT 63% 60% 66% 62% 63% SB% 64% 68% 57% 62% 63% 71% 58% 62% 64% 66% 63%
4 20% 20% 19% 17% 24% 16% 20% 21% 20% 19% 22% 16% 27% 21% 16% 22% 18%
3 12% 14% 9% 15% 9% 19% 10% 9% 13% 16% 13% 9% 7% 11% 15% 8% 13%
2 1% 2% e 2% 1% 2% 1% . 1% - - 1% 4% 1% 2% - 1%
1 - NOT AT ALL IMPORTANT 1% - 1% 1% 1% - - - 4% 2% - - 1% 1% - 1% 1%
JDON'T KNOW/WON'T SAY 4% 3% 4% 3% 3% 4% 4% 2% 4% 1% 2% 3% 4% 4% 3% 3% 4%
IMEAN* 45 4.4 45 4.4 4.5 4.4 4.5 4.6 4.3 44 4.5 4.6 4.4 4.5 4.5 4.6 4.5
Epucamion LENGTH OF RESIDENCY NumbEn OF CHILDREN IN HOUSEHOWD COMPONENT
ToTaL H.S. SOME More
Sampre | GRADUATE Cousce/ CoutGe GRADUATE | 10Yeans 117020 THan20 THREEDR | InsiDECITY  OUTSIOE
{n=500) | OnLESS ASSOOATE GRADUATE  DEGReE OR LESS Years Years NONE ONE Two MoRre Umrrs  Cov Limirs
5 - VERY IMPORTANT 63% 59% 64% 65% 70% 56% 01% 64% 1% 68% 52% 54% 64% 57%
4 20% 20% 21% 18% 20% 25% 18% 19% 16% 12% 28% 20% 19% 25%
3 12% 16% 12% 11% 6% 13% 15% 11% 9% 16% 8% 20% 11% 18%
2 1% 1% - 3% 1% 2% 1% 1% 1% - 5% - 1% -
1 - NOT AT ALL IMPORTANT 1% 2% * - 1% - B 1% 1% 1% - - 1% -
|Don'T know/won'T say 4% 3% 3% 3% 2% 4% 5% 3% 2% 2% 7% 6% 4% 1%
IMEAN t 4.5 4.4 4.5 4.5 4.6 4.4 4.5 45 4.6 4.5 4.4 4.4 45 4.4
Numpzr oF PropLe Lning In HouseHown RENT OR Own Home Tvee Of HOME EMPLOYMENT
Taral SINGLE
SAMPLE FivE or Famiy
{N=500) ONe Two THREE FouR MoRe RENT Own House OtHen | Fult-Time  PaRT-TiME  RETRED OTHER
5 - VERY IMPORTANT 63% 53% 68% 76% 55% 62% 61% 64% 63% 62% 65% 70% 57% 65%
4 20% 31% 7% 12% 18% 21% 18% 20% 20% 19% 18% 18% 21% 22%
3 12% 12% 10% 12% 15% 13% 17% 11% 11% 15% 11% 12% 16% 10%
2 1% 1% 1% - 1% 2% - 1% 1% 4% 2% - 1% -
1-NOT AT ALL IMPORTANT 1% 1% 1% - 1% - - 1% 1% 1% - - 3% -
DON'T KNOW/WON'T SAY 4% 2% 3% - 11% 2% 3% 4% 4% - 4% - 2% 3%
Mean T 4.5 4.4 4.5 46 4.4 4.5 4.4 4.5 4.5 4.4 4.5 4.6 4.3 4.6

* LESS THAN 1% REPORTED.

'+ THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-PQINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DoN'T KNOW/Wan'T Say
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

RESEARCH & POLLING, INC,
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:
ENFORCING LAWS ON WATER WASTE
QUESTION 24: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE S5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT, ENFORCING LAWS ON WATER WASTE.
GENDER ETHNIOTY AGE HousEHOLD INCOME ReGion
ToTaL $35001 550,001
SAMPLE 187034 357049 5071064 65 Years | 535,000 -] 10 Over Vausv/ Mip- Far
(n=500) | Mawe FEmaLE | Hispanic  AnGo Years Yeans Yeans oROver | orless  $50,000 $75,000 575,000 | Downtown Westsibe HeGHrs  HeiGHTs
5 - VERY IMPORTANT 60% 58% 62% 63% S7% 57% 62% 61% 60% 61% 66% 53% 61% 58% 68% 63% 54%
4 17% 18% 17% 13% 21% 10% 20% 18% 19% 14% 11% 22% 24% 16% 15% 18% 18%
3 13% 13% 13% 14% 12% 19% 9% 14% 10% 14% 13% 12% 10% 13% 15% 12% 14%
2 3% 4% 3% 3% 3% 3% 2% 3% 5% 5% 2% 1% % 5% 1% 2% 3%
1 - NOT AT ALL IMPORTANT 4% 7% 2% 3% 6% 4% 7% 4% 1% 5% 6% 7% 1% 3% - 3% 8%
DON'T KNOW/WON'T SAY 2% 1% 4% 3% 1% 7% 1% 1% 5% 1% 1% 4% 2% 4% 1% 2% 2%
Mean t 4.3 4.2 4.4 4.4 4.2 4.2 43 4.3 4.4 4.2 43 4.2 4.4 4.3 4.5 4.4 4.1
Epucanon LENGTH OF RESIDENCY NUMBER OF CHILBREN IN HOUSEHOWD COMPONENT
ToTat HS. SomE MORE
Sampe | GRADUATE Cource/ (COUEGE GRADUATE| 10Years 117020  THan20 ThreEOR | INSIDECTY  OuTsipe
{n=500) | OR Less  ASSOOATE GRADUATE  DEGREE OoRLEss Yeans YEARS Nowne One Two Moxe Limits  Cory Lmns
5 < VERY IMPORTANT 60% 58% 62% 61% 59% 65% 59% 59% 61% 56% 52% 73% 59% 63%
4 17% 13% 17% 19% 24% 20% 17% 17% 15% 19% 25% 10% 17% 17%
3 13% 13% 12% 15% 10% 10% 10% 15% 13% 14% 14% 12% 14% 10%
2 3% 5% 3% 3% 2% 1% 5% 3% 3% 2% 2% 5% 3% 7%
1-NOT AT ALL IMPORTANT 4% 8% 3% 3% 3% 4% 3% 5% 5% 4% 5% - 5% 1%
DON'T KNOW/WON'T SAY 2% 3% 4% - 2% - 6% 2% 3% 4% 2% - 2% 2%
Mean 4.3 4.1 4.4 43 4.4 4.4 4.3 4.3 4.3 4.3 4.2 4.5 4.3 4.4
Numaer oF PEOPLE LIVING IN HOUSEROLD RENT OR OWN HOME Tvee OF HOME EMPLOYMENT
TaraL SINGLE
SAMPLE Fiveor Famuy
{n=500) One Two THREE Fous MORE Rent Own Houst OtHeEr | Fut-Time PART-TiME  RETIRED OTHER
5 - VERY IMPORTANT 60% | 57% 63% 59% 46%  74% | 60% 60% | 60%  55% | S5B% S7% 61%  66%
4 17% 21% 17% 20% 16% 10% 8% 19% 18% 13% 19% 17% 16% 17%
3 13% 13% 12% 14% 18% 13% 15% 13% 13% 13% 13% 16% 13% 11%
2 3% 4% 3% 1% 7% - 4% 3% 2% 8% 3% 2% 4% 1%
1-NOT AT ALL IMPORTANT 4% 5% 3% 3% 10% 2% 11% 3% 4% 5% 6% 4% 2% 1%
DON'T KNOW/WON'T saY 2% 2% 3% 4% 1% 2% 2% 2% 5% 1% 4% 4% 3%
Mean t 4.3 4.2 4.4 4.4 3.8 4.6 41 4.3 4.3 4.1 4,2 4.3 4.4 4.5

1 THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT AtL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DON'T KNOW/WON'T Say
RESPONSES ARE EXCLUOED FROM THE CALCULATION OF THE MEAN.
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL |SSUES:

THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER

QUESTION 25: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A S-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT, THE QUALITY OF TREATED WATER RETURNED BACK TO THE

RIVER.
GENDER ETHNICTTY AGE HOUSEHOLD INCOME ReGioN
TovaL $35,001 550,001
Samee 187034 357049 507064 65Years | $35000 o T ovin | Vauey/ Mio- Far
{n=500) MALE FEMALE | Hispawic  ANGLO YEARS Yeans Years orROwvin | onlemss  $50,000 575,000 575,000 | Dowwtown Wiestsibe Hoours Hoours
S - VERY IMPORTANT 65% 61% 68% 65% 66% 71% 62% 70% 54% 63% 68% 68% 74% 66% 66% 66% 62%
4 18% 21% 16% 17% 18% 17% 25% 15% 15% 20% 19% 11% 17% 19% 13% 15% 23%
3 10% 11% 8% 11% 8% 9% 10% 6% 15% 10% 7% 14% 7% 9% 9% 7% 11%
2 1% 1% 2% 1% 1% - - 3% 1% 2% 1% 1% 1% 1% 3% 2% -
1- NOT AT ALL IMPORTANT 1% 1% 1% 1% 2% - 1% 1% 4% 1% 2% 2% 1% 1% 2% 2% 2%
DON'T KNOW/WON'T SAY 5% 4% 5% 4% S% 2% 3% 3% 11% 4% 4% 4% 1% 4% 7% 7% 3%
Mean t 4.5 4.4 4.5 4.5 4.5 4.6 4.5 4.6 4.3 4.5 4.6 4.5 4.6 4.5 4.5 4.5 4.5
EoucaTiON LENGTH OF RESIDENCY NUMBER OF CHILDREN tN HousEHOD COMPONENT
Tora H.S. Some MORE
SamPLE | GRADUATE Couwece/ COUEGE GRADUATE| 10Yeans 117020 Twan20 THReeOR | INSIDECiTy  OQuTsiDE
{n=500) ORLESS ASSOCATE Grabuateé DEGREE ORLrss YEaRs YeARs Nowne Owne Two More Limrs  Crry Limms
5 - VERY IMPORTANT 65% 64% 65% 67% 68% 71% 61% 64% 65% 71% 54% 70% 64% 74%
4 18% 17% 24% 13% 16% 19% 18% 18% 17% 16% 34% 17% 19% 15%
3 10% 11% 8% 11% 9% 5% 13% 10% 9% 9% 5% 10% 10% 9%
2 1% 3% - 2% 1% - - 2% 1% - 2% - 2% -
1 - NOT AT ALL IMPORTANT 1% 1% 1% 2% 2% 1% 1% 2% 2% 3% - - 2% -
DON'T KNOW/WON'T 5AY 5% 4% 3% 5% 4% 5% 6% 4% 6% 1% 4% 2% 5% 3%
|MEAN t 4.5 4.5 4.6 4.5 45 4.7 4.5 4.5 4.5 45 4,5 4.6 4.5 4.7
NumBen of PEOPLE LIVING In HousEHOLD Rent or Own Home Tyee of HOmE EMPLOYMENT
TotaL SINGLE
SAMPLE FIEOR Famuy
[n=500) ONE Two THREE FOuR MoRE Rent Own House OTHER | FL-TIME  PART-TIME  RETIRED  OTHER
5 - VERY IMPORTANT 65% 62% 64% 71% 61% 71% 63% 65% 65% 58% 67% 70% 57% 68%
L i8% 17% 19% 17% 20% 17% 27% 16% 18% 24% 19% 16% 16% 23%
3 10% 12% 8% 10% 12% 6% 6% 11% 9% 13% 10% 8% 12% 5%
2 1% 3% 1% - - 2% 1% 2% 2% - ¥ - 4% 2%
1- NOT AT ALLIMPORTANT 1% 1% 2% 1% 3% - 1% 2% 2% 1% 1% - 4% -
DON'T KNOW/WON'T SAY 5% 5% 6% 1% 4% 5% 3% 5% 5% 3% 3% 6% 7% 2%
Mean + 4.5 4.4 4.5 4.6 4.4 4.6 4.5 4.5 4.5 4.4 4.6 4.7 4.3 4.6
* LESS THAN 1% REPORTED.

 THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DON'T KNnOw/WON'T SaY
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

RESEARCH & POLLING, INC.
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:

INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES

QUESTION 26: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT. INVESTING IN THE REPAIR AND REPLACEMENT OF DLD WATER

AND SEWER LINES.
GENDER ETHNICTY AcE HOUSEHOLD INCOME REGION
TovaL $35,000  $50,001
SAMPLE 181034 357043 501064 65Years | 535,000 T 0 Ovir Vauey/ MiD- Fanr
{nN=500) MaLe FIMALE | Huspamic  AnGlo YEARS YEARS Yeans onOver | orless 550,000 $75,000  $75,000 | Downvown Westsine  HeiGHTs  HEIGHTS
5 = VERY IMPORTANT 64% 60% 68% 63% 66% 62% 65% 68% 60% 59% 73% 60% 72% 55% 72% 62% 67%
4 22% 25% 19% 24% 21% 20% 26% 20% 22% 26% 17% 22% 18% 32% 14% 24% 18%
3 9% 11% 7% 8% 8% 10% 8% 8% 7% 10% 6% 11% 6% 7% 9% 9% 10%
2 2% 2% 1% 2% 1% 1% 1% 1% 3% 1% 3% 2% 3% 1% 3% 3% *
1- NOT AT ALL IMPORTANT 2% 2% 2% 1% 1% 4% - 1% 3% 2% - 3% 1% 2% 2% * 2%
DON'T KNOW/WON'T 5aY 2% 1% 3% 2% 2% 2% - 2% 5% 2% 1% 1% 1% 4% - 2% 2%
Mean t 4.5 4.4 4.6 4.5 4.5 4.4 4.5 4.5 4.4 4.4 4.6 4.4 4.6 4.4 4.5 4.5 4.5
EDUCATION LENGTH OF RESIDENCY NumMSER OF CHILDREN tN HOUSEHOWD COMPONENT
ToraL H.S. Some More
Sampie | GRaDUATE Cource/ CourGe Graouate 10Years 117020 THan20 THREEOR || InsipE Gy OuTSIDE
{n=500) | orless AssOOATE GRADUATE DeGree | onless Years Years Nowe ONE Two MoRe Lmms  Crry LiMms
S - VERY IMPORTANT 64% 61% 70% 64% 60% 69% 65% 63% 65% 71% 62% 62% 63% 75%
4 22% 22% 17% 25% 24% 20% 18% 23% 19% 19% 17% 28% 22% 17%
3 9% 12% 7% 7% 9% 3% 9% 9% 10% 8% 16% 5% 9% 8%
2 2% - 3% 2% 1% 5% 2% 1% 1% - 5% 5% 2% -
1 - NOT AT ALL IMPORTANT 2% 1% 2% 2% 3% 1% 2% 2% 2% - - - 2% -
|DDN'T KNOW/WON'T SAY 2% 4% 1% 1% 3% 1% 4% 2% 3% 2% - - 2% -
IMEAN? 4.5 4.5 4.5 4.5 4.4 4.5 4.5 4.5 4.5 4.7 4.4 4.5 4.5 4.7
NumMSER OF PEOPLE LIVING In HOUSEHOLD RENT OR OWN HOME Tret of Homt EMPLOYMENT
ToraL SINGLE
SAMPLE Fiveon FamiLy
[n=500}) ONE Two THREE FOUR MoRe Rent OwWN House OtHeR || Fult-Timeé ParT-TIME  RETIRED OTHER
S - VERY IMPORTANT 64% 58% 66% 67% 61% 72% 61% 65% 66% 54% 65% 83% 66% 49%
4 22% 29% 20% 14% 26% 17% 25% 21% 21% 27% 21% 5% 21% 40%
3 9% 6% 9% 13% 9% 6% 9% 9% 8% 11% i1% 8% 6% 3%
2 2% 1% = 3% 1% 6% 3% 1% 1% 4% 1% - 3% 3%
1 - NOT AT ALL IMPORTANT 2% 4% 2% - - - 2% 2% 1% 4% 1% 4% 2% 2%
|Don'y know/won'T say 2% 3% 2% 3% 3% - 1% 2% 2% - 1% 5 3% 3%
IMem‘l' 4.5 4.4 4.5 4.5 4.5 4.6 4.4 4.5 4.5 4.2 4.5 4.6 4.5 4.4

* LESS THAN 1% REPORTED.

* THE MEAN SCORE 15 DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE I5 ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DON'T KNOWL\'_V_%'}' Say
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

Drecanc @ Darvines laies
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BatanCING CusTomeR WATER DEMAND WITH PROTECTION OF HABSTAT FOR WILDLIFE AND VEGETATION IN THE R10 GRANDE CORRIDOR

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:

QUESTION 26: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALLIMPORTANT. BALANCING CUSTOMER WATER DEMAND WITH PROTECTION
OF HABITAT FOR WILDLIFE AND VEGETATION IN THE RI0 GRANDE CORRIDOR.

GENDER ErHNICITY AGE HouseHouo INCOME REGION
ToraL 535,001 550,001
SAMPLE 187034 357049 501064 65Years | $35,000 T0 TO Ovir Vausy/ Mip- Far
{n=500) MALE Femais | Hiseamic Angto YEARS YEARS YeArs ornOwvir | orless 550,000 575,000 $75,000 | Downtown Westsine  Hoguts  Hucuts
5 - VERY IMPORTANT 55% 47% 63% 55% 52% 63% 62% 55% 42% 61% 53% 67% 50% 59% 53% 59% 50%
4 24% 29% 19% 19% 27% 21% 18% 29% 24% 18% 26% 22% 31% 22% 27% 17% 28%
3 15% 17% 13% 16% 15% 11% 17% 11% 21% 18% 15% 9% 11% 13% 13% 18% 15%
2 2% % 1% 1% 3% - 2% 2% 4% 1% - 2% 6% 1% 2% 3% 3%
1 - NOT AT ALLIMPORTANT 1% 2% * * 2% - - 2% 2% * 1% 1% 1% - 2% e 2%
DoN'T KNOW/WON'T SAY 3% 2% 4% 5% 1% 6% 2% 1% 6% 2% 4% - 1% 5% 3% 2% 2%
Mean ¥ 4.3 4.2 4.5 4.4 43 4.6 4.4 4.3 4.1 4.4 4.4 4.5 4.3 4.5 43 4.4 4.2
EDUCATION LenGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
TaraL H.S. SOME MORE
Samete | GRADUATE CoutGe/ COUEGE GRADUATE| 10Yeans 117020 Than20 THREECR | InstDeCrTY  OUTSIDE
(n=500) | orless ASSOOATE GRADUATE  DEeGree OR LESS YEARS YeARS NonE One Two More Ummrs  Crty Limims
5 - VERY IMPORTANT 55% 53% 59% 58% 49% 60% S57% 54% 54% 60% 64% 53% 55% 62%
& 24% 23% 22% 26% 27% 29% 19% 24% 29% 20% 14% 23% 23% 28%
3 15% 18% 14% 8% 19% 4% 15% 17% 12% 15% 19% 17% 16% 7%
2 2% 1% 2% 5% 1% 1% 1% 3% 2% 1% 3% - 2% -
1-NOT AT ALL IMPORTANT 1% - 1% 1% 3% 1% 2% 1% 1% 1% - - 1% -
DON'T KNOW/WON'T SAY 3% 5% 1% 2% 2% 5% 7% 1% 1% 2% - 7% 3% 2%
IMEAN t 43 4.3 4.4 4.4 4.2 4.5 4.4 4.3 4.3 4.4 4.4 4.4 4.3 4.6
NUMBER OF PEOPLE LIVING IN HOusEHOLD RENT 08 OWN HOME TyPe OF HOME EMPLOYMENT
TotaL SINGLE
Samme FIVEOR Famity
{n=500} One Two THREE Foun MoRE RENT Own House Omtr | Ful-Time  ParT-TIME  RETMRED OTHER
5 - VERY IMPORTANT 55% 52% 50% 68% 59% 58% 53% 56% 54% 62% 58% 60% 47% 62%
4 24% 20% 32% 15% 17% 22% 26% 23% 25% 17% 23% 31% 27% 14%
3 15% 17% 13% 16% 18% 13% 19% 14% 14% 20% 13% 7% 19% 19%
2 2% 2% 2% 1% 2% 2% - 3% 3% - 3% - 2% 1%
1 - NOT AT ALL IMPORTANT 1% 1% 2% - 1% - B 1% 1% 1% 1% - 2% 2%
DON'T KNOW/WON'T SAY 3% 7% 1% - 3% 5% 2% 3% 3% - 3% 2% 3% 3%
Mean T 43 4.3 4.3 45 43 4.4 4.3 4.3 4.3 4.4 44 4.5 4,2 4.4
* LESS THAN 1% REPORTED.

+ THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1, THE DON'T KNOw/WON'T Say
HESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.

RESEARCH & POLLING, INC.
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:

MakinG WATER AvAILABLE TO ATTRACT AND KEep HIGH-TECH INDUSTRIES THAT OFFER GOOD PAYING JOBS

QUESTION 26: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT, MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-
TECH INDUSTRIES THAT OFFER GOOD-PAYING JOBS.

GENDER EmmiaTy Act HoustHoLo INcoME ReGON
ToraL 535,001 550,001
SAMPLE 181034 357049 507064 65 Yeans | $35,000 10 10 Over Vausy/ Mio- Far
(#=500} MALE Female | Hispamc  AnGlo YEARS YEaRs Years  OROver | omless 550,000 $75,000 $75,000 | Downvown Wiestsine  HugHts  HugHts
5 - VERY IMPORTANT 46% 45% 46% 54% 38% 50% 59% 38% 40% 55% 39% 47% 40% 56% 39% 46% 40%
4 23% 21% 26% 20% 26% 15% 24% 29% 20% 20% 21% 30% 23% 21% 22% 25% 26%
3 17% 20% 14% 16% 20% 18% 10% 19% 21% 13% 22% 11% 26% 9% 22% 17% 21%
2 5% 7% 3% 4% 7% 5% 2% 8% 5% 3% 9% 4% 6% 7% 4% 5% 4%
1 - NOT AT ALL IMPORTANT 6% 4% 8% 5% 6% 12% 4% 5% 6% 7% 7% 5% 6% a% 11% 4% 6%
|Don'T know/woON'T say 2% 2% 2% 2% 3% - 2% ¥ 8% 2% 3% 2% - 3% 1% 2% 3%
IMEAN"’ 4.0 4.0 4.0 4.1 3.8 39 4.3 39 3.9 4.2 3.8 4.1 3.5 4.2 3.8 4.1 39
EDUCATION LENGTH OF RESIDENCY Numaer OF CHILDREN 1N HOUSEHOLD COMPONENT
ToraL H.S. Some MoRe
Sampie | GRADUATE Cousce/ COuEGE GRADUATE| 10Years 117020 THan20 THREEOR | InsiE Cry  OQutsioe
(n=500) | ORLESS  ASSOOATE GRADUATE  DEGREE onrLess YEARS YeArs NONE ONE Two More umas iy Limms
S - VERY IMPORTANT 46% 57% 44% 44% 36% 44% 43% 47% 39% 62% 62% 43% 47% 37%
4 23% 19% 24% 24% 27% 35% 25% 22% 27% 17% 12% 31% 24% 19%
3 17% 12% 20% 18% 18% 15% 13% 18% 22% 12% 9% 17% 16% 24%
2 5% 4% 4% 7% 8% 1% 7% 6% 5% 3% 6% 2% 5% 11%
1 - NOT AT ALL IMPORTANT 6% 6% 7% % 8% 1% 11% 6% 5% 6% 10% 7% 6% 9%
DON'T KNOW/WON'T SAY 2% 2% 1% 3% 3% 4% 2% 2% 3% - 2% - 3% -
Mean T 4.0 4.2 4.0 4.0 3.8 4.2 3.8 4.0 39 4.3 4.1 4.0 4.0 3.6
NuMBER OF PEOPLE LIVING It HOUSEHOUD REWT OR Ow HOME Tvee of HOME EMPLOTMENT
TavaL SINGLE
SAMPLE Fiveor FamiLy
{n=500}) ONnE Two THREE FOUR More REnT Own Houst OTHER | Furt-TiME  PART-TiME  RETIRED OTHER
5 - VERY IMPORTANT 46% 41% 38% 60% 54% 51% 57% 43% 44% 58% 51% S1% 36% 51%
4 23% 23% 26% 19% 23% 20% 25% 23% 24% 18% 23% 17% 22% 27%
3 17% 15% 22% 14% 8% 18% 9% 19% 17% 16% 13% 25% 22% 13%
2 5% 9% 5% 5% 2% 6% 2% 6% 6% - 5% 1% 7% 6%
1 - NOT AT ALL IMPORTANT 6% 8% 5% 2% 11% 5% 6% 6% 6% &% 6% 7% 8% 2%
DON'T KNOW/WON'T SAY 2% 2% 3% 1% 2% 1% 1% 3% 2% 3% 1% - 5% 1%
Mean T 4.0 38 3.9 4.3 4.1 4.1 4.3 39 4.0 4.2 41 4.0 3.7 4.2

* LESS THAN 1% REPORTED.

+ THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF S; THE NOT AT ALL IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 1. THE DON'T KNow/WON'T SAY
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:
BALANCING POPULATION AND EcONOMIC GROWTH WITH OUR WATER AVAILABILITY

QUESTION 29: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALLIMPORTANT. BALANCING POPULATION AND ECONOMIC GROWTH WITH

OUR WATER AVAILABILITY.
GENDER ETHNIGTY AGE HOUSEHOLWD INCOME REGION
ToraL $35,001 $50,001
SAMPLE 181034 357049 S0v064 65Years | $35,000 10 10 Over Vauey/ Mrmo- FaR
(v=500) | MaE Femaie | Hseamic  AnGLO YeARS YEARS Years  OROver | onless  $50,000 575,000 575,000 | Downtown Westsioe  Hecwis  HooHTs
5 - VERY IMPORTANT 56% 53% 60% 55% 56% 57% 60% S5% 55% 56% 54% 60% 57% 53% 54% 63% 54%
4 23% 21% 25% 25% 22% 25% 23% 25% 16% 23% 19% 18% 31% 26% 26% 18% 23%
3 12% 18% 6% 12% 15% 7% 12% 12% 15% 10% 15% 15% 7% 8% 12% 11% 15%
2 3% 4% 2% 4% 3% 4% 4% 3% 3% 3% 6% 4% 2% 4% 2% 5% 2%
1 - NOT AT ALL IMPORTANT 2% 2% 3% 1% 2% 2% - 3% 5% 4% 2% i% 2% 3% 3% 1% 2%
|Don'T know/wonN'T saY 3% 3% 3% 3% 3% 4% 1% 2% 7% 4% 3% 2% 1% 7% 1% 1% 3%
|MEAN + 4.3 4,2 4.4 43 4.3 4.4 4.4 43 4,2 4.3 4.2 4.4 4.4 4.3 4.3 4.4 4.3
EDUCATION LENGTH OF RESIDENCY NumeER OF CHILDREN IN HOUSEHOWD COMPONENT
ToraL H.S. Some Mone
Sampte | GRapuaTE Cousce/ CoueGE GRADUATE| 10Years 117020 THan20 THRee OR | Insipe Gy OuTSIDE
(n=500) | onless AsSOOATE GRADUATE  DEGREE on Less YEARS YEARS Nowe One Two MORE Lmrrs  Civy Limirs
S - VERY IMPORTANT 56% 51% 58% 59% 60% 62% 61% 54% 58% 62% 59% 52% 57% 50%
4 23% 23% 23% 21% 27% 22% 24% 23% 21% 22% 24% 34% 23% 24%
3 12% 13% 13% 10% 9% 14% 6% 13% 13% 7% 10% 9% 12% 9%
2 3% 5% 2% 5% 1% 1% 1% 4% 3% 3% 3% 3% 3% 6%
1- NOT AT ALL IMPORTANT 2% 3% 1% 2% 4% - 4% 2% 1% 3% 1% - 2% 8%
DON'T KNOW/WON'T SAY 3% 5% 3% 3% - 2% 4% 3% 3% 4% 4% 2% 3% 2%
Mean t 4.3 4.2 4.4 4.4 4.4 4.5 4.4 4.3 4.4 4.4 4.4 4.4 4.4 4.0
NUMBER OF PEOPLE LAING I HOUSEHDLD RENT Or Owi HOME Trre OF HOME EMPMLOYMENT
ToraL SINGLE
SAMPLE FIVEOR Famiy
{n=500) Owne Two THREE Four MORE Rent OwnN House Omir | Fou-Time Parv-TiMe  Rennen OTHER
I5 - Veny impoRTANT 56% 49% 53% 72% 56% 62% 56% 56% 58% 45% 56% 66% 53% 63%
L) 23% 23% 25% 12% 25% 25% 26% 22% 23% 25% 23% 25% 20% 27%
3 12% 14% 15% 8% 10% 6% 11% 12% 12% 13% 14% 6% 14% 3%
2 3% 5% 2% 4% 4% 2% 4% 3% 3% 7% 4% - 3% 3%
1- NOT AT ALLIMPORTANT 2% 5% 2% 1% 3% - 2% 2% 2% 4% 1% 1% 6% 1%
|DoN'T kKNOW/WON'T SaY 3% 4% 3% 2% 3% 5% - 4% 3% 2% 3% 2% 4% 3%
IMEAN* 43 4.1 4.3 4.5 43 4.6 43 4.3 4.4 4.1 43 4.6 4.2 4.5

t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF S; THE NOT AT ALt IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 1. THE DON'T KNOW/WON'T SaY

RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN,
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES:
PROVIDING A LONG TERM WATER SUPPLY FOR FUTURE GENERATIONS

QuESTION 30: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A S-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT. PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE

GENERATIONS.
GENDER ETHMICTY AcE HOUSEHOLD INCOME Reclon
ToTaL $35,001 550,001
SAMPLE 187034 351049 5071064 65 Years | $35,000 TO 0 Ovin Vausy/ Mip- FAR
{n2500) Maie Femaie | Hiseamc  AnNGiO YEARS YEARS Years  OROven | omless  $50,000 575000 575000 | Downtown WiESTSIDE  HEwGHTS  HEIGHTS
5 - VERY IMPORTANT 81% 74% 87% 87% 77% 86% 87% 76% 77% 82% 81% 83% 83% 80% 83% 80% 81%
4 13% 17% 8% 9% 14% 12% 12% 13% 12% 13% 14% 8% 11% 15% 11% 12% 12%
3 4% 5% 2% 3% 5% 2% 1% 6% 5% 3% 3% 7% 3% 4% 2% 5% 4%
2 1% 4 1% * 1% . - 1% 2% * 2% 1% - - 2% 1% *
1 - NOT AT ALL IMPORTANT 1% 2% 1% 1% 1% - - 2% 2% 2% - - - 1% - 2% 2%
DON'T KNOW/WON'T SaY 1% 1% * 1% kS - 1% 1% - - - 3% - 2% - 1%
Mean t 4.7 4.6 4.8 4.8 4.7 4.8 4.9 4.6 4.6 a.7 4.7 4.7 4.8 4.7 4.8 4.7 4.7
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT
TaraL H.S. Some MoORE
SAMPLE | GrapUATE Cource/ CousGe GRADUATE| 10Years 117020 THan20 THree OR | InsIOECITY  OUTSIDE
(=500} | orless AssODATE GRADUATE  DEGREE OR LESS YEARS Yeans None ONE Two MoRe umms  Crry Limms
5 - VERY IMPORTANT 81% 77% 84% 84% 81% 86% 86% 79% 77% 89% 95% 84% 81% 83%
4 13% 15% 12% 10% 10% 14% 11% 13% 15% 10% 5% 16% 13% 9%
3 4% 4% 2% 5% 5% - 1% 5% 6% - - - 4% 3%
2 1% 1% - 2% - - 2% 1% . 1% - - 1% -
1 - NOT AT ALL IMPORTANT 1% 1% 2% - 3% - - 2% 1% - 1% 3%
|Don'r know/woN'T saY 1% 2% - - 1% - - 1% 1% - = = * 2%
[Mean 470|470 A I A A T | A A AT A2 0 | T LT R A P s 0 AR | AT
NUMBER OF PEOPLE LIVING I HOUSEHOLD RENT OR OwN HOME Tyt OF HOME EMPLOYMENT
Toral SINGLE
SampLE Fiveoa FAMILY
[n=500} ONE Two THREE FoOuR MoORE Rent Own House OTHER | Fun-Teme PART-TtME  RETIRED OTHER
5 - VEAY IMPORTANT 81% 79% 78% 82% 88% 91% 83% 80% 81% 79% 84% 93% 72% 85%
4 13% 9% 15% 13% 11% 9% 11% 13% 12% 15% 13% 3% 15% 14%
3 4% 6% 5% 3% 2% - 3% 4% 4% 5% 4% 4% 6% 1%
2 1% 2% - 2% . - 2% e 1% - - - 3% -
1 - NOT AT ALL IMPORTANT 1% 4% 1% - - 2 - 1% 1% 1% - - 3% 1%
DON'T KNOW/WON'T SAY 1% - 1% - - - - 1% * - - - 2% -
Mean T 4.7 4.6 4.7 4.8 49 49 4.7 4.7 4.7 4.7 4.8 4.9 4.5 4.8

* LESS THAN 1% REPORTED.

T THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NOT AT ALL IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DON'T KNOW/WON'T Say
RESPONSES ARE EXCLUDED FROM THE CALCULATION OF THE MEAN.
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CuUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY | PAY

QUESTION 31: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY

| PAY,
GeNDER ETHNICTY AGE Houserowb Income ReGioN
TotaL $35001  $50,001
SaMPLE 181034 351049 507064 65Years | $35,000 ™ 10 Ovin Vauev/ Mip- FAR
{n=500) MaLe Female | Hiseamic  AnGLo YEARS Years Years  oROven | omless  S50,000  $75,000 575,000 | Downtown Westsioe  Heedts  Heeuts
STRONGLY AGREE 38% 40% 37% 38% 40% 44% 35% 41% 35% 42% 32% 38% 53% 41% 41% 45% 30%
SOMEWHAT AGREE 40% 44% 37% 40% 42% 36% 37% 40% 47% 31% 50% 42% 37% 36% 41% 39% 44%
SOMEWHAT DISAGREE 10% 8% 11% 12% 7% 4% 19% 6% 9% 14% 9% 4% 5% 11% 6% 3% 15%
STRONGLY DISAGREE 7% 5% 9% 6% 7% 6% 8% 10% 5% 8% 6% 11% 1% 6% 10% 8% 6%
DON'T KNOW/WON'T SAY 4% 3% 5% 5% 4% 10% 2% 3% 5% 5% 4% 5% 1% 5% 3% 5% 4%
EDUCATION LENGTH OF RESIDENCY Numeaer OF CHILOREN IN HOUSEHOLD COMPONENT
ToraL H.S. Some MORE
Sampie | Grapuate CourGe/ CourGe GrapUATE| 10YEars 117020 THAN2D THRee OR | INSIDE Crry  Qustne
[n=500) | oaless AsSOQATE GraDuUATE  DEGREE oRr Less YEARS YEARS NONE One Two MOoRe umirs  Crry Limms
STRONGLY AGREE 38% 44% 35% 38% 39% 32% 36% 40% 38% 39% 40% 50% 39% 36%
SOMEWHAT AGREE 40% 33% 43% 45% 38% 48% 36% 40% 42% 46% 32% 28% 41% 34%
SOMEWHAT DISAGREE 10% 9% 10% 8% 11% 6% 19% 8% 9% 7% 13% 6% 10% 9%
STRONGLY DISAGREE 7% 11% 7% 5% 6% 11% - 9% 5% 5% 15% 12% 7% 16%
|Don'T know/WoON'T sAY 4% 3% 5% 3% 6% 3% 9% 3% 6% 4% 3 4% 4% 5%
NuUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OwN Home Tvee OF HomMe EMPLOYMENT
TaraL Sivoue
SammE FvEOR FamiLy
{N=500) One Two THREE Four MORE RENT Own House OtHer | FuL-TIME PaRT-TiMe  RETIRED OTHER
STRONGLY AGREE 8% 5% 38% 40% 42% 42% 43% 38% 38% 37% 40% 39% 37% 38%
SOMEWHAT AGREE a40% 39% 42% 40% 40% 37% 29% 43% 41% 33% 42% 45% 41% 27%
SOMEWHAT DISAGREE 10% 13% 10% 7% 12% 5% 8% 10% 10% 6% 10% 3% 7% 13%
STRONGLY DISAGREE 7% 9% 5% 9% 5% 13% 10% 7% 7% 8% 5% 8% 9% 13%
DON'T KNOW/WON'T SAY 4% 3% 5% 5% 1% 3% 9% 3% 2% 17% 2% 5% 5% 9%
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CuUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES!
WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION

QUESTION 32 PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION.

GENDER Eminary AGE Housenoun Income Recion

ToraL $35001 $50,001

SampLE 187034 357049 507064 65 Yeans | $35,000 10 T0 Ovir Vauey/ Mip- FAR

(#=500) | Mar  Femme | Hispamic  AnGlo | Yeans YeaRs Years  OROver | oaless 350,000 S$75,000 $75,000 | Dowwtown Wiestsie  HEGHTs  HuGrs
STRONGLY AGREE 11% 8% 15% 10% 12% 15% 7% 12% 15% 2% 10% 10% 16% 12% 11% i1% 12%
SOMEWHAT AGREE 23% 26% 19% 23% 24% 25% 29% 21% 17% 21% 17% 30% 30% 17% 26% 30% 19%
SOMEWHAT DISAGREE 28% 30% 27% 27% 30% 28% 29% 28% 28% 33% 25% 29% 25% 36% 18% 23% 34%
STRONGLY DISAGREE 35% 34% 36% 38% 31% 23% 36% 38% 36% 33% 46% 28% 29% 32% 45% 32% 33%
DON'T KNOW/WON'T SAY 2% 2% 3% 2% 3% 8% - 1% 4% 1% 2% 4% - 3% 1% 5% 2%

EDUCATION LENGTH OF ReSIDENCY NUMBER OF CHILDREN IN HOUSEHOLD COMPONENT

ToraL H.5. SOME Monre

Sampie | GRADUATE  Couede/ COUEGE GRapuwate | 10Years 117020  THan20 THreeOR | InsioE Cry  OuTsioe

{n=500) | ORLESS ASSOCIATE GRADUATE DEGReE OR LEss YEARs Years NoOnE Ot Two MORE Lmrrs  Cry Limims
STRONGLY AGREE 11% 13% 11% 10% 11% 10% 13% 11% 13% 18% 11% - 12% a%
SOMEWHAT AGREE 23% 21% 19% 25% 32% 34% 18% 22% 20% 30% 30% 26% 23% 21%
SOMEWHAT DISAGREE 28% 31% 25% 36% 19% 25% 34% 28% 29% 33% 17% 28% 29% 20%
STRONGLY DISAGREE 35% 34% 41% 26% 38% 27% 31% 37% 34% 20% 42% 46% 33% 54%
|DoN'T know/WON'T sAY 2% 1% 4% 3% - 5% 3% 2% 3% - - - 3% 1%

NUMBER OF PEOPLE LMING IN HOUSENDLD RENT OR OWN HOME TvpE OF Home EMPLOTMENT

TotaL Smote

SAMME Fiveor FamiLy

(=500} One Two THREE Foun MoRe RENT Own House Omer | Fo-TiMe PART-TME  RETIRED OTHER
STRONGLY AGREE 11% 7% 12% 12% 20% 7% 12% 11% 1% 15% 11% 16% 13% 8%
SOMEWHAT AGREE 23% 21% 22% 24% 22% 30% 26% 22% 23% 18% 24% 21% 18% 29%
SOMEWHAT DISAGREE 28% 28% 28% 33% 28% 23% 29% 28% 29% 23% 32% 27% 26% 18%
STRONGLY DISAGREE 35% 40% 36% 29% 30% 41% 30% 36% 34% 40% 32% 30% 35% 40%
|Don't kvow/won'T say 2% 4% 2% 2% - - 2% 2% 2% 4% 1% 6% 3% 6%
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CusTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
WATER RATES SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A REUIABLE WATER SUPPLY FOR FUTURE GENERATIONS

QUESTION 33: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: WATER RATES SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A
REUABLE WATER SUPPLY FOR FUTURE GENERATIDONS.

GENDER Emniary AGE HouseHOLD INCOME ReGion
TotaL $35,001 350,001
SaMPLE 181034 351049 5071064 65Yeans | 535,000 TO 10 Over Vausy/ Mio- FAR
(#=500} Mae Femate | Hispamic  ANGLD YeARs YEARS YEARS OROvir | orliss S50,000 S$75000 575,000 | Downtown Westsioe  HuGHTs  HEGHTS
STRONGLY AGREE 20% 20% 21% 22% 18% 17% 21% 21% 23% 24% 19% 18% 29% 26% 17% 21% 18%
SOMEWHAT AGREE 35% 40% 30% 33% 37% 35% 37% 32% 33% 26% 39% 39% 48% 26% 40% 41% 34%
SOMEWHAT DISAGREE 21% 18% 23% 19% 23% 22% 17% 24% 18% 23% 20% 21% i1% 22% 22% 17% 22%
STRONGLY DISAGREE 21% 20% 22% 23% 18% 17% 21% 22% 21% 23% 21% 19% 11% 20% 21% 20% 22%
|Don'T know/won'T say 3% 2% 4% 3% 3% 5% 3% 1% 5% 4% - 3% 1% 6% - 1% 3%
EDuCATION LENGTH OF RESIDENCY NumBER OF CHUDREN IN HOUSEHOWD COMPONENT
Tota H.S, Some MORE
Sampe | GRADUATE Cousce/ CoueGe GRADUATEF 10Yeans 117020 THAN 20 THReeOR | InsimeCry  OuTsioe
{u=500) | ORLESS ASSOOATE GRADUATE  DEGREE OR Less YEARS YEARS None One Two MORE Umrms  Crov Limms
STRONGLY AGREE 20% 22% 21% 19% 21% 25% 19% 20% 21% 22% 27% 27% 20% 24%
SOMEWHAT AGREE 35% 27% 35% 36% 46% 38% 37% 34% 34% 33% 33% 37% 36% 24%
SOMEWHAT DISAGREE 21% 20% 20% 27% 15% 19% 24% 20% 22% 25% 18% 12% 20% 27%
STRONGLY DISAGREE 21% 27% 20% 16% 17% 15% 15% 23% 20% 16% 21% 24% 21% 22%
DON'T KNOW/WON'T SAY 3% 4% 3% 2% 1% 3% 6% 2% 2% 5% - - 3% 4%
NumBEr OF PrOPLE LIVING IN HOUSEHOLD RENT OR Own HoME Tree OF HoME EMPLOYMENT
Tora e
SAMPLE FiviOR Famny
{n=500) One Two THREE Four MoORE Rent Own House OmHer | Fuue-Time  PART-TIME  RETIRED OTHER
STRONGLY AGREE 20% 13% 23% 16% 16% 36% 32% 18% 20% 25% 18% 28% 20% 27%
SOMEWHAT AGREE 35% 38% 35% 35% 34% 34% 25% 37% 37% 18% 39% 28% 31% 30%
SOMEWHAT DISAGREE 21% 19% 20% 28% 22% 16% 11% 23% 22% 11% 20% 27% 23% 16%
STRONGLY DISAGREE 21% 25% 21% 16% 28% 14% 28% 19% 18% 39% 21% 15% 23% 19%
|Don't know/won'T say 3% 5% 2% 5% - - 5% 3% 2% 8% 1% 2% 3% 9%

RESEARCH & POLLING, INC.
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CuUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
Because WATER IS A SCARE RESOURCE, WATER RATES SHOULD BE DESIGNED TO REFLECT THE VALUE OF WATER IN OUR DALy LIVES

QUESTION 34: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: BECAUSE WATER IS A SCARCE RESOURCE, WATER RATES SHOULD BE DESIGNED
TO REFLECT THE VALUE OF WATER IN OUR DAILY LIVES.

GENDER Ernmiay AGe HOUSEHOLWD INCOME REGION
TaraL $35,001 550,001
SAMIOLE 1ET034 357049 507064 65Years | 535,000 L] L Over Vauev/ Mip- Far
{N=500) MaLe FEMALE | Huspanic  AnGlo YeARS YEARS Yeans OROvER | orLess $50,000 575,000 575,000 |Downtown Westsioe HeucHts  HeGets
STRONGLY AGREE 32% 29% 36% 38% 29% 43% 29% 33% 27% 31% 40% 32% 32% 42% 30% 25% 31%
SOMEWHAT AGREE 40% 39% 42% 40% 41% 39% 46% 37% 39% 46% 34% 39% 40% 33% 43% 49% 35%
SOMEWHAT DISAGREE 15% 20% 10% 12% 16% 9% 15% 17% 17% 18% 11% 13% 14% 11% 7% 19% 19%
STRONGLY DISAGREE 8% 10% 6% 6% 9% 5% 6% 9% 11% 2% 11% 11% 12% 7% 13% 6% 7%
DON'T KNOW/WON'T SAY 5% 3% 6% 5% 4% 5% 4% 4% 6% 3% 4% 5% I% 7% 6% 1% 4%
Epucanon LENGTH OF RESIDENCY Numser OF CHILDREN tN HOuSEHOWD COMPONENT
Tora HS. Some Mone
Sampie | GRADUATE  CoueGe/ Couece Grapuate| 10Years 117020 Than 20 THREEOR | Insipt Cry  Outsiot
[#=500) | Onless AssOCATE GRADUATE  DeGrer OR Less Years Years NONE One Two More Lmmrs  Crey Limirs
STRONGLY AGREE 32% 35% 34% 27% 29% 42% 27% 32% 34% 29% 32% 47% 32% 35%
SOMEWHAT AGREE 40% 39% 40% 40% 45% 40% 50% 38% 36% 47% 37% 33% 40% 40%
SOMEWHAT DISAGREE 15% 14% 16% 17% 12% 10% 10% 17% 14% 16% 10% 15% 15% 12%
STRONGLY DISAGREE 8% 5% 5% 14% 10% &% 7% 8% 5% 3% 12% 5% 8% 6%
DON'T KNOW/WON'T SAY 5% 7% 5% 2% 4% 2% 7% 5% 7% 4% 5% - 5% 6%
Numetn OF PEOPLE LiviNG IN HouseHOwD Rent oR OwnN Home Tyrear Home EMPLOYMENT
ToTaL Swate
SAMPLE FveoR Famuy
{n=500) One Two THREE Four Mozre Reny owN House OTHER | FULL-TIME PART-TIME  REmRED  OTHER
STRONGLY AGREE 32% 26% 35% 29% 28% 47% 39% 31% 32% 33% 32% 35% 27% 44%
SOMEWHAT AGREE 40% 49% 36% 38% 48% 32% 39% 41% 41% 32% 43% 43% 39% 31%
SOMEWHAT DISAGREE 15% 18% 14% 22% 12% 6% 14% 15% 14% 19% 16% 11% 17% 8%
STRONGLY DISAGREE 8% 6% 8% 8% 7% 12% 3% 9% 8% 3% 7% 6% 11% 5%
DON'T KNOW/WON'T SAY 5% 1% 7% 4% 5% 3% 6% 5% 4% 12% 2% 5% 6% 11%
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CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
WATER RATES SHOULD Bt INCREASED TO COVER THE TRUE COSTS TO TREAT AND DEUVER WATER TO QUR HOMES AND BUSINESSES

QUESTION 357 PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND
DELIVER WATER TO OUR HOMES AND BUSINESSES.

GENDER Emnary Ace HOUSEHOLD INCOME Region

TovaL $35,001 $50,001

Samme 181034 351049 507064  65Yeans | $35,000 1© 70 Over Vauey/ Mip- FAR

(w=S00) | M Femate | Hispamic  ANGLO YEARS Yeans Years orOvir | onbess  $50,000 $75,000 575,000 | Downtown WESTSIDE  HEGHTS  HBGHTS
STRONGLY AGREE 18% 15% 21% 18% 16% 14% 11% 23% 22% 17% 25% 21% 20% 16% 19% 23% 16%
SOMEWHAT AGREE 38% 45% 31% 38% 40% 48% 38% 37% 32% 37% 42% 37% 47% 34% 39% 48% 33%
SOMEWHAT DISAGREE 21% 21% 22% 22% 20% 18% 28% 18% 18% 25% 19% 17% 16% 24% 18% i6% 24%
STRONGLY DISAGREE 19% 18% 19% 20% 18% 14% 21% 19% 21% 15% 14% 20% 16% 15% 20% 12% 23%
1DON'T KNOW/WON'T SAY 4% 1% 6% 2% 5% 7% 2% 3% 7% 6% 1% 5% 1% 6% 4% 1% 4%

EDUCATION LENGTH OF RESIDENCY NUMBER OF CHILDREN 1N HOUSEHOLD COMPONENT

— H.S. SOME Monre

Sampie | GRADUATE  CoufGE/ COurGeE GRADUATE| 10YEars 117020 THAN20 THAeeoR | InsiDe Ciry  Oursioe

{#:500) | ORLESS ASSOOATE GRADUATE  DEGREE orLss YEARS YEARS NonE One Two Monre umirs  Crry Limims
STRONGLY AGREE 18% 23% 19% 15% 14% 16% 14% 20% 19% 15% 20% 26% 17% 25%
SOMEWHAT AGREE 38% 34% 38% 38% 46% 57% 29% 37% 39% 48% 29% 29% 39% 28%
SOMEWHAT DISAGREE 21% 19% 19% 28% 21% 19% 31% 20% 20% 23% 12% 23% 21% 25%
STRONGLY DISAGREE 19% 18% 21% 18% 15% 6% 18% 21% 19% 11% 37% 15% 19% 16%
DON'T KNOW/WORN'T SAY 4% 7% 2% 1% 4% 3% 8% 3% 3% 2% 3% 7% 4% 5%

NumstR Of PEOPLE LiviNG IN HOUSEHOW Rent or Own Home Tree Of HOME EMPLOYMENT

TaraL Swa

SAMPLE FIVEOR FAMILY

(n=500) One Two THREE Four MoORE RENT Own House Oruer | Ful-Time  ParT-TimMe  RETIRED OTHER
STRONGLY AGREE 18% 14% 17% 19% 18% 28% 17% 19% 18% 21% 14% 26% 20% 26%
SOMEWHAT AGREE 38% 37% 43% 43% 31% 28% 38% 38% 38% 36% 41% 29% 38% 36%
SOMEWHAT DISAGREE 21% 27% 19% 21% 24% 14% 19% 22% 23% 13% 21% 22% 17% 25%
STRONGLY DISAGREE 19% 16% 18% 17% 22% 24% 21% 18% 18% 22% 22% 13% 20% 10%
|Don' know/won'T say 4% 6% 2% - 5% 5% 5% 4% 3% 8% 2% 10% 5% 4%
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CusTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
Housedo1bs WouLb CoNSERVE MIORE WATER IF THEY HAD AN EASIER WAY TO MONITOR THEIR WATER USE

QUESTION 36: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: HOUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAY TO

MONITOR THEIR WATER USE.
GENDER EtHMicrTy AcE HouseHoLD INncome ReGon
Toraw §35,001  $50,001
SAMPLE 181034 357049 507064 65Yeans | 535,000 TO 1] Over Vauey/ Mip- Far
{n=500) Mate Femarte | Hiseamic  Anclo YEARS YEARS Years  onOver | omlsss  $50,000 S$75,000 $75,000 | Downtown Westsine  HBGHTS — HEIGHTS
STRONGLY AGREE 40% 38% 42% 41% 39% 39% 39% 42% 40% 36% 44% 46% 48% 36% 38% 49% 37%
SOMEWHAT AGREE 32% 32% 32% 35% 32% 3% 32% 31% 33% 44% 22% 26% 29% 36% 28% 23% 38%
SOMEWHAT DISAGREE 13% 12% 13% 11% 12% 8% 15% 14% 12% 4% 17% 19% 12% 13% 12% 14% 12%
STRONGLY DISAGREE 8% 10% 6% 6% 10% 6% 8% 7% 7% 8% 10% 6% 6% 5% 8% 11% %
DON'T KNOW/WON'T SAY 8% 9% 7% 8% 7% 14% 5% 6% 8% 9% 7% 4% 4% 10% 13% 2% 6%
Enucanon LENGTH OF RESIDENCY NUMBER OF CHILDREN IN HOUSEHOWD COMPONENT
Tota H.S. SomE More
Sampee | GRADUATE Cource/ Cousct Grapuate| 10Years 117020 THan20 TureeoR [InsineCory  OUTSIDE
{8=500) | ORLESS ASSOCATE GRADUATE DEGREE DR LEss Years YeARs None ant Two More Lwams  Cory Limis
STRONGLY AGREE 40% 31% 44% 46% 46% 55% 34% 39% 40% 39% 39% 43% 41% 34%
SOMEWHAT AGREE 32% 46% 22% 29% 32% 29% 33% 32% 34% 42% 33% 37% 32% 35%
SOMEWHAT DISAGREE 13% 13% 15% 10% 7% 3% 17% 13% 12% 13% 14% 8% 13% i1%
STRONGLY DISAGREE 8% 3% 10% 10% 8% 3% 11% 7% 9% 3% 11% 2% 8% 3%
DON'T KNOW/WON'T 5aY 8% 8% 8% 5% 7% 10% 5% 8% 6% 3% 2% 10% 7% 17%
NUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OwN Home Type OF Home EMPLOYMENT
TaraL L
SAMPLE FeviEoR Famiy
{v=500) One Two THREE Four MORE RENT own House Omer | Fun-Time  PART-TIME  RETIRED Orher
STRONGLY AGREE 40% 44% 39% 39% 36% 45% 3% 41% 39% 47% 38% 33% 44% 45%
SOMEWHAT AGREE 32% 18% 33% 40% 36% 37% 37% 31% 32% I37% 31% 38% 27% 39%
SOMEWHAT DISAGREE 13% 15% 13% 14% 17% 3% 10% 13% 14% 5% 16% 9% 12% 6%
STRONGLY DISAGREE 8% 7% 9% 7% 7% 6% 4% 8% 8% 3% 7% 8% 8% 4%
|Don'y know/won'T say 8% 16% 7% - 3% 8% 11% 7% 8% 7% 7% 12% 8% 6%
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CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABCUT WATER RATES AND SERVICES:

THE CosT oF WATER IS AN IMPORTANT FACTOR FOR IME WHEN DecipinGg How MucH WATER TO USE

QUESTION 37: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW

MUCH WATER TO USE.
GENDER EmvNiary Ace HOUSEHOLD INCOME REGON
ToraL $35001 450,00
SAMPLE 187034 357049 507064  65Yeans | $35,000 o T Over Vausy/ Mip- Fax
{n=500) Mace Fomale | Hispanic  AnGo YEARS YEARS YEARS OorROvir | oaless $50,000 S$75000 575,000 | Downtowsn Westsine Heeurs  HeGHTs
STRONGLY AGREE 42% 34% 48% 44% 35% 41% 38% 46% 40% 46% 47% 38% 46% 42% 43% 25% 48%
SOMEWHAT AGREE 34% 35% 33% 38% 36% 24% 42% 33% 33% 33% 34% 34% 32% 38% 33% 37% 31%
SOMEWHAT DISAGREE 12% 18% 7% 9% 15% 16% 7% 11% 18% 11% 8% 11% 12% 12% 6% 15% 13%
STRONGLY DISAGREE 8% 10% 7% 4% 12% 8% 11% 8% 6% 6% 9% 14% 9% 3% 10% 17% 6%
jDon's KNOW/WON'T SAY 4% 3% 4% 5% 1% 11% 2% 2% 2% 4% 2% 3% 1% 5% 8% 2% 2%
EDUCATION LENGTH OF RESIDENCY NuUMBSER OF CHIRDREN IN HOUSEHOLD COMPONENT
F— H.S. Some More
Sampte | GRADUATE Cource/ COUEGE GRADUATE| 10YEARs 117020  THan20 THREEOR | INsinE Cry  OUTSIDE
{N=500) | ORLESS ASSOCIATE GRADUATE DEGREE DA LESS YEARs Years None One Two MORE umms  Cory LimiTs
STRONGLY AGREE 42% 37% 50% 41% 36% 50% 40% 41% 43% 41% 39% S0% 41% 49%
SOMEWHAT AGREE 34% 38% 27% 39% 34% 28% 36% 35% 34% 30% 43% 37% 34% 36%
SOMEWHAT DISAGREE 12% 12% 9% 11% 21% 12% 10% 13% 10% 18% 7% 5% 12% 8%
STRONGLY DISAGREE 8% 6% 11% 8% 8% 6% 8% 9% 10% 5% 11% 9% 9% 1%
|Don'T kNOW/WON'T SaY 4% 6% 4% 1% 1% 4% 6% 3% 3% 6% - - 3% 6%
NUMBER OF PEOPLE LVING |N HOUSEROWD Rent or Own HOME Tree OF HOME EMPLOTMENT
Torat Stnoiz
SAMPLE FrvEoR Famy
{n=500) One Two THREE Four MORE Rent Own House OTHER  § Fuit-TtmE PART-TwmE  RETIRED OTHER
STRONGLY AGREE 42% 8% 46% 40% 39% 42% 44% 41% 41% 43% 36% 47% 44% 52%
SOMEWHAT AGREE 34% 33% 32% 40% 27% 44% 29% 36% 34% 36% 38% 26% 28% 37%
SOMEWHAT DISAGREE 12% 17% 10% 13% 13% 9% 10% 13% 13% 8% 12% 12% 17% 3%
STRONGLY DISAGREE 8% 6% 9% 6% 16% 5% 8% 9% 9% 5% 10% 8% 9% 5%
|Don'T knOW/WON'T SAY 4% 6% 3% 1% 5% - 8% 3% 3% 9% 4% 7% 3% 3%

RESEARCH & POLLING, INC.




ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY = CUSTOMER OPINION SURVEY
MARCH 2016

PAGE 84

CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO Use Too MucH WATER

QUESTION 38: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO

MUCH WATER.
GENDER Emniary AGE HouseHow INcOME ReGion
ToraL $35,001  $50,001
SAMPLE 181034 357049 507064 65Yeans | 535,000 10 70 Over Vauey/ Mip- FaR
{n=500} Mate FEMALE | HISPANIC  ANGLO YEARS Years Years onOver | oriess 550,000 475000 575,000 | Dowwtown Westsioe Heguts  Heewrs
STRONGLY AGREE 35% 29% 40% 36% 37% 33% 33% 37% 36% 35% 38% 39% 35% 34% 38% 42% 29%
SOMEWHAT AGREE 26% 24% 28% 25% 26% 17% 26% 31% 26% 23% 28% 26% 30% 27% 27% 24% 26%
SOMEWHAT DISAGREE 21% 25% 17% 21% 22% 19% 25% 19% 20% 24% 16% 21% 25% 21% 19% 18% 24%
STRONGLY DISAGREE 14% 17% 10% 14% 12% 22% 13% 11% 12% 17% i16% 9% 11% 11% 12% 13% 17%
DON'T KNOW/WON'T SAY 4% 4% 5% 4% 3% 10% 4% 1% 6% 2% 2% 5% . 6% 4% 2% 4%
EDUCATION LENGTH OF RESIDENCY Numser OF CHILDREN IN HOUSEHOLD COMPONENT
TotaL H.S. SoME Mone
SampLe | GRADUATE Couscef CourGe GRADUATE} 1I0Years 117020 THan20 THREEOR |InSIDECory  OuTsIDE
{N=500) | ORLESS ASSOOATE GRADUATE DeGREE | OnLess YEARS Years NONE One Two MoRe Umaris  Crry Limims
STRONGLY AGREE 35% 37% 33% 39% 34% 40% 35% 34% 36% 28% 40% 48% 35% 31%
SOMEWHAT AGREE 26% 23% 25% 28% 33% 19% 20% 28% 28% 29% 24% 23% 26% 32%
SOMEWHAT DISAGREE 21% 19% 25% 20% 18% 17% 20% 22% 19% 20% 23% 22% 21% 23%
STRONGLY DISAGREE 14% 17% 14% 8% 11% 14% 14% 14% 13% 19% 10% 5% 14% 11%
|DON'T knOW/woON'T saY a% | 4% 3% 5% 4% | 10% 12% 2% 4% 4% 2% 3% 5% 3%
NUMBER OF PEOPLE LIVING IN HOUSEHOLD RENT OR OWN HoME Tyee of HOME EMPLOYMENT
FaTaL SINGLE
SAMME FIVEOR FaMILY
{n=500} Ont Two THRee Four Moze Rent Own House OmER | FUL-TIME PART-TIME ReEMRED  OThER
STRONGLY AGREE 35% 30% 36% 30% 33% 51% 31% 36% 35% 39% 33% 55% 33% 39%
SOMEWHAT AGREE 26% 24% 26% 40% 22% 18% 17% 28% 26% 24% 26% 17% 27% 29%
SOMEWHAT DISAGREE 21% 23% 20% 14% 26% 22% 18% 21% 22% 12% 22% 19% 24% 10%
STRONGLY DISAGREE 14% 14% 15% 16% 12% 9% 27% 11% 13% 19% 16% 8% 11% 17%
DON'T KNOW/WON'T SAY 4% 8% 4% - 7% - 7% 4% 4% 6% 4% - 6% 5%
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CuUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES:
| FoLLow THE WATER BY THE NUMBERS PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE

QUESTION 39: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: § FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING MY

IRRIGATION SCHEDULE.
GENDER EvHMICTY AGE HouseHOLD INCOME ReGion
Torat 535,001 550,001
Samme 187034 357049 507064 65Yeans | $35,000 O ™o Over Vauev/ Mio- FAR
{N=500) MALE Female | Hispamic  AnGro YEARs YEARS Years  OROver | orless 550,000 $75,000 575,000 | Downtown Westsie Hoewrs  Hecurs
STRONGLY AGREE S2% 45% 58% 48% 55% 38% 44% 61% 59% 50% 59% 49% 55% 46% 55% 54% 54%
SOMEWHAT AGREE 19% 22% 16% 19% 19% 18% 25% 14% 18% 11% 14% 18% 25% 22% 21% 22% 12%
SOMEWHAT DISAGREE 3% 4% 2% 1% 3% 4% 4% 3% 2% 4% 4% 3% 4% 7% 3% - 3%
STRONGLY DISAGREE 4% 4% 4% 1% 4% 6% 5% 3% 5% 5% 5% 6% 3% 3% 2% 4% 7%
|Don'T knOW/WON'T SaY 22% 25% 20% 25% 19% 35% 22% 20% 16% 30% 18% 25% 13% 23% 20% 20% 25%
Epucanion LENGTH OF RESIDENCY Numsex Of CHILDREN IN HOUSEHOLD COMPONENT
ToTaL H.S. Some More
Samprr | GRADUATE CourGef CourGe GRADUATE | 10Yeans 117020 THan 20 THReEOR | INSIDECTY  OUTSIDE
{8=500) | orLEss AssOOATE GRADUATE Decree | onless Yeans Years NonE One Two MoRre Lmirs  Cory Limms
STRONGLY AGREE 52% 47% 56% 52% 57% 58% 54% 50% 57% 47% 45% 40% 52% 52%
SOMEWHAT AGREE 19% 17% 13% 27% 16% 19% 19% 19% 14% 27% 25% 19% 19% 16%
SOMEWHAT DISAGREE 3% 3% 4% 1% 4% 2% 1% 4% 3% 3% 2% 5% 2% 9%
STRONGLY DISAGREE 4% 4% 4% 3% 7% 4% 4% 5% 4% 2% 8% 5% 5% -
|Don'T kvow/wonN'T say 22% 29% 23% 16% 16% 18% 23% 22% 22% 21% 20% 31% 22% 22%
NumsEer OF PEOPLE LIVING IN HousEHOWD RENT OR DWN HomE Tyet OFf HOME EMPLOYMENT
TaraL o
SAMPLE FIVEDR Famiy
{N=500) One Two THREE Four MoRe RENT OwN House OtHer | FULL-TIME  PART-TIME  RETIRED OTHER
STRONGLY AGREE 52% 52% 59% 54% 37% 45% 39% 55% 53% 38% 45% 59% 58% 55%
SOMEWHAT AGREE 19% 19% 15% 18% 23% 28% 12% 20% 20% 12% 21% 11% 17% 17%
SOMEWHAT DISAGREE 3% a% 3% 3% 1% 1% 2% 3% 3% - 3% 2% 3% 4%
STRONGLY DISAGREE 4% 3% 3% 6% 9% 3% 4% 4% 4% 4% 5% 5% 3% 1%
DON'T KNOW/WON'T SAY 22% 22% 19% 20% 29% 24% 43% 17% 19% 47% 25% 19% 19% 22%
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CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT CLUMATE CHANGE AND THE WATER UTILITY:
FUTURE EXTREME WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY’S ABILITY TO PROVIDE SAFE, HEALTHY DRINKING WATER

QuESTION 40 PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS RELATING TO CUMATE CHANGE AND THE WATER UTILITY. FUTURE EXTREME
WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY'S ABILITY TO PROVIDE SAFE, HEALTHY DRINKING WATER.

GENDER ETHAITITY Ace HOUSEHOLD INCOME ReGion
Torat $35001 $50,001
SAMSLE 181034 357049 501064 65 Yeans | $35,000 O 0 Over Vausy/ Mio- Far
{n=500) Mate Female | Hispamic  AnGlo YEARS YeARs Years  orOvern | omless 550,000 $75000 575,000 | Downtown Westsie  Hecnts  Hecwts
STRONGLY AGREE 25% 23% 27% 27% 24% 26% 28% 25% 23% 29% 29% 30% 20% 31% 24% 27% 21%
SOMEWHAT AGREE 32% 33% 32% 33% 30% 27% 43% 31% 26% 30% 35% 34% 37% 30% 31% 30% 36%
SOMEWHAT DISAGREE 12% 13% 11% 11% 16% 14% 13% 10% 14% 8% 9% 10% 20% 14% 12% 10% 11%
STRONGLY DISAGREE 12% 14% 10% 11% 10% 6% 8% 16% 10% 6% 11% 10% 12% 9% 10% 11% 16%
| Do’y know/woN'T say 15% 18% 20% 19% 19% 27% 8% 19% 28% 26% 15% 16% 11% 16% 23% 22% 17%
EDUCATION LENGTH OF RESIDENCY Numser OF CHILDREN IN HOUSEHOLD CoMPONENT
ey HS. SomE MoORE
Sampue | GRADUATE Cource/ CoueGE GRADUATE] 10Yearns 1171020 THANZ20 THreEOR |Insi0eCry  Oursioe
{v=500) | ORLESS AssOOATE GRADUATE Decaee | o lLess Yeanrs Yeans None One Two MoRrEe umns  Crry Limirs
STRONGLY AGREE 25% 21% 33% 23% 21% 19% 36% 24% 26% 30% 20% 28% 25% 24%
SOMEWHAT AGREE 32% 31% 29% 32% 44% 40% 32% 31% 31% 33% 43% 31% 32% 31%
SOMEWHAT DISAGREE 12% 11% 12% 17% 10% 18% 12% 11% 10% 14% 10% 15% 12% 17%
STRONGLY DISAGREE 12% 10% 12% 8% 13% 8% 3% 14% 11% 13% 12% 4% 12% 4%
DON'T KNOW/WON'T SAY 18% 26% 15% 20% 13% 15% 18% 20% 22% 10% 10% 23% 18% 24%
Numetr OF PEOPLE LIVING IN HOUSEHOLD RENT Or Own HOME Tyee OF HomE EMPLOYMENT
ToraL Sivgre
SAMPLE FivEOR Famiy
{n=500) ONE Two THREE Four More RENT Own House OmHer | Fuu-TiME PART-TIME  RETIRED OTHER
STRONGLY AGREE 25% 22% 26% 32% 17% 31% 23% 26% 26% 21% 22% 29% 25% 31%
SOMEWHAT AGREE 32% 29% 33% 29% 41% 30% 36% 31% 33% 30% 37% 30% 27% 33%
SOMEWHAT DISAGREE 12% 15% 10% 11% 11% 16% 6% 13% 13% 8% 15% 3% 14% 7%
STRONGLY DISAGREE 12% 12% 14% 9% 12% 5% 11% 12% 12% 12% 12% 6% 11% 8%
DON'T KNOW/WON'T SAY 19% 21% 17% 19% 18% 18% 24% 18% 18% 28% 15% 32% 23% 21%
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CusTOMER LEVEL OF AGREEMENT WITH STATEMENT ABOUT CLIMATE CHANGE AND THE WATER UTILITY:
THE IMPACT OF CLIMATE CHANGE ON THE WATER CyctLe WiLL MAKE IT MORE DiFFicuLT FOR THE WATER UTILITY TO MEET
Our CommuniTy's WATER NEEDS IN THE NexT 10 10 40 YEARS

QUESTION 41: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS RELATING TO CUMATE CHANGE AND THE WATER UTILITY. THE IMPACT OF CUMATE
CHANGE ON THE WATER CYCLE WILL MAKE IT MORE DIFFICULT FOR THE WATER UTILITY TO MEET OUR COMMURNITY'S WATER NEEDS IN THE NEXT 10 70 40 YEARS.

GENDER ErHmicTy AcE HousHow INcOME REGION
TovaL $35,001 550,001
Sampti 181034 357049 507064 65 Yeams | 535,000 0 10 Ovir Vauer/ Mip- FAR
{n=500) | Mawe FEMALE | HisPANiC  ANGLD Years Yeans Years oROvern | onless  $50,000 $75000 575,000 | Downtown Wiestsioe  Heeirs  HuGTs
STRONGLY AGREE 32% 29% 34% 36% 32% 37% 31% 33% 30% 37% 37% 35% 3% 33% 33% 36% 28%
SOMEWHAT AGREE 27% 27% 27% 29% 23% 28% 33% 24% 22% 26% 21% 23% 34% 29% 30% 24% 26%
SOMEWHAT DISAGREE 14% 14% 14% 12% 19% 14% 11% 16% 14% 9% 18% 15% 14% 12% 17% 11% 15%
STRONGLY DISAGREE 12% 16% 8% 8% 11% 8% 11% 12% 15% 11% 11% 10% 10% 9% 10% 14% 14%
|DON'T KNOW/WON'T SAY 15% 13% 17% 15% 15% 13% 14% 15% 19% 16% 12% 17% 9% 16% 11% 15% 18%
EDUCATION LENGTH OF RESIDENCY NumBER OF CHILDREN IN HOUSEHOLD COMPONENT
TotaL H.S. Same Mone
Sampig | GRAOUATE Cource/ CousGe Grapuate | 10Yeans 117020 Tan20 Trez oA |InsweCry  OursiDe
{=500} | ORLESS ASSDOATE GRADUATE  DEGREE ORLess YEARS Years NONE ONe Two Mozre umirs  Crry Limims
STRONGLY AGREE 32% 31% 38% 31% 25% 31% 33% 32% 31% 29% 42% 44% 31% 42%
SOMEWHAT AGREE 27% 29% 23% 23% 35% 31% 32% 25% 24% 39% 32% 18% 28% 16%
SOMEWHAT DISAGREE 14% 10% 15% 19% 13% 16% 8% 15% 13% 11% 10% 17% 14% 17%
STRONGLY DISAGREE 12% 10% 13% 11% 14% 9% 7% 14% 12% 11% 8% 8% 13% 3%
DON'T KNOW/WON'T SAY 15% 20% 10% 17% 12% 13% 20% 15% 19% 11% 8% 13% 14% 23%
NuMBER OF PEOPLE LIVING 1IN HOUSEHOWD Rent or Own Home Tyee of HOME EMPLOYMENT
ToraL e
SAMPLE FvEaR FamiLy
{n=500) One Two THREE Foun More Rent Dwn House OtHEr | FUL-Time PART-TiME  REmRep  OTHER
STRONGLY AGREE 32% 29% 32% 29% 26% 48% 33% 32% 32% 30% 32% 41% 30% I7%
SOMEWHAT AGREE 27% 27% 25% 27% 39% 22% 29% 27% 27% 27% 28% 26% 25% 28%
SOMEWHAT DISAGREE 14% 18% 14% 10% 9% 19% 8% 15% 14% 10% 13% 12% 15% 16%
STRONGLY DISAGREE 12% 14% 16% 6% 8% 6% 10% 12% 12% 8% 11% 2% 15% 6%
|Don' know/won'T say 15% 13% 13% 27% 18% 5% 20% 14% 14% 26% 17% 19% 15% 12%
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ADEQUATE SuPPLIES OF WATER FOR THE NEXT 10 T0 40 YEARS

CUSTOMER LEVEL OF AGREEMENT WITH STATEMENT ABOUT CLIMATE CHANGE AND THE WATER UTILITY:
THE WATER UTILITY SHOULD PLAN AND TAKE THE NECESSARY STEPS TO ENSURE THAT OUR COMMUNITY HAS SAFE,

QUuESTION 42: PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS RELATING TO CLIMATE CHANGE AND THE WATER UTILITY. THE WATER UTIUTY
SHOULD PLAN--AND TAKE THE NECESSARY STEPS--TD ENSURE THAT OUR COMMUNITY HAS SAFE, ADEQUATE SUPPLIES OF WATER FOR THE NEXT 10 TO 40 YEARS.

GENDER EthmiaTy AGe HOUSEHOLD INCOME ReGloN
ToraL 535001 $50,001
SAMPLE 187034 357049 507064 65Yeams | 535,000 0 1 Oven Vausy/ Mio- Fan
{v=500) | Mae Female | Hispamic  ANGLO YEARS YEARS Yeams  OROven | onless 550,000 575,000 575,000 | Downtown WesTSIDE Heoowts  HeushHrs
STRONGLY AGREE 71% 70% 72% 72% 73% 73% 71% 76% 64% 70% 78% 72% 77% 68% 69% 79% 69%
SOMEWHAT AGREE 20% 22% 18% 22% 19% 21% 24% 16% 22% 20% 17% 19% 15% 21% 23% 16% 20%
SOMEWHAT DISAGREE 3% 3% 3% 2% 2% 5% - 4% 1% 1% 2% 3% 6% 5% 3% 2% 2%
STRONGLY DISAGREE 2% 2% 2% 1% 2% - 3% 2% 2% 1% 3% 2% 1% 2% 3% 1% 3%
|Don's know/won'T say 4% 3% 4% 3% 4% 1% 3% 2% 9% 8% > 4% 1% 4% 2% 1% 6%
EDUCATION LENGTH OF RESIDENCY NUMBER OF CHIRDAEN IN HOUSEHOLD COMPONENT
TowaL H.S. Some MORE
Sampir | GRADUATE Cource/ Cource GRAoUATE | 10Yeans 117020 Than20 THREEOR [INSDECITY  OuTSIDE
{n=500) orLess  ASSOOATE GRADUATE  DEGREE orless Years Yeans NoONE One Two MORL Umirs  CrryLumirs
STRONGLY AGREE 71% 67% 74% 74% 77% 58% 72% 73% 73% 76% 75% 78% 72% 66%
SOMEWHAT AGREE 20% 23% 19% 18% 14% 28% 24% 18% 19% 20% 20% 18% 20% 25%
SOMEWHAT DISAGREE 3% 3% 3% 4% 1% 5% - 3% 3% - - 4% 3% 3%
STRONGLY DISAGREE 2% 2% 1% 2% 5% 4% - 2% 3% - - - 2% -
DON'T KNOW/WON'T SAY 4% 5% 3% 3% 2% 5% 5% 3% 2% 4% 5% - 3% 6%
Numser oF PEOPLE LIVING IN HOUSEHOLD RENT Or Owt HOME Tvre OF HOME EMPLOYMENT
ToraL SINGLE
SAMPLE Fiveor FamiLy
{n=500) ONE Two THREE FOUuR More Rent Own House OtHER | Fuu-TiME PART-TIME  RETtRED OtHER
STRONGLY AGREE 71% 60% 70% 88% 68% B80% 59% 74% 72% 60% 72% 86% 65% 73%
SOMEWHAT AGREE 20% 23% 20% 8% 27% 18% 29% 18% 18% 35% 21% 12% 21% 21%
SOMEWHAT DISAGREE 3% 6% 4% 1% 1% - 1% 3% 3% - 3% - 5% 1%
STRONGLY DISAGREE 2% 4% 4% - - - 4% 2% 2% 1% 1% 2% 3% 1%
DON'T KNOW/WON'T SAY 4% 8% 2% 3% 3% 2% 6% 3% 4% 4% 3% - 6% 3%
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AMOUNT WILLING TO PAY EXTRA TO ENSURE THE COMMUNITY HAS ACCESS TO ABUNDANT, SAFE WATER FOR THE NEXT 10 TO 40 YEARS
AMONG THOSE WHO PAY A WATER/SEWER BiLL

CQUesTION 43: HOW MUCH MORE WOULD YOU BE WILLING TO PAY EACH MONTH ON YOUR WATER BILL TO ENSURE THE COMMUNITY HAS ACCESS TO ABUNDANT, SAFE WATER FOR THE NEXT 10 TO 40 YEARS?

GenDer ETimcry Act HouseHow INCOME Region
TataL $35,001 $50,001
RESPONSES 187034 357049 5Dt064 65 Years | $35,000 0 70 Oven Vausy/ Mip- FAr
(n=477) Mawe Femare | Hispanic  AnGLO YEARS Yeans Yeans  orOver | omless 550,000 $75,000 575,000 | Downtown WesTsioE HecHTs  HOGHTS
NOTHING 42% 45% 40% 44% 35% 37% 41% 42% 48% 51% 44% 28% 27% 48% 43% 40% 39%
$1-55 21% 18% 24% 24% 19% 21% 26% 21% 17% 24% 17% 33% 17% 24% 13% 22% 23%
$6-510 9% 9% 9% 7% 12% 8% 11% 9% 7% 6% 4% 13% 21% 3% 13% 12% 9%
$11-5%25 6% 1% 5% 3% 9% 6% 3% 9% 6% 2% 6% 4% 17% 5% 6% 6% 7%
MORE THAN $25 1% 2% 1% 1% 2% 3% 3% - 1% 2% 2% = 2% 1% 2% 2% 1%
|DON"r KNOW/WON'T SAY 20% 20% 20% 20% 19% 25% 16% 19% 22% 15% 27% 22% 16% 18% 24% 17% 22%
Epucamion LENGTH OF RESIDENCY NUMBER OF CHIULDREN IM HOUSEHDLD COMPONENT
ToraL H.5. SomE More
Responses | GRADUATE  CourGe/ COUEGE GRADUATE| 10YEArs 117020  THAN20 THREEQR | INSIDECTTY  OUTSIDE
{v=477) | ©ORLESS ASSOOATE GRADUATE  DEGREE OR LEss Yeans Years Nang One Two MORE Lmrs Tty Lims
[NOTHING 42% 53% 39% 42% 33% 36% 34% 45% 43% 23% 34% 48% 41% 53%
$1-%5 21% 20% 25% 20% 16% 9% 37% 19% 19% 32% 26% 24% 21% 17%
$6-510 9% 4% 9% 12% 16% 10% 10% 9% 8% 9% 17% 13% 9% 4%
$11-$25 6% 2% 4% 9% 15% 8% 5% 6% 7% 8% 5% - 7% -
|More THaN $25 1% - 2% - 3% 4% 1% 1% 1% 2% 4% - 1% 4%
lDON'T KNOW/WON'T 5AY 20% 21% 20% 16% 18% 33% 13% 20% 22% 27% 15% 15% 20% 21%
NumBER Of PEOPLE LIVING IN HOUSEHOWD RENT OR OwWN HOME Tvre of HomE EMPLOYMENT
TovaL SiNGLE
RespONSES FIVEOR FamiLy
(N=477) One Two THREE Four MoRe Rent own House OTHER | FULL-TIME  PART-TIME  RETIRED OTHER
NOTHING 42% 56% 44% 31% 30% 44% 43% 42% 42% 44% 39% 32% 50% 42%
$1-55 2% 14% 20% 27% 24% 25% 20% 21% 21% 23% 24% 24% 17% 17%
$6-510 9% 7% 7% 9% 15% 12% 5% 10% 9% 2% 9% 11% 9% 9%
$11-%25 6% 6% 7% 7% 7% 2% 4% 6% 6% 8% 7% 5% 5% 5%
MoRE THAN $25 1% 1% - 2% 3% 3% 3% 1% 2% - 1% 6% - 3%
DON'T KNOW/WON'T SAY 20% 16% 22% 24% 21% 14% 25% 19% 20% 22% 20% 23% 18% 24%

RESEARCH & POLLING, INC.
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DEMOGRAPHICS
TOTAL SAMPLE (N=500)

l GENDER l | HOUSEHOLD INCOME
Mate 48% $20,000 OR LESS 12%
FEMALE 52% $20,001 70 535,000 15%
AGE I $35,00170 $50,000 17%
550,001 70 575,000 18%
18 10 34 veaRs 17% ’ !
35 70 49 YEARS 279% $75,001 70 $100,000 8%
Over $100,000 8%
5070 64 YEARS 35% , ! ;
E VEARS ORONER 20% DON'T KNOW/WON'T SAY 22%
DON'T KNOW/WON'T SAY 2% I Numsaer OF HOUSEHOLD RESIDENTS
| Ervmicy | One 20%
HispaNIC {SPANISH, LATINO) 42% :HWRO i::
ANGLO/CAUCASIAN 42% . € 14%
BLACK/AFRICAN-AMERICAN 2% FDUR 12%
NATIVE AMERICAN INDIAN 2% DWE ,O i i 1%
I 1% ON'T KNOW/WON'T SAY
OTHER DESCENT 5% NUMBER OF HOUSEHOLD MEMBERS UNDER 18 YEARS
WON'T 5AY S% None 56%
EDUCATION ONE 20%
Two 11%
HIGH SCHOOL GRADUATE OR LESS 29% THREE 6%
SOME COLLEGE/ASSOCIATE DEGREE/VOCATIONAL CERTIFICATE 33% Fritit 2%
COLLEGE GRADUATE (4 YEARS) 21% EivEDRMOAE 3%
GRADUATE DEGREE (MD, PHD, J.D., MASTERS) 14% DON'T KNOW/WON'T SAY 2%
WON'T SAY 3% I —I
LENGTH OF RESIDENCY
l shes 0 l S YEARS OR LESS 4%
EMPLOYED FULL-TIME 47% 610 10 YEARS 7%
mﬁsn PART-TIME 2979? SR 18%
N MORE THAN 20 YEARS/NATIVE 71%
FULL-TIME HOMEMAKER 6% DON'T KNOW/WON'T SAY 1%
WoON'T say 3%
DisaBLED 2% Yes 86%
FULL-TIME STUDENT 2% No 6%
SELF-EMPLOYED 1% DON'T KNOW/WON'T SAY 9%

RESEARCH & POLLING, INC.
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ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY
CustomMER OPINION SURVEY 2016
FINAL
N=500 ReSIDENTIAL CUSTOMERS
N=100 BusINESSES CUSTOMERS

COMPONENT:
1 RESIDENTIAL INSIDE CITY LIMITS {N=319)
2. RESIDENTIAL QUTSIDE CITY LIMITS {N=31})
3. CeLL PHONE (N=150})
4, CoMMERCIAL (N=100)

Hewo. MyNAMEIS YOUR NAME FROM RESEARCH & POLLING, INC. WE ARE CONDUCTING A CUSTOMER OPINION STUDY FOR THE ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY,
WHICH PROVIDES THE WATER AND SEWER SERVICE TO THE GREATER ALBUQUERQUE METROPOLITAN AREA. | ASSURE YOU WE ARE NOT SELLING ANYTHING, AND WE WOULD GREATLY APPRECIATE YOUR OPINIONS.

A.

DOES YOUR HOUSEHOLD RECEIVE WATER UTILITY SERVICES FROM THE ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY, REGARDLESS OF WHETHER YOU PAY FOR IT OR NOT?

1. YES
25 No (THANK AND TERMINATE}
3. DON'T knNOw/wWON'T saY [THANK AND TERMINATE)

DO YOU LIVE INSIDE OR OUTSIDE THE CITY LIMITS OF ALBUQUERQUE?

1 INSIDE
2. OUTSIDE
3. Don/T know/won'T saY (THANK AND TERMINATE)

DO YOU OR SOMEONE IN YOUR HOUSEHOLD PAY A WATER OR SEWER BILL TO THE ALBUQUERQUE BERNAUILLO COUNTY WATER UTILITY AUTHORITY {OR CITY OF ALBUQUERQUE)?

1; YES

2. No

3. DON'T KNOW/WON'T SAY [THANK AND TERMINATE)

DO YOU RENT OR OWN YOUR HOME?

1. RENT

2. own

3. DON'T kNOW/WON'T say (THANK AND TERMINATE)
NOTE TO POLLER: DID RESPONDENT ANSWER “NO” INC AND “Own" IN D?

1. Yes {THANK AND TERMINATE)

2. No

RESEARCH & POLLING, INC.



ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY = CUSTOMER OPENION SURVEY
MARCH 2016 PaGe 94

E. IN WHAT TYPE OF HOME DO YOU RESIDE? {READ CATEGORIES)

: SINGLE FAMILY HOUSE

’ APARTMENT

TOWNHOUSE (SHARED WALL)
CONDOMINIUM/CO-OP
MANUFACTURED/MODBILE HOME

’ DON'T KNOW/WON'T saY (DO NOT READ)

DS WN

NOTE TO POLLER: DID RESPONDENT ANSWER “No” inC?

1. Yes, ANSWERED “NO” INC (SKIP TO Q.11 - READ INTRO BEFORE}
2 No
1. HAVE YOU CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QUESTIONS WITH A WATER {SEWER) BILL WITHIN THE PAST TWO YEARS?
1. YES
2, NO/DON'T KNOW/WON'T SAY (SKIP TOINTRO TO Q.8)
2, HOW SATISFIED WERE YOU WITH THE SERVICE YOU RECEIVED, WERE YOU VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED?
4. VERY SATISFIED
3. SOMEWHAT SATISFIED
2. SOMEWHAT DISSATISFIED
1. VERY DISSATISFIED
5 DON'T KNOW/WON'T SAY
3. IN ANY OF YOUR RECENT DEALINGS WITH THE WATER UTILITY AUTHORITY, DID YOU SPEAK DIRECTLY TO AN EMPLOYEE EITHER OVER THE PHONE OR IN-PERSON, OR WAS YOUR COMMUNICATION

HANDLED ENTIRELY BY ANOTHER MEANS SUCH AS E-MAIL, VOICEMAIL OR THE WATER UTILITY'S WEBSITE?
(DO NOT READ CATEGORIES, TAKE UP TO 3 RESPONSES)

1. SPOKE WITH EMPLOYEE ON THE PHONE

2. SPOKE WITH EMPLOYEE IN PERSON

3 USED E-MAIL

4, USED WATER UTILITY WEBSITE

5. USED UTILITY'S VOICEMAIL SERVICE

6 COMMUNICATED IN SOME OTHER WAY

7 NOTSURE {VOLUNTEERED)

8 DON'T KNOW/WON'T 5AY (VOLUNTEERED)

NOTE TO POLLER: DID RESPONDENT SPEAK TO AN EMPLOYEE ON THE PHONE OR IN-PERSON IN Q.3?

1 YES, SPOKE TO SOMEONE {CONTINUE)
2 NO, DID NOT SPEAK TO ANYONE (SKIP TO INTROTO Q.8)
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4,

OVERALL, HOW WOULD YOU RATE THE CUSTOMER SERVICE REPRESENTATIVE YOU SPOKE TO WHEN CONTACTING THE WATER UTILITY? WOULD YOU SAY THEY WERE EXCELLENT, GOOD, FAIR, POOR, OR
VERY POOR?

EXCELLENT

Goop

FAIR

PoOR

VERY POOR

Don'T kNOw/WON'T Say (DO NOT READ)

% DID NOT SPEAK TO CUSTOMER SERVICE REPRESENTATIVE (DO NOT READ) (SKIP TOINTRO TO Q.8)

+

b

NOENWs W

SPECIFICALLY, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED,
SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.

5.
6.
7.

VERY SOMEWHAT SOMEWHAT VERY DK/
SATISFIED SAMISHED DISSATISFIED DiSSATISFIED WS

KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTIONS OR RESOLVE YOUR ISSUE ....vvonsmimsiemmsmssrmsnrees Ssesisssssesisnsvinaninn 3 o

T T TR I P 1
COURTESY OF THE CUSTOMER SERVICE REPRESENTATIVE ......coioveurssinrsnerarsrrnsrerrasssnsssnrssnsssnsnsssasnansass B avevassnsnossarnosassnsnsn 3 stnannasnenarrannnavarans Sarunsssrarnssensssnsssssn L cosensssrsrrnsnsnsarasessed

LENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REPRESENTATIVE .....covurnensssnssinsnsnsnsssnssrnssrass T S R U, r P PR S R, | T b W T

SPECIFICALLY, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED,
SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED.

VERY SOMOWHAT SOMEWHAT VeRy DK/
SATISFIED SATISFIED DISSATISFIED _DISSATISFIED W5

8.
9.
10.

BILLING PAYMENT DFTIOME covisie s vy wimmubs sk oo siosa trsaiitusmesinbiensisbenys sy pr L s b iesd W b sseinimisseainissmpnsi

BILLING STATEMENT ACCURACY ...ovuvnireeesioiorasnrsesrsesssssssssnbsbessssnsmsssnnsnsssssssssessssntssssssssssssssnssnses R e e = T P Iy | N e e e T Ty (e o g 5

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH ......coeneen

wimsesussasadBss I RN Sa R e Bosiciniisiiiiiitiii B e ek e M aeea e dnsssanid b ee QoA A i

ReSEARCH & POLLING, INC.
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VERY SOMEWHAT SOMEWHAT VERY DK/
SATISFIED SATISFIED DISSATISFIED DISSATISFIED WS

11. EDUCATION OMWATER (SSUES: s s oo s mis s s s s i s ran s e s b s s R ainas At 3 R R Fae . s
12, WATER CONSERVATION PROGRAMS ...veeeiiinrmreinirenssissmssssssessmrstssasssnasanserssssssssesessnsnaneseranssassnsss ses - S (SRR 7 T O 5
13. EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE.........ccovveenn. ] — c - e T ———— S
14, RELIABILITY AND AVAILABILITY OF WATER TO YOUR HOME/BUSINESS .....covveirveervssrsorinsmssensssnsssmsssnsses oovuisinsarsnsssnssinsens 3 ves F ) D B 5
15, REUABLE DRAINAGE OF WASTEWATER FROM YOUR HOME/ BUSINESS TO THE CITY SEWER LINE......c.voveees & rorenenne ERP I W), ST e S — e Rl N R BT R s R SR o 5
16. QUUALITY OF DRINKING WATER.......000000010ssssssssssasssssssssssssssnsasnsasssnsnsssasnsssssssssssssssrnrn ARRCO N MRS s LR B SR S [0 SeEiTs sl e AT ST S ; SO SRR A
17. CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 4 ......cccvvvevevnsnns S TR S ? RO 5
18. CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUICH AS THE NUMBER OF OVERFLOWS/

BACKUPS YOU OBSERVE AT CITY SEWER LINES OR MANHOLES {DOES NOT INCLUDE

RUNOFF OR DRAINAGE TO STORM SEWERS/STREETS).....ccciiiiiiinsiiosssssessassasssnssssssnsassassessasssnssssssssass ' C——— SRS (A R r SO suwmiasinie depios wav— pa— -
19. EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME FOR

RESTORATION OF SERVICE osvsaveuesisre susass e vussssss vusess s vusais b vissss o visads s sisaianssiaaionss sakinn p PR e T LI, L o 1 fiiss
20. EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKURS AND RESPONSE

TIME FOR RESTORING SERVICE «.veveeeersirrrereresssrsrsrererreersssrererersessarsrarmensssessessarasssaniors ssssassaes rasbnnsas 7+ R - I CSEEE DS AT Er T LS SRS T | MR [ LYSUSHR——. 5
21. EFFECTIVENESS OF THE WATER UTILITY TO CONTROL ODORS FROM SEWER LINES OR

TREATMENT FACILITIES iuiiniiiaiamsibe ot i i bis Stk it i fuesBhes sbRpke e n b isbra s L P AT AR R v s s Do npmasannas iRaroNitie, = PR ey AR PR T P 1 pirill
22. OVERALL, WOULD YOU SAY YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED WITH THE SERVICES PROVIDED BY THE WATER UTILITY?

4, VERY SATISFIED 1
3. SOMEWHAT SATISFIED 5.
2. SOMEWHAT DISSATISFIED

VERY DISSATISFIED
DON'T KNOW/WON'T SaY (DO NOT READ)

Deccancu £ Danniues e
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PLEASE RATE THE IMPORTAMNCE OF EACH OF THE FOLLOWING ITEMS USING A 5-FOINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALL IMPORTANT. THE FIRST ONE I5...

{RanoomIzE)

23.
24,
15.
26.
27.
2B.

29,

3o.

WERY
IMPORTANT

Nor AT ALl
1MAPORTANT.

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES. .......cocvvenrsimmesrnrrcrs D sumvrsssssssssasssnsssass Bavasnersssssnsnessassases

INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES...... L —— N—

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR

WILDLIFE AND VEGETATION IN THE RIO GRANDE CORRIDOR.........cconirerermmmnescnmnceceed consnsssasnsssnsnsnsssnss B asnranns

MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES

THAT OFFER GOOD-PAYING JOBS ....oocvnnvicinininses L e ey

BALANCING POPULATION AND ECONOMIC GROWTH WITH DUR WATER
AVAILABILITY .cyohonsseisrsmsnsatrmmmmnsnnsnssnnes

PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS ......covrmrnnnne 5 covnnnisnmssinssinnss Sciiininininnsninnns

PLEASE TELL ME IF YOU STRONGLY AGAEE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS:

[RasoOMLzE)

31.
32.
33.

34,

35.

STRONGLY

WATER RATES SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A
RELIABLE WATER SUPPLY FOR FUTURE GENERATIONS .....cooivninmsmmnranncs

R - SR RS E R SRR R SRS PR

BECAUSE WATER I5 A SCARCE RESOURCE, WATER RATES SHOULD BE DESIGNED

TO REFLECT THE VALUE OF WATER 1N OUR DAILY LIVES. .covosirinsrsrersurrssssssrrameassressnsnsssnsasssssnsanssavasonss B uossansnssssssrasssssanss

WATER RATES SHOULD 8E INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER

WATER TO OUR HOMES ANE BUSINESSES.......comimmmimininmsmimnmesssrarrransnsnssssnsssnrasssssssantnnsisinssins s L. JR

HOUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAY TO MONITOR

THEIR WATER USE. ... iioveriorreimsssarssbntbasiensaiamisssass ke 1o st s iabistssqsisirasrmsssamsiassssantsssnsarsssnsinnnsssnss B pasanisy

THE COST OF WATER I5 AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW

UCH WATER T LISE ..o et s inasa s s b s s s s s s s e e e s smm s m s s b i shnsnnssntnas T o nswens
THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO MUCH WATER.......ooovmmme e

| FoLLowW THE WATER By THE NUMBERS PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE.............

L7 —
WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY I PAY .......ooovvvierninnece W crcececere e snens

SOMEWHAT
AGREE

DK/
—

RESEARCH & POLLING, INC.
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PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS:

STRONGLY SONEWHAT SOMEWHAT STRONGLY Don'T Know

{RanpomizE Q40-Q42) AGREE AGREE DISAGREE DISAGREE Won'T Say
40. FUTURE EXTREME WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY'S ABILITY

TO PROVIDE SAFE, HEALTHY DRINKING WATER ..._ccccoiiirieiirieeissiressessesssssoressensnsrsrsssbpasss sorarerntesasens 71 A NCSPISTSPRIL INPORIRNISIE. ;| SR SER—— Lo crssimirseiiminiri s
41, THE IMPACT OF CLIMATE CHANGE ON THE WATER CYCLE WILL MAKE IT MORE DIFFICULT FOR THE

WATER UTILITY TO MEET QUR COMMUNITY’'S WATER NEEDS 1N THE NEXT 10 TO 40 YEARS ......ovcovnerrnene [ R e LS L SO ANA S R B R i hmimeb i L nsisiaveirarnsiinig 5
42, THE WATER UTILITY SHOULD PLAN—AND TAKE THE NECESSARY STEPS—TO ENSURE THAT OUR

COMMUNITY HAS SAFE, ADEQUATE SUPPLIES OF WATER FOR THE NEXT 10 TO 40 YEARS ......cocvvvieeivinnnne i s L R Ry B oisussssvisin B s e e 5
NOTE TO POLLER; \WHAT DID RESPONDENT ANSWER INQ,.C ?

1. ANSWERED YES

2. ANSWERED No (SKIP TOINTRO BEFORE Q.44)
43. HOW MUCH MORE WOULD YOU BE WILLING TO PAY EACH MONTH ON YOUR WATER BILL TO ENSURE THE COMMUNITY HAS ACCESS TO ABUNDANT, SAFE WATER FOR THE NEXT 10 TO 40 YEARS?

000. NOTHING

5 .00 {ROUND TO NEAREST DOLLAR}

999, DON'T KNOW/WON'T SAY

THANK YOU FOR YOUR PATIENCE; WE ARE ALMOST DONE. NOW, | WOULD LIKE TO ASK SOME QUESTIONS FOR STATISTICAL PURPOSES ONLY.

44, INCLUDING YOURSELF, HOW MANY PEOPLE LIVE IN YOUR HOUSEHOLD? {DO NOT READ CATEGORIES)
1. ONE, MYSELF {SKIP TO (.46) 4. FOUR
2. Two 5 FIVE OR MORE
3 THREE 6. DON'T KNOW/WON'T SAY
45, How MANY PEOPLE IN YOUR HOUSEHOLD ARE 18 YEARS OF AGE OR LESS? (DO NOT READ CATEGORIES)
1 NonE 5. FOUR
2, ONE 6. FIVE OR MORE
3. Two 7. DON'T KNOW/WON'T 5AY
4. THREE
46. How LONG HAVE YOU BEEN A RESIDENT OF ALBUQUERQUE OR BERNALILLO COUNTY? {DO NOT READ CATEGORIES)
1. 5 YEARS OR LESS 4. MORE THAN 20 YEARS/NATIVE
2. 6 10 10 YEARS 5. Don'T kKNOW/WON'T SaY (DO NOTREAD)

3. 1170 20 YEARS

Nerranc @ BAacas lais
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47. WHAT IS5 YOUR Z)P CODE? {DO NOT READ CATEGORIES)

01. 87102 07. 87108 13. 87120
02. 87104 08. 87110 14. 87121
03. 87105 09. 87111 15 87122
04. 87106 10. 87112 16. 87123
05. 87107 11. 87113
06. 87109 12. 87117
99. DON'T KNOW/WON'T 5AY
OTHER {SPECIFY)
48. DO YOU CONSIDER YOURSELF TO BE HISPANIC, ANGLO/CAUCASIAN, BLACK/AFRICAN-AMERICAN, NATIVE AMERICAN INDIAN, ASIAN OR OF OTHER DESCENT?
1; HISPANIC {SPANISH, LATINO) 5. ASIAN
2. ANGLO/CAUCASIAN 6. OTHER DESCENT
3. BLACK/AFRICAN-AMERICAN 7. WON'T sAY
4. NATIVE AMERICAN INDIAN
49, PLEASE STOP ME WHEN | READ THE CATEGORY THAT BEST DESCRIBES YOUR TOTAL HOUSEHOLD INCOME. (READ CATEGORIES)
1. $20,000 OR LESS 5. $75,001 70 $100,000
2. $20,001 10 $35,000 6. OvEer 5100,000
3. $35,001 10 550,000 v DON'T kNOW/WON'T SaY (DO NOT READ)
4. $50,001 10 575,000
50. WHICH OF THE FOLLOWING CATEGORIES BEST DESCRIBES YOUR AGE? {READ CATEGORIES)
1. 18 1O 34 YEARS 4, 65 YEARS OR OVER
2. 35 70 49 YEARS 5. DON'T KNOW/WON'T 5aY {DO NOT READ)
3. 50 TO 64 YEARS
51. PLEASE STOP ME WHEN | READ THE HIGHEST LEVEL OF EDUCATION YOU HAVE ATTAINED. (READ CATEGORIES)
1. SOME HIGH SCHOOL 4. COLLEGE GRADUATE {4 YEARS)
2. HiGH SCHOOL GRADUATE 5. GRADUATE DEGREE {MD, PHD, J.D., MASTERS)
3. SOME COLLEGE/ASSOCIATE DEGREE/VOCATIONAL CERTIFICATE 6. WoN'Tsay (DO NOTREAD)
52. ARE YOU CURRENTLY... (READ CATEGORIES) (ONE RESPONSE ONLY)
01. EMPLOYED FULL-TIME 0s. FULL-TIME HOMEMAKER
02. EMPLOYED PART-TIME 06. FULL-TIME STUDENT
03. RETIRED 07. DISABLED
04. UNEMPLOYED, LOOKING FOR WORK
99, WON'T saY {DO NOT READ)
OTHER {SPECIFY)

RESEARCH & POLLING, INC.
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53, DO YOU THINK YOU WILL STILL BE LIVING IN ALBUQUERQUE 5 YEARS FROM NOW?

1. YES

2. NO

3. DON'T KNOW/WON'T SAY
54, D0 YOU HAVE ANY OTHER COMMENTS OR SUGGESTIONS ABOUT THE SERVICES PROVIDED BY THE ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY?

99, NO/DON'T KNOW/WON'T 5AY

1JUST HAVE ONE MORE QUESTION:

WOULD YOU BE INTERESTED IN REGISTERING TO BE IN OUR RESEARCH PANEL FOR POSSIBLE SELECTION FOR FOCUS GROUPS, MOCK TRIALS AND/OR ONLINE SURVEYS? DEPENDING ON THE STUDY, PARTICIPANTS
MAY BE OFFERED INCENTIVES OR CHANCES TO WIN PRIZES. (IF ASKED, TELL THEM THE COMPANY IS RESEARCH & POLLING, INC.)

1. No (SKIP TO CONCLUSION)
2. YEs, (Say, “IVIAY | HAVE YOUR NAME AND WE WILL CONTACT YOU TO SIGN UP?”)
NAME: (FirsT/LAST}

IF NECESSARY, EXPLAIN:

¥ AFocus GROUP 1S A WHERE A SMALL GROUP OF PARTICIPANTS DISCUSS A SPECIFIC TOPIC IN AN INFORMAL SETTING.
¥ A MOCK TRIAL IS A FORUM WHERE ATTORNEYS PRESENT A CASE SUMMARY TO A GROUP OF PARTICIPANTS IN ORDER TO GAIN INSIGHTS INTO THE CASE.

IF RESPONDENT HAS MORE QUESTIONS, TELL THEM TC CALL RESEARCH & POLLING, INC. FOR MORE INFORMATION; (505) 821-5454,
THIS CONCLUDES OUR SURVEY. THANK YOU FOR YOUR TIME. HAVE A GOOD DAY.

NOTE TO POLLER, WAS RESPONDENT:

1, MaALE 2. FEMALE

RESPONDENT'S PHONE NUMBER
POLLER NAME
PoLLER CODE

RESEARCH & POLLING, INC.





