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

I" - THE INTERVIEW - - - -~~ 

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 
27th and February 7'h, 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. 

I MARGIN OF ERROR I 
In any survey, t here are some respondents who will re fuse 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. 

I ~~~ I 
A sample size of 500 at a 95% confidence level provides a maximum margin 
of error of approximately 4.4%. In theory, in 95 out 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. 

r THE REPORT 1 
This report summarizes the results from each question in the survey and 
reports on any variances in attitude or perception, where significant, among 
demog,raphic 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. 

DI:'I:'C'I\DI"U fl. Dnttt,.,,.. ,,.,,. 
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I· I;XECUTIVE SUMMARY ~-H - ~· ~ . -------~---- I 

Similar to the 2014 study, the vast majority of Albuquerque Bernalillo County Water Utility Authority residential (96%) 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. 

RELIABILITY 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. Additionally, 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. 

I WATER RATES I 
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 majority 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 levels 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 w ith each of the statements regarding rate increases. 

Deee11Dru ~. Dn'''"',.. ,,.,,. 
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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%) 

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%) 

I BILLING SERVICES I 
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. 

I CUSTOMER SERVICE REPRESENTATIVES • ·- ·" c; ·- ;I 
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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I CLIMATE CHANGE -- - -~-- I 
When It comes t o customer agreement levels wit h various stat ements 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. 

I FINAL THOUGHTS I 
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 f uture. 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 fut ure 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 st ill have to be convinced 
of the necessity of a rate increase to pay for it. 
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..... 

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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WATER UTLITY AUTHORITY 
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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=SOO) 

RANKED BY HIGHEST PERCENTAGE "VERY SATISFIED'' 

VERY SOMEWHAT SOMEWHAT 
SATISFIED SATISFIED DISSATISFIED 

RELIABILITY AND AVAILABILITY OF WATER TO YOUR HOME 78% 19% 2% 
RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME TO THE CITY SEWER LINE 70% 22% 3% 
QUALITY OF DRINKING WATER 46% 33% 8% 
EDUCATION ON WATER ISSUES 32% 41% 5% 
WATER CONSERVATION PROGRAMS 32% 37% 8% 
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% 
(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% 34% 11% 

YOU OBSERVE I 

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 16% 12% 4% 

PAGE 12 

VERY DoN'T KNow/ 
DISSATISFIED WoN'T SAY 

1% 1% 
2% 3% 
7% 5% 
5% 17% 
6% 17% 

6% 21% 

9% 20% 

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. It 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 home {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. 

~I:C:I:ADrl.l R. Pn1 I INt: INr 
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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. 

RESEARCH & POLLING, INC. 
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RESIDENTIAL TRACKING: 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY 

QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION 

TOTAL RESIDENTIAL SAMPLE (N=SOO) 
RANKED BV HIGHEST PERCENTAGE 2016 "VERV SATISFIED" 

VERY SOMEWHAT 
SATlSFIED SATlSFIED 

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

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

QUALITY OF DRINKING WATER 2016 46% 33% 
2014 42% 36% 
2012 48% 31% 
2010 SO% 31% 
2008 48% 34% 
2006 50% 32% 

EDUCATION ON WATER ISSUES* 2016 32% 41% 
2014 38% 40% 
2012 44% 40% 
2010 41% 39% 
2008 34% 31% 
2006 36% 30% 

WATER CONSERVATION PROGRAMS 2016 32% 37% 
2014 36% 36% 
2012 43% 33% 

D ._trAn,-u ~. D"• t ,,..,. . ,.,,.. 
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SOMEWHAT VERY DoN'T KNOW/ 

DISSATlSFIED OISSATlSFIED WON'T SAY 

2% 1% 1% 
1% . . 
1% 1% -
- - 1% 

1% - -
- . 1% 

3% 2% 3% 
1% 1% 3% 
2% 1% 5% 
3% - 2% 
1% 1% 2% 

8% 7% 5% 
13% 5% 4% 
12% 6% 3% 
12% 5% 3% 
9% 6% 3% 
10% 6% 2% 

5% 5% 17% 
6% 3% 13% 
4% 1% 10% 
5% 1% 14% 
8% 3% 23% 
8% 4% 22% 

8% 6% 17% 
7% 5% 15% 
6% 2% 15% 
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RESIDENTIAL TRACKING: 
I SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY (CDNT1NUEo) 

QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION 

TOTAL RESIDENTIAL SAMPLE (N=SOO) 

- RANKED BY HIGHEST PERCENTAGE 2016 "VERY SAllSFIED" 
VERY SOMEwHAT 

SAllSFIEO SATISfiEO 

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% 
2014 22% 38% 

2012 26% 35% 

2010 30% 38% 
2008 28% 29% 

CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 2016 26% 34% 
2014 18% 39% 
2012 25% 31% 
2010 26% 43% 
2008 26% 30% 

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 2016 16% 12% 
2014 17% 13% 
2012 15% 7% 
2010 13% 11% 

2008 10% 9% 
--

• In 1006-1010 this question was asked as ·Education an water Issues and water conservation programs. • 
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SoMEWHAT VERY DoN'T KNOW/ 
DISSATISFIED DISSATISFIED WON'T SAY 

9% 6% 21% 
14% 3% 22% 
9% 7% 24% 
8% 2% 22% 
10% 6% 27% 

11% 9% 20% 
20% 9% 14% 
17% 9% 19% 
12% 3% 15% 
17% 6% 21% 

4% 2% 65% 
4% 2% 64% 

2% 0% 75% 

5% 1% 69% 

2% 1% 78% 

When combining the somewhat 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). 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNALillO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH2016 

-· .. -· - --
I COMMERCIAL: 
! 

SATISfACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY 
I 

QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION 

: 
TOTAl COMMERCIAL SAMPLE (N=100} 

: RANKED BY HIGHEST PERCENTAGE "VERY SATISFIED" 

VERY SOMEWHAT SoMEWHAT 
SAnSFJED SAnSFJED DISSAnSFIED 

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% --
QUALITY OF DRINKING WATER 45% 23% 13% 
WATER CONSERVATION PROGRAMS 44% 20% 6% 
EDUCATION ON WATER ISSUES 41% 25% 6% 
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% 
(DOES NOT INCLUDE RUNOFF OR DRAINAGE TO STORM SEWERS/STREETS) 

CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS I 

YOU OBSERVE , 
31% 29% 17% 

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 21% 13% 6% 
~---
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VERY DoN'T KNOW/ 
DISSATISFIED WDN'TSAY 

- -
2% 5% 
8% 12% 
3% 27% 
4% 25% 

3% 14% 

7% 15% 

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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A LBUQUERQUE BERNAUllO (OUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH2016 

---· .. - - - -. - .... -
COMMERCIAL TRACKING: 

I SATISFACTION WITH VARIOUS SERVIC,ES RECEIVED FROM THE WATER AUTHORITY 

QUAUTY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION 

TotAL COMMERCIAL SAMPL£ (N=lOO} 
RANKED BY HIGHEST PERCENTAGE 2016 "VERY SATISFIED" 

VERY SOMEWHAT SOMEWHAT 

SATISAED SAnsRED DISSAT1SFIED 

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

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

QUALITY OF DRINKING WATER 2016 45% 23% 13% 
2014 51% 22% 9% 

2012 48% 32% 9% 
2010 48% 25% 11% 
2008 50% 23% 15% 
2006 48% 35% 4% 

WATER CONSERVATION PROGRAMS 2016 44% 20% 6% 
2014 43% 21% 10% 
2012 32% 35% 6% 

EDUCATION ON WATER ISSUES* 2016 41% 25% 6% 
2014 47% 26% 4% 
2012 37% 33% 6% 
2010 35% 28% 5% 
2008 32% 25% 9% 
2006 31% 29% 3% 

RESEARCH & POLLING, INC. 
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- ·- . --

I 

VERY OOH'TKr+ow/ 
DlssAnSfl£0 WON'T SAY 

- -
I - - ' i - 1% 

- -
- -
- 2% 

2% 5% 
1% 1% 

- 5% 

- 1% 
2% 2% 

8% 12% 
2% 17% 
3% 9% 
7% 10% 
5% 7% 
2% 11% 

3% 27% 

- 26% 

- 28% 

4% 25% 
2% 21% 

- 25% 

- 31% 
7% 28% 
2% 35% 



ALBUQUERQUE B ERNAULLO COUNlY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH 2016 
.. 

COMMERCIAL T-RACKING: 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY (CONTINUED) 

QUALITY, RELIABILITY, INFRASTRUCTURE, AND CONSERVATION 

TOTAL COMMERCIAL SAMPLE (N=lOO) 

RANKED BY HIGHEST PERCENTAGE 2016 "VERY SATISFIED" 

VERY SOMEWHAT 
SATISFIED SATISFIED 

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% 

2014 39% 29% 
2012 36% 28% 
2010 37% 34% 
2008 27% 36% 

CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 2016 31% 29% 

2014 24% 32% 
2012 19% 30% 
2010 28% 36% 
2008 16% 43% 

EASE OF NAVIGATING AND FINDING INFORMATION ON THE WATER AUTHORITY'S WEBSITE 2016 21% 13% 

2014 25% 17% 
2012 12% 19% 
2010 10% 9% 
2008 3% 5% 

•tn 2006-2010 this question was as~ed os MEducotion on water issues and water conservation programs. • 
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-- -

I 

SOMEWHAT VERY DoN'T KNOW/ 
DISSATISFIED DtSSATlSFIEO WON'T SAY 

11% 3% 14% 

5% 4% 23% 

6% 5% 26% 

4% 2% 23% 

9% 8% 21% 

17% 7% 15% 

23% 9% 13% 

19% 15% 18% 

11% 12% 12% 

19% 8% 15% 

6% 1% 59% 

2% 0% 57% 

2% 0% 67% 
1% 0% 80% 
2% 2% 88% 

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=lOO) and associated 
high margin of sampling error. 
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A lBUQUERQUE BERNAUlto COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH2016 

SATISFAC110N WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORilY: 

REGARDING EFFECTIVENESS 

RES1DENTIAl TOTAl SAMPLE (NttSOO) 
COMMERCIAl TOTAL SAMPlE (N=lOO) 

PAGE19 

.. 

L-- .. . - RANKED BY I:IIGHEST PERCENTAGE RESIDeNTIAl "VEF« 5Al15FI6DH 
r VERT SoMlWHAT SOMfWHAT VERT OOH'TKHoW/ 

5Al1SAUI SATISfiED DesSAnsmo DIS$ATISfi(O WOH'TSAT 

EFFECTIVENESS TO CONTROl ODORS FROM SEWER LINES OR TREATMENT FAOLmES 

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% 1% 0% 31% 
-

I RESIDENTIAL CUSTOMERS II COMMERCIAL CUSTOMERS -I 
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. 



ALBUQUERQUE BERNAULLO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH 2016 

RESIDENTIAL TRACKING: 
SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

REGARDING EFFECTIVENESS 

TOTAL RESIDENTIAL SAMPLE (N=500) 
RANKED BY HIGHEST PERCENTAGE 2016 uVERY SATISFIEOn 

VERY SOMtWHAT 
5A11SFJED 5A11SFIED 

EFFECTIVENESS TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES 2016 46% 26% 

2014 40% 34% 
2012 43% 25% 
2010 56% 25% 
2008 48% 28% 

EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME 

FOR RESTORATION OF SERVICES 2016 29% 34% 

2014 32% 35% 
2012 31% 29% 
2010 32% 32% 

2008 26% 29% 

EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS 

AND RESPONSE TIME FOR RESTORING SERVICE 2016 26% 32% 

2014 25% 32% 
2012 25% 27% 
2010 31% 25% 

2008 24% 24% 
---
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SOMEwHAT VERY DoN'T KNoW/ 
DISSA11SFIED DISSA11SFIED WON'T SAY 

6% 4% 19% 

5% 3% 18% 
6% 3% 24% 

4% 1% 14% 
5% 3% 16% 

9% 2% 26% 

7% 4% 22% 

8% 3% 29% 
7% 1% 28% 
4% 4% 37% 

7% 2% 33% 

5% 3% 35% 
7% 1% 40% 
5% 2% 39% 
4% 3% 45% 

-

As shown above, over time there have been relatively small fluctuations in residents' satisfaction levels wit h various attributes regarding effectiveness to control 
odors from sewer lines or treatment facilities., to repair leaks and response time for restoration of service, and t o respond to overflows or backups and response 
time for restoring service. 
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A lBUQUERQUE liERNAUllO LOUNlY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

-- - ·- . - .. 
COMMERCIAL 'JiRACKING: 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

REGARDING EFFECTIVENESS 

I 
TOTAL COMMERCIAL SAMPLE (N=lOO) I 

I - - - - - RANKED BY HIGHEST PERCENTAGE 2016 "VEffi SAT1SFIED,. 
- VERY SOMEwHAT 

SAnmm SAnsmo 

EFFECTJVENESS TO CONTROL ODORS FROM SEWER LINES OR TREATMENT FACILITIES 2016 53% 23% 

2014 59% 24% 

2012 SO% 33% 
2010 45% 32% 
2008 44% 33% 

EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME 

FOR RESTORATION OF SERVICES 2016 43% 24% 

2014 SO% 19% 
2012 41% 34% 
2010 33% 24% 
2008 42% 29% 

EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS 

AND RESPONSE TIME FOR RESTORING SERVICE 2016 40% 22% 
2014 49% 17% 
2012 30% 29% 

2010 32% 27% 
2008 32% 32% 
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SOMlWtiAT VERY OOH'TKHoW/ 
DISSATLSfi(D DISSAllSfiEO WON'T SAY 

9% 1% 15% 

3% 1% 14% 
4% 2% 12% 
9% 3% 11% 
10% 3% 11% 

4% 2% 26% 

8% 4% 20% 
3% 1% 22% 
1% - 42% 
7% 4% 19% 

7% 0% 31% 
3% 2% 29% 
1% - 41% 

- - 41% 
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). 

RESEARCH & POLLING, INC. 
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AlBUQUERQUE BERNALILLO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH2016 

... ~- - - -
SATISFACTiON WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

REGARDING 1BILUNG 

RESIDENTIAL TOTAL RESPONSES (N=477) 
COMMERCIAL TOTAL SAMPLE (N=lOO) 

RANKED BY HIGHEST PERCENTAGE RE~IDENTIAL "VERY SAll~FIED" 
.. . -. VERY SoMEWHAT 

-- ,. ·- - ·- . - - . SATISfiED SATISfiED 

BILLING PAYMENT OPTIONS 

RESIDENTIAL 56% 31% 
COMMERCIAL 60% 23% 

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH 

RESIDENTIAL 49% 34% 
COMMERCIAL 65% 23% 

-
BILLING STATEMENT ACCURACY 

RESIDENTIAL 46% 36% 
COMMERCIAL 61% 25% 
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SoMEWHAT VERY DoN'T KNOW/ 

DISSATlSFIED DISSATISflED WoN'T SAY 

4% 2% 7% 
2% 1% 15% 

4% 4% 8% 
2% 0% 10% 

7% 4% 7% 
0% 1% 12% 

I RESIDENTIAL CUSTOMERS II COMMERCIAL CUSTOMERS I 
When it comes to billing, residentia l customers express high levets 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 (88%) 
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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A LBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY~ CUSTOMER OPINION SURVEY 

MARCH2016 

I 

RESIDENTIAL TRACKING: 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

REGARDING BILUNG 

TOTAL RESIDENTIAL RESPONSES (N=4 77) 

.. RANKED BY HIGHEST PERCENTAGE 2016 ,.VERY SA11SFIED" 
VERY SOMEwHAT 

$ATlSfl(l) $ATISJ1(0 

BILLING PAYMENT OPTIONS 2016 56% 31% 
2014 57% 32% 
2012 58% 24% 
2010 63% 29% 
2008 57% 28% 
2006 55% 27% 

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH 2016 49% 34% 
2014 52% 38% 
2012 59% 28% 
2010 56% 35% 
2008 56% 30% 

BILLING STATEMENT ACCURACY 2016 46% 36% 
2014 53% 38% 
2012 57% 31% 
2010 61% 31% 
2008 54% 33% 
2006 53% 36% 
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SoMEWMAT VERY DotirKNowf 
OISSAT\Sfl£0 OISSAn5f1ED WON'T SAY 

4% 2% 7% 
2% 2% 7% 
2% 2% 15% 
1% 0% 7% 
3% 1% 11% 
3% 1% 14% 

4% 4% 8% 
3% 1% 6% 
5% 1% 8% 
3% 1% 5% 
5% 1% 7% 

7% 4% 7% : 

2% 2% 4% 
4% 2% 7% 
3% 1% 4% 
5% 3% 5% 
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 satisfied has decreased when it comes to understanding the bill format and water usage graph, as well as billing 
statement accuracy. 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCK2016 

I 
I COMMERCIAL TRACKING: 

' - -- -

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

REGARDING BILUNG 

TOTAl COMMERCIAl SAMPlE (N=lOO) 
RANKED BY HIGHEST PERCENTAGE 2016 "VERY SATISFIED" 

vm SOMlWHAT 

SATISFIED 5ATISf1fD 

UNDERSTANDING THE Bill FORMAT AND WATER USAGE GRAPH 2016 65% 23% 
2014 72% 17% 
2012 59% 28% 
2010 56% 35% 
2008 56% 30% 

BilLING STATEMENT ACCURACY 2016 61% 25% 
2014 65% 25% 
2012 57% 31% 
2010 61% 31% 
2008 54% 33% 
2006 53% 36% 

BilliNG PAYMENT OPTIONS 2016 60% 23% 
2014 72% 15% 
2012 58% 24% 
2010 63% 29% 
2008 57% 28% 
2006 55% 27% 

-
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5oM£WHAT VfiiY DoN'rKHow/ 
DISSATISFifD DISSATlSflfO WON'T SAY 

2% - 10% 
5% - 7% 
5% 1% 8% 
3% 1% 5% 
5% 1% 7% 

0% 1% 12% 
2% - 8% 
4% 2% 7% 
3% 1% 4% 
5% 3% 5% 
4% 1% 5% 

2% 1% 15% 
3% 1% 10% 
2% 2% 15% 
1% 0% 7% 
3% 1% 11% 
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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AlBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

100% 

80% 

60% 

40% 

20% 

0% 

CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QUESTIONS 

WITH A WATER/SEWER BILL IN THE PAST TWO YEARS 

83% 80% 
=.; 

17% 20% 
~ .;:. ~ 

~-- ,.-
. 

YES No 

a RESIDENTIAL CUSTOMERS (N=477) IJ 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. 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY·- CUSTOMER OPINION SURVEY 

MARCH2016 

MEANS OF COMMUNICATION WITH WATER AUTHORITY 

AMOHGTHOSE WHO CONTACTED TilE WATER A UTHORITY 

SPOKE WITH EMPLOYEE ON THE PHONE 

SPOKE WITH EMPLOYEE IN PERSON 

USED WATER UTILITY WEBSITE 

USED WATER UTILITY'S VOICEMAIL SERVICE 

USED E-MAIL 

NOT SURE (VOLUNTEERED) 

COMMUNICATED IN SOME OTHER WAY 

NOTE: PERCENTAGES EXCEED 100% DUE TO MULTIPLE RESPONSES 

RESIO£HTW. 

RESPONSES 

(N~BO) 

76% 

17% 

7% 

6% 

1% 

1% 

-- -· 

CoMMfRCJAL 
RESf'ONSU 

(N=20) 

86% 

41% 

4% 

5% 

4% 
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!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, voice mail, 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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ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH2016 

80% 

60% 

40% 

20% 

0% 

OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN 

CONTACTING THE WATER AUTHORITY 

AMONG THOSE WHO HAVE CONTACTED THE WATER AUTHORITY 

53% 

~ 

~ 
--;;ov 

II"'"": 33%32% - r-"' 

I- . 
14% 13% 

ni 3% 4% n O% I 

iE!!::C::i I --
EXCELLENT Gooo FAIR POOR VERY POOR 

a RESIDENTIAL CUSTOMERS (N:71) Iii COMMERCIAL CUSTOMERS (N=19) 
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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 fair rating, and 16% gave a poor {3%) or very poor {13%) rating. 

Among commercial customers that have contacted the Water Utility Authority in the past two years, 85% give a rating of goad {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. 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER O PINION SURVEY 

MARCH2016 

OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN CONTACTING THE WATER AUTHORITY 

AMONG RESIDENTIAL CUSTOMERS WHO HAVE CONTACTED THE WATER AUTHORITY 

TRACKING 
100% ~----------------------------------------------------------------------------------------------~ 

80% +-----------------------------------------------------------------------------------------~ 

60% +---------------------~--------------------------------------------------------------------------------~ 

40% I ""' 

20% 

'*-~'*' .-t m '*' .-1 

0% 
EXCELLENT GOOD FAIR POOR VERY POOR DK/WS 

• 2006 (n=12SI • 2008 (n=107) g 2010 (n=129) • 2012 (n=125) • 2014 (n=97) 11 2016 (n=71) 
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Overall, there has been a decrease in the percentage of residential customers who give a good or excellent rating to the customer service representative t hey 
spoke with {69% currently compared to 79% in 2014}. Further, 13% of residentia l 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 wit h caution as the variation may be explained by sampling 
error. 
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ALBUQUERQUE BERNAULLO COUNTY WATER UTIUTY AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

SATISFACTION WITH THE CUSTOMER SERVICE RfPRESENTAT'IVES ON KEY ATTRIBUTES 

AMoNG T110SE WHO HAVE ExPERifNCE WITH CUSTOMER SERVICE REPRESENTA11VES 

RANKED BY HIGHEST PERCENTAGE 2016 RESIDEtfllAL ''VERV SATISFIED" 
r Vm SOMlWHAT 

-· - - SATISFI£0 SATISFim 
- ·-

COURTESY OF THE CUSTOMER SERVICE REPRESENTATIVE 

RESIDENTIAL RESPONSES (N=71) 51% 29% 

COMMERCIAL RESPONSES (N=19} 80% 11% 

KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTlONS OR RESOLVE YOUR ISSUES 

RESIDENTIAL RESPONSES (N=71} 37% 29% 

COMMERCIAL RESPONSES (N=19} 82% 10% 

LENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REPRESENTATlVE 

RESIDENTIAL RESPONSES (N=71} 24% 41% 

COMMERCIAL RESPONSES (N=19} 58% 20% 
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SOMtwtfAT vm Dofc'T KrtoW/ 
DlssATISREO DissATISFI£0 WOH'TSAY 

3% 12% 5% 

- 4% 5% 
- -

13% 16% 4% 

4% 4% -

12% 10% 15% 

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. 

RESEARCH & POLLING, INC. 



ALBUQUERQUE B ERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH 2016 

RESIDENTIAL: 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES 

TOTAL RESIDENTIAL SAMPLE (N=SOO) 

RANKED BY HIGHEST PERCENTAGE "VERY IMPORTANT'' 

VU.Y 
IMPOIITANT 

5 4 3 

PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 81% 13% 4% 

THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 65% 18% 10% 

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

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 63% 20% 12% 

ENFORCING LAWS ON WATER WASTE 60% 17% 13% 

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

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND 
55% 24% 15% 

VEGETATION IN THE RIO GRANDE CORRIDOR 

MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD-
46% 

PAYING JOBS 
23% 17% 
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NOT AT AU. 
IMPORTANT DON'T 'MOW/ 

z 1 WON'TSI.Y MEANt 

1% 1% 1% 4.7 

1% 1% 5% 4.5 

2% 2% 2% 4.5 

1% 1% 4% 4.5 

3% 4% 2% 4.3 

3% 2% 3% 4.3 

2% 1% 3% 4.3 

5% 6% 2% 4.0 

t THt MEAN SCOitL IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S·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 [)OI{T ~r .S!Y 
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 all 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): 

• Investing 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 

• 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 

• 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 ;mportant 

DcrC'Anru '-'~ a, •.. ._,,.. ,,_,,. 



ALBUQUERQUE BERNAULLO COUNTY WATER UTILITY AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH 2016 

BETWEEN APPROXIMATELY SEVEN-IN-TEN AND EIGHT-IN-TEN RESIDENTIAL CUSTOMERS RATE EACH OF THE FOLLOWING AS IMPORTANT (A SCORE OF 4 OR 5}: 

• Balancing population 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 
• 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 
• Enforcing laws on water waste (77%) 

o Those on the Westside (68%) are more likely than others to say this is very important 
• Making water available to attract and keep high-tech industries that offer good paying jobs (69%) 
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o 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 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNAUllO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH 2016 

·-
RESIDENTIAL TRACKING: 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES 

TOTAL RESIDENTIAL SAMPLE (N:::500) 
RANKED BY HIGHEST PERCENTAGE 2016 "VERY IMPORTANT" 

VntY 
IMI'OIIfAHI' 

5 4 3 

PROVIDING A LONG· TERM WATER SUPPLY FOR FUTURE GENERATIONS 2016 81% 13% 4% 
2014 85% 10% 4% 
2012 81% 12% 5% 
2010 78% 13% 4% 
2008 84% 11% 3% 

2006 82% 11% 3% 

THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 2016 65% 18% 10% 
2014 65% 18% 8% 
2012 64% 18% 7% 
2010 62% 20% 8% 
2008 64% 19% 9% 

INVESnNG IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 2016 64% 22% 9% 

2014 64% 24% 7% 
2012 61% 25% 11% 
2010 59% 25% 9% 
2008 64% 19% 9% 
2006 51% 31% 14% 

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 2016 63% 20% 12% 

2014 70% 16% 9% 
2012 67% 20% 6% 
2010 67% 18% 9% 
2008 67% 16% 8% 

2006 64% 21% 9% 

ENFORCING LAWS ON WATER WASTE 2016 60% 17% 13% 

2014 63% 19% 10% 
2012 61% 20% 11% 
2010 62% 21% 11% 
2008 67% 18% 8% 
2006 64% 22% 8% 
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NOT AT Au. 
IM~AHI' DON'T Kl40W/ 

2 1 WON'T SAY MtAHt 

1% 1% 1% 4.7 
1% 1% 0% 4.8 
1% 1% 1% 4.7 
2% 2% 1% 4.7 

- 1% 1% 4.8 

2% 1% - 4.7 

1% 1% 5% 4.5 
2% 1% 6% 4.5 
3% 2% 8% 4.5 
2% 1% 6% 4.5 
2% 2% 4% 4.5 

2% 2% 2% 4.5 
1% 2% 2% 4.5 
2% 1% 1% 4.4 
2% 3% 2% 4.4 
2% 2% 4% 4.5 
1~ 1% 2% 4.3 

1% 1% 4% 4.5 

1% 2% 2% 4.5 
2% 2% 3% 4.5 
2% 2% 2% 4.5 
3% 4% 3% 4.5 
1% 2% 1% 4.4 

3% 4% 2% 4.3 

3% 4% 1% 4.3 

5% 2% 1% 4.3 
2% 2% 1% 4.4 
3% 3% * 4.5 
4% 3% 1% 4.4 

t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S-POINT SCAlE. THE VERY IMPORTANT RESPONSE It ASS IGNED A VAlUE OF S ; 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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ALBUQUERQUE BERNAUlLO (OUNlY WATER AUTHORilY - (USTOMER OPINION SURVEY 

MARCH2016 

-
RESIDENTIAL TRACKING: 

PERCEIVED IMPORTANCE Of WATER CONSERVATION AND ENVIRONMENTAL ISSUES (CONTINUED) 

TOTAl RES1DENTIAl SAMPLE {N=500) 
RANICEO BY HIGHEST PERCENTAGE 2016 "VERY IMPORTANT" 

VUlT 
IWOIITAHT 

5 4 3 2 

BALANCING POPULATION AND ECONOMIC GROWTli WITH OUR WATER AVAILABILITY 2016 56% 23% 12% 3% 

2014 69% 18% 7% 3% 
2012 61% 21% 9% 2% 
2010 57% 23% 8% 4% 
2008 58% 22% 11% 3% 
2006 62% 25% 10% 0% 

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND 

VEGETATION IN THE RIO GRANDE CORRIDOR 2016 55% 24% 15% 2% 

2014 48% 22% 17% 4% 
2012 48% 24% 16% 6% 
2010 38% 24% 25% 2% 
2008 38% 19% 23% 8% 
2006 39% 27% 22% 5% 

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

PAYING JOBS 2016 46% 23% 17% 5% 

2014 57% 17% 19% 2% 
2012 54% 18% 18% 4% 
2010 46% 30% 13% 3% 
2008 31% 26% 24% 9% 
2006 33% 30% 25% 5% 

PAGE33 

Nor AT Au 
IMPoiiTAHT OOKrw.-/ 

1 WOII't54T MEAN1' 

2% 3% 4.3 

1% 3% 4.5 
4% 3% 4.4 
7% 1% 4.2 
2% 4% 4.4 
2% 1% 4.5 

1% 3% 4.3 

7% 3% 4.0 
6% 1% 4.0 
9% 3% 3.8 
9% 4% 3.7 
4% 3% 3.9 

6% 2% 4.0 

3% 3% 4.3 
6% 0% 4.1 
7% 1% 4.0 
9% 2% 3.6 
6% 1% 3.8 

t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S·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. 

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. 



AUlUQUERQUE BERNALILLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH 2016 

COMMERCIAL: 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES 

TOTAL COMMERCIAL SAMPLE (N=l OO) 
. RANKED BY HIGHEST PERCENTAGE "VERY IMPORTANT' 

VoY 
IMI'OIITAHT 

5 4 3 

PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 85% 11% 4% 
BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 77% 11% 11% 
THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 75% 12% 7% 
INVESTING IN THE REPAIR AND R!PLACEMENT OF OlD WATER AND SEWER liNES 72% 22% 4% 
ENFORCING LAWS ON WATER WASTE 72% 11% 9% 

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 70% 15% 5% 
MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD· 

64% 17% 13% 
PAYING JOBS 

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WilDliFE AND 
57% 23% 8% 

VEGETATION IN THE RIO GRANDE CORRIDOR 
---
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Nor AT All. 
IMPOIITAHT DoN'T KIKIW/ 

2 1 WOfiTS4Y M£AHt 

0% 0% 0% 4.8 

0% 2% 0% 4.6 

1% 1% 5% 4.7 

2% 0% 1% 4.6 

2% 1% 6% 4.6 

2% 5% 3% 4.5 

4% 1% 1% 4.4 

9% 1% 2% 4.3 

t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S·POINT SCAlf. THE \IERY 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 ot 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)! 

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

• The quality of 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%) 

n ~,...-. , ... - .... o ,..._ . .... .. _ t •• _ 



l 

ALBUQUERQUE BERNAULLO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH2016 

-
COMMERCIAL TRACKING: 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES 

TOTAL CoMMERCIAL SAMPLE {N=lOO) 

. - - RANKED BY HIGHEST PERCENTAGE 2016 "VERY IMPOIITANT'' 
VIIIY 

'-""' 
5 4 3 

PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE GENERATIONS 2016 85% 11% 4% 
2014 88% 4% 4% 

2012 86% 8% 3% 

2010 79% 17% 2% 

2008 78% 12% 6% 

2006 84% 12% 4% 

BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 2016 77% 11% 11% 

2014 69% 18% 7% 

2012 61% 21% 9% 

2010 57% 23% 8% 

2008 58% 22% 11% 

THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 2016 75% 12% 7% 

2014 59% 18% 12% 

2012 62% 25% 10% 

2010 66% 20% 10% 

2008 55% 19% 11% 

INVESTING IN THE REPAIR AND REPLACEMENT OF OLD WATER AND SEWER LINES 2016 72% 22% 4% 

2014 69% 19% 7% 

2012 59% 28% 12% 

2010 59% 20% 17% 

2008 62% 26% 6% 

2006 46% 40% 12% 

ENFORCING LAWS ON WATER WASTE 2016 72% 11% 9% 

2014 63% 17% 11% 

2012 63% 15% 12% 

2010 59% 19% 12% 

2008 59% 14% 19% 
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~ -

HorArAu. 
lwoln"ANY Dofi'Tx-/ 

2 1 WoH'rSAv Mwrt 

0% 0% 0% 4.8 

1% 0% 3% 4.8 

1% 2% 0% 4.8 

2% 0% 0% 4.7 

1% 2% 1% 4.7 

0% 0% 0% 4.8 

0% 2% 0% 4.6 

3% 1% 3% 4.5 

2% 4% 3% 4.4 

4% 7% 1% 4.2 

3% 2% 4% 4.4 

1% 1% 5% 4.7 

2% 2% 8% 4.4 

1% 1% 1% 4.5 

0% 1% 4% 4.6 

5% 1% 9% 4.3 

2% 0% 1% 4.6 

1% 2% 3% 4.6 

0% 1% 0% 4.4 
2% 1% 2% 4.4 
2% 2% 2% 4.5 
1% 0% 1% 4.3 

2% 1% 6% 4.6 

4% 5% 1% 4.3 

2% 6% 2% 4.3 

2% 7% 1% 4.2 

4% 3% 1% 4.2 
t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S·POINT SCAt£. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 5; THE NoT AT ALL IMPORT ANT RESPONSE IS ASSIGNED A VAlUE OF 1 . THE DoN'T KNrYW/WON'T SAY 

RESPONSES ARE EXClUDED FROM THE CAlCUlATION OF THE MEAN. 

RESEARCH & POLLING, INC. 
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ALBUQUERQUE BERNAULLO (OUNlY WATER AUTHORilY - CUSTOMER OPINION SURVEY 

MARCH 2016 

. -·-
COMMERCIAL TRACKING: 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES (CONTINUED) 

TOTAL COMMERCIAL SAMPLE {N=100) 
RANKED BV HIGHEST PERCENTAGE 2016 "VERY IMPORTANT" 

VnY 
I-ANI' 

5 4 3 2. 

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 2016 70% 15% 5% 2% 
2014 66% 15% 9% 5% 

2012 69% 17% 9% 3% 

2010 72% 13% 11% 2% 

2008 70% 16% 8% 3% 

2006 62% 22% 10% 2% 

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

PAYING JOBS 2016 64% 17% 13% 4% 
2014 57% 17% 19% 2% 
2012 54% 18% 18% 4% 

2010 46% 30% 13% 3% 

2008 31% 26% 24% 9% 

2006 33% 30% 25% 5% 

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND 

VEGETATION IN THE RIO GRANDE CORRIDOR 2016 57% 23% 8% 9% 
2014 48% 22% 17% 4% 

2012 48% 24% 16% 6% 

2010 38% 24% 25% 2% 

2008 38% 19% 23% 8% 

2006 39% 27% 22% 5% 
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-· .. 

.. 
N<ITATAII. 
IMI'OIITAHr DoH'lKHaw/ 

1 WOI(TSI.Y MrAHt 

5% 3% 4.5 
5% 1% 4.3 

2% 0% 4.5 

2% 1% 4.5 

2% 1% 4.5 

2% 2% 4.4 

1% 1% 4.4 

3% 3% 4.3 

6% 0% 4.1 

7% 1% 4.0 

9% 2% 3.6 

6% 1% 3.8 

1% 2% 4.3 

7% 3% 4.0 

6% 1% 4.0 

9% 3% 3.8 

9% 4% 3.7 
4% 3% 3.9 

t THE MEAN SCORE IS DERIVED BYTAKING THE AVERAGE SCORE BASED ON THE S·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)" KNow.ft,ioN'T SAY 

RESPONSES 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. 

~~c~Aoru fl. Dn111111t: IMr 



' 

ALBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

- -
RESIDENTIAL: 

CUSTOMER lEvEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES 

(SUMMARY TABLE) 

TOTAl RESIDENTIAl SAMPlE (N=SOO) 

RANkED BY HIGHEST PERCENTAGE "STRONGLY AGREE" 

STRONGlY SOMEWHAT 

AGREE AGIIEE 

I FOLLOW THE " WATER BY THE NUMBERS" PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE. 52% 19% 

THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW MUCH WATER TO USE. I 42% 34% 

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

40% 32% 

WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY I PAY. 38% 40% 

THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO MUCH WATER. 35% 26% 

BECAUSE WATER IS A SCARCE RESOURCE, WATER RATES SHOULD BE DESIGNED TO REFLECT THE VALUE OF WATER IN OUR 
32% 40% 

DAilY LIVES. 

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

GENERATIONS. 
20% 35% 

WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER WATER TO OUR HOMES AND 
18% 38% 

BUSINESSES. 

WATER RATES SHOULD BE INCREASED TO ENCOURAGE WATER CONSERVATION. 11% 23% 
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SOMEWHAT SI'RoNGl Y DoN'T KNOw/ 

DISAGI!tE DISAGI!tE WON'T SAT 

3% 4% ZZ% 

12% 8% 4% 

13% 8% 8% 

10% 7% 4% 

21% 14% 4% 

15% 8% 5% 

21% 21% 3% 

21% 19% 4% 

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: 

• 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 i f 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 

• 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 

• I 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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ALBUQUERQUE BERNALILLO (OUNlY WATER UTilllY A UTHORilY -CUSTOMER OPINION SURVEY 

MARCH2016 

APPROXIMATELY THREE-FIFTHS OF RESIDENTIAL CUSTOMERS AGREE WITH THE FOLLOWING: 

• 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 

• Water rates should be increased to cover the true costs to treat and deliver water to our homes and businesses (56%) 
• 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 

PAGE3B 

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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ALBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH2016 

I 

. -
RESIDENTIAL TRACKING: 

CUSTOMER lEvEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES 

(SUMMARY TABLE) 

TOTAL RESIDENTIAL SAMPLE (N==SOO) 
RANKED BY HIGHEST PERCENTAGE 2016 "STRONGLY AGREEH 

SnloNGlY SoMEwHAT SOMEWHAT 
AGUE AGIIEE DlsAGME 

I FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SEmNG 

MY IRRIGATION SCHEDULE 2016 52% 19% 3% 
2014 60% 17% 4% 
2012 62% 16% 4% 

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

MUCH WATER TO USE 2016 42% 34% 12% 
2014 44% 32% 14% 
2012 43% 32% 14% 

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

WATER USE 2016 40% 32% 13% 
2014 SO% 32% 9% 

2012 45% 30% 12% 

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

THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE 

TOO MUCH WATER 2016 35% 26% 21% 
2014 42% 32% 13% 
2012 41% 30% 14% 

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% 
2014 30% 44% 13% 

2012 30% 37% 14% 

2010 28% 43% 19% 

2008 30% 42% 11% 
2006 28% 36% 18% 

-

RESEARCH & POLLING, INC. 
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STIIOHGt.Y DoN'T KNOW/ 
DlsAGIIEE WON'T SAY 

4% 22% 
5% 14% 
6% 12% 

8% 4% 
8% 2% 
10% 0% 

8% 8% 
6% 3% 
7% 7% 

7% 4% 
4% 3% 
4% 2% 
3% 3% 
5% 3% 
3% 4% 

14% 4% 
11% 2% 
12% 3% 

8% 5% 
7% 6% 
15% 4% 
8% 2% 
12% 6% 
12% 7% 

- -



ALBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
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RESIDENTIAL TRACKING: 

CUSTOMER lEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES (CONTINUED) 

(SUMMARY TABLE) 

TOTAL RESIDENTIAL SAMPLE (N=SOO) 

RANKED BY HIGHEST PERCENTAGE 2016 "STRONGLY AGREE" 

STRoNGLY SOMEWHAT SOMEWHAT 

AGIIf.E AGREE DisAGREE 

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

SUPPLY FOR FUTURE GEN! RATIONS 2016 20% 35% 21% 

2014 25% 42% 18% 
2012 25% 34% 18% 
2010 19% 39% 27% 
2008 20% 39% 17% 
2006 16% 35% 25% 

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

TO OUR HOMES AND BUSINESSES 2016 18% 38% 21% 

2014 20% 43% 21% 
2012 21% 32% 20% 
2010 19% 37% 24% 
2008 24% 39% 14% 
2006 21% 36% 18% 

WATER RATES SHOUlD BE INCREASED TO ENCOURAGE WATER CONSERVATION 2016 11% 23% 28% 

2014 14% 24% 31% 
2012 12% 23% 22% 
2010 11% 22% 29% 
2008 11% 26% 25% 
2006 12% 28% 22% 

STRoNGLY 

DISAGREE 

21% 

13% 
19% 
13% 
19% 
20% 

19% 

11% 
23% 
18% 
19% 
12% 

35% 

30% 
39% 
37% 
35% 
35% 

Overall, residential customers' agreement levels with several of the statements about water rates and services have declined since the 2014 study: 

• There should be strong financial penalties for people who use too much water (· 13 percentage points) 

• Water rates should be increased to cover the cost of providing a reliable water supply for future generations (·12 percentage points) 

• Households would conserve more water if they had an easier way to monitor their water use (-10 percentage points) 

• Water and sewer services are a good value for the amount of money they pay (-9 percentage points). 

"'"'"'~ .. .......... .. 0 ......... • . .. . .... • .. . ..... 
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DoN'T KNOW/ 
WON'T SAY 

3% 

2% 
3% 
2% 
5% 
5% 

4% 

4% 
5% 
3% 
3% 
7% 

2% 

2% 
4% 
1% 
2% 
3% 
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ALBUQUERQUE BERNAULLO (OUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH 2016 

COMMERCIAL: 

CUSTOMER lEVEL OF AGREEM~NT WITH STATEMENTS ABOUT WATER RATES AND SERVICES 

(SUMMARY TABLE) 

TOTAL COMMERCIAL SAMPLE (N=lOO) 
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- . 

L - RANKED BY HIGHEST PERCENTAGE "STRONGLY AGREE" 
- -· 
~ 

STRoNGLY SOMEWHAT SOMEWHAT STRONG!. 'I' DoN'T KNoW/ 
AGME AGREE DisAGREE DlsAGR£E WON'T SAY 

I FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN smiNG MY IRRIGATION SCHEDULE 59% 14% 3% 2% 21% 

WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY I PAY 50% 34% 9% 5% 3% 

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

OUR DAILY LIVES 
41% 35% 14% 10% 1% 

HOUSEHOLDS WOULD CONSERVE MORE WATER IF 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 IS 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 

FUTURE GENERATIONS 
28% 35% 24% 12% 1% 

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

BUSINESSES 
31% 35% 19% 12% 4% 

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 (SO%) 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: 

• Households would conserve more water if they had an easier way to monitor their water use (76%) 

• Because water is a scarce resource, water rates should be designed to reflect the value of water in our daily lives (76%) 

• I 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 should 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 conservat ion; 
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=lOOt 
RANKED BY HIGHEST PERCENTAGE 2016 HSTRONGLY AGREEH 

SnloHGI.Y SoM£WtiAT SOMEwHAT 
AGIIEE AGilE£ i DISAGREE 

I FOllOW THE WATER BY THE NUMBERS PROGRAM WHEN SffiiNG 

MY IRRIGATION SCHEDULE 2016 59% 14% 3% 

2014 SO% 10% 3% 
2012 41% 10% 3% 

WATER AND SEWER SERVICES ARE A GOOD VALUE FOR THE AMOUNT OF MONEY I PAY 2016 50% 34% 9% 
2014 44% 39% 12% 
2012 44% 46% 4% 
2010 45% 37% 9% 
2008 50% 33% 9% 
2006 28% 61% 7% 

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% 

2014 34% 46% 11% 

2012 34% 41% 7% 

2010 30% 42% 13% 

2008 28% 39% 16% 
2006 31% 53% 6% 

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

WATER USE 2016 41% 35% 8% 

2014 53% 34% 6% 
2012 41% 35% 15% 

THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO 

USE TOO MUCH WATER 2016 38% 30% 18% 

2014 41% 38% 10% 
2012 37% 30% 17% 

- ~-
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ST11oHGt.Y DoN'T KNow/ 
DISAGII£E WoN'T SAY 

2% 21% 

6% 31% 
S% 42% 

5% 3% 

1% 4% 
2% S% 

4% 5% 
5% 2% 

2% 2% 

10% 1% 

8% 1% 
16% 3% 
11% 4% 
16% 2% 
6% 4% 

6% 9% 

4% 3% 
7% 3% 

9% 6% 

8% 3% 
14% 3% 
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A LBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
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- - -" - - . -- - - ... -- -
f;OMMERCIAL TRACKING: 

CUSTOMER lEvEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES (CONTINUED) 

(SUMMARY TABLE) 

TOTAL COMMERCIAL SAMPLE (N::100) 
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' . - - - RANKED BY HIGHEST PERCENTAGE 2016 "STRONGLY AGREE" 
~- -

STRoNGlY SOMEWHAT SOMlWHAT SnloH<ilY OON'TI<How/ 
AGIIU AGIIEE DlsAGME DISAGIIEE WOH'TSAY 

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 STAlEMENTS ABOUT CLIMATE CHANGE AND THE WATER UTILITY 

l'OlAL SAMPLE 

STRONGLY SoMEWHAT - I SoMEWHAT ~ I STRONGLY I DoN'T KNOW/ 
AGREE AGREE DtSAGM£ DISAGREE WON'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=SOO) 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 TO 40 YEARS. 

2016 RESIDENTIAL SAMPLE {N=SOO) 32% 27% 14% 12% 15% 

2016 COMMERCIAL RESPONSES (N=lOO) 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=SOO) 25% 32% 12% 12% 19% 

2016 COMMERCIAL RESPONSES (N=100) 20% 31% 17% 14% 18% 

I RESIDENTIAL CUSTOMERS II COMMERCIAL CUSTOMERS !I 
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. 

lh~c ,r:ADru P. Dno 1 '"'" IMr 
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MARCH2016 

AMOUNT WILLING TO PAY EXTRA TO ENSURE THE COMMUNITY HAS ACCESS TO 

ABUNDANT, SAFE WATER FOR THE NEXT 10 TO 40 YEARS 

60% 

42% 

40% ~ 

I 29% 
I 

-;; 

" 
20% -

I 

! 

0% 

NOTHING 

AMONG THOSE WHO PAY A WATER OR SEWER BILL 

21% 
':--- -. . 

13% 14% 

9% 10% 

c[] [(] 
$1-$5 $6-$10 $11-$25 

a RESIDENTIAL II COMMERCIAl 

6% 

1
"' r 1 

MORE THAN 

$25 

28% 
~ 

20% 
.. 

DoN'T KNOW/ 
WON'T SAY 
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-

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. 

RESEARCH & POLLING, INC. 
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AlBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH2016 

CONTACTED THE WATER UTILITY AUTHORITY ABOUT PROBLEMS OR QUESTIONS WITH A WATER/SEWER BILLIN THE PAST TWO YEARS 

AMONG THOSE WHO PAY A WATER OR SEWER BILL 

QUESTION 1 : HAVE YOU CONTACTED THE WATER UTIUTY AUTHORITY ABOUT PROBLEMS OR QUESTIONS WITH A WATER (SEWER) BILL WITHIN THE PAST TWO YEAR? 

GlNDPI EntNIOTY AGt HOUSEHOUIIHCOM£ REGION 

TOTAl $35,001 $50,001 
RUI'ONSU 18T03-4 35TO .. !I 5ator;,. 65YI:AIIS $35,000 TO TO Ovtll VMU:r/ MID-

(N--"n) MAU FtMAU: HIPAIIIC ANGlo YWIS YWIS YWIS OllOvo. Olllns $50,000 $75,000 $75,000 DoMfTOWH WlSnlDE HDGIITS 

YES 17% 12% 21% 17% 16% 19% 19% 16% 13% 16% 18% 15% 12% 18% 15% 14% 

NO/DON'T KNOW/WON'T SAY 83% 88% 79% 83% 84% 81% 81% 84% 87% 84% 82% 85% 88% 82% 85% 86% 

EDuCATION I..EHGTH OF Rt:SIOlNCY NUMaPI OF CtiiiDIIlN IN HOUSEHOlD COMI'OfllNT 

TOTAl H.S. SoME MOllE 
Ra:sPOHSU GIIADUATt COWGl/ COWG£ GIUIDUAT£ 10Y£AIIS 11 T020 TllloN 20 THII££011 INSID£CITY OuniDt: 
(N:477) 011 Lus AssOCIIoTt GIIADUATt D£GII££ Olllus Y£AIIS YWIS NON£ ON£ Two MDII£ liMITS CITY liMITS 

YES 17% 10% 19% 16% 21% 8% 15% 19% 14% 10% 20% 18% 16% 25% 

No/DON'T KNOW/WON'T SAY 83% 90% 81% 84% 79% 92% 85% 81% 86% 90% 80% 82% 84% 75% 
---- -

NIIMIIII Of I'IOPU I.NwG IN Hous£HOUI RlNT 011 OwN HOME TmOfHOMl ~-
TOTAL SIHGl£ 

RESI'ONSU FIVI 011 f-Y 
(N: .. 77) ON£ TWo THII££ "- MOllE RlNT OwN HOUSE Ono FUU.·TIM( PAIIT·TIM( Rnlll£0 OTlllll 

Yes 17% 25% 13% 18% 11% 22% 12% 17% 17% 13% 16% 17% 13% 29% 

NO/DON'T KNOW/WON'T SAY 83% 75% 87% 82% 89% 78% 88% 83% 83% 87% 84% 83% 87% 71% 

RESEARCH & POLLING, INC. 
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ALBUQUERQUE BERNAlillO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH2016 

OVERALL SATISFACTION WITH SERVICE RECEIVED 
AMONG THOSE WHO CONTACTED THE WATER UTILITY AUTHORITY 

QUESTION 2: HOW SATISFIED WERE YOU WITH THE SERVICE YOU RECEIVED, WERE YOU VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED? 

GPIOlR EniHICJTY AGl HousEHOlD IHCDMt 

TOTAL $35,001 $50,001 
RUI'ONSU 18rnl4 35To49 50rn64 65Ywu $35,000 TO TO 

(H:BOJ MAL& FEMAlE HISI'AHIC AHGto YWIS YWU YWU DIIOVUI Dlllm $50,000 $75,000 

VERY SATISFIED 31% 24% 36% 27% 30% 14" 22% 39% 42% 52% 6% 37% 

SoMEwHAT SATISFIED 36% 48% 29% 26% 51% 30% 69% 23% 16% 17% 43% 48% 
SOMEWHAT DISSATISFIED 14% 7% 18% 21% 7% 32% - 11% 28% 14% 19% 7% 
VERY DISSATISFIED 19% 21% 18% 26% 12% 24% 9% 28% 14% 17% 32% 8% 

EDLICATIOH lrHcmt OF RUIDPIC\' NUMIDI or CHILDREN IN HOUSPIOID 

TOTAL H.S. S0Ml MORl 
RUPOfjSU GRADUATI Coo.J:G.r/ CDWGl GRADUATI lOYLlU llrnZO THAHZO THUIOR 

(N:IOJ ORWS AUOC:U.n GRADUATI Dr GillE ORWS YWIS YLliiS NoN( ONl TWo MDIII 

VERY SATISFIED 31% 35% 31% 24% 40% . 10% 37% 49% - - . 
SOMEWHAT SATI5FI£D 36% . 31% 57% 40% 56" 82% 26% 20% 50% 76% 42% 

SOMEWHAT DISSATISFIED 14% 29% 18% 6% 6% - . 17% 11% 37% - 28% 
VERY DISSATISFIED 19% 36% 20% 13% 14% 44% 8% 19% 20% 13% 24% 30% 

Al GIOH 

Ovul VAUEt/ MID-

$75,000 DowNTOWN WtnSIOE HDGKTS 

21% 36% 17% 37% 

SO% 28% 46% 18% 

10% 18% 19% 15% 

20% 18% 18% 30% 

COMPONENT 

INSIDE CITY OUTSIDE 
I.IMm CITYI.IMm 

31% 33% 
37% 27% 
13% 16% 
18% 25% 

NUMIER OF Prom IMHG IN HOUSOIOID RENT OR OWN HOME TmOFHOMl EMr\D'IMlNT 

TOTAL SINGU 

RUPOfjSU FIVE OR FAMILY 
(~801 ONE TWO THRU FOUR MORE RENT OWN HouSE OTHER FULL• TIME PAin• TIM[ RmRED 0nt01 

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% SS% 15% 20% 24% 
SoMEWHAT DISSATISFIED 14% 13% 6% 34% . 14% . 15% 15% - 8% 25% 20% 16% 
VERY DISSATISFIED 19% '.13% 40% 7% 15% 7% 12% 20% 19% 12% 16% - 24% 29% 

D~:r~:Anru II., Dne • uu,.. ,.,,.. 
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ALBUQUERQUE BERNALillO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 

MARCH2016 

MEANS OF COMMUNICATING WITH WATER AUTHORITY 
AMONG THOSE WHO CONTACTED THE WATER UTILITY AUTHORITY 

PAGE49 

QUESTION 3: IN ANY OF YOUR RECENT DEALINGS WITH THE WATER UTILITY AUTHORilY, 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? 

GIHDlll EntNKm ACR HousrHOUJINCOME RtGJON 

TOTAL $35,001 $50,001 
Ru~ 18T034 35T049 50T064 65YlAAS $35,000 TO TO Oml V~/ MID- Fu 

IN:IO) MAL£ FlMAlf HISPANIC .ANGlo YlAAS YlAAS YlAAS OIIOVIII Olll.ns $50,000 $75,000 $75,000 DOWNTOWN WfST'SID£ HDGKTS HDGKTS 

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% 

USED WATER UTIUTY 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% -- -- --

EouCAnON UlfCiTtt Of RDID!HCT NUMIIII Of CHILDUN IN HoumtOUI COMI'ONlHI' 

TOTAl H.S. SoME MORE 
RlSPON$0 GRAOUAn COWGl/ COWGl GRADUAH 10YEA~ 11T020 THAN20 TNIIU'OII IHSIDlCm OUTSIDE 

(N:IO) Olll.ns AssooAn GIIAIK.IAn DEGII!t Olll.ns YlAAS Yu~ NONl ONE TWO MOllE IJMm CmUMII'S 

SPOKE WITH EMPlOYEE ON THE PHONE 76% 66% 72% 89% 78% 100% 62% 77% 76% 85% 63% 72% 76% 76% 

SPoKE WITH EMPlOYEE IN PERSON 17% 43% 7% 11% 25% - 10% 19% 14% 15% 12% 28% 15% 24% 

USED WATER UTIUTY WEBSITE 7% - 10% - 14% . 28% 3% 3% - 24% 14% 6% 9% 
USED UTiliTY'S VOICE MAIL SERVICE 6% - 15% - - - - 7% 8% - - - 7% -
USED E-MAIL 1% - - - - - - 1% 2% - - - 1% -
NOT SURE (VOLUNTEERED) 1% - - 3% - - - 1% . - - - 1% -

NUMIEII Of PEOI'LE lMNG IN HOUSDIOUI RlHI' OR OWN HOME TmOFHOME EMI'UJTMlHI' 

TOTAl SINGlE 

RESI'ONSlS FIVIOOR fAMilY 
(N:IO) ONE TWO THREE fOuR MORE RlHI' OWN HouSE 0ntER FUll-TIME PAIIT·TIME Rm~~m OTHER 

SPOKE WITH EMPLOYEE ON THE PHONE 76% 76% 71% 79% 100% 68% 54% 79% 76% 73% 70% 57% 79% 91% 
SPOKE WITH EMPLOYEE IN PERSON 17% 16% 24% 16% - 14% 20% 16% 18% - 14% 49% 27% -
USED WATER UTIUTY WEBSITE 7% 5% - 7% - 25% - 1% 1% - 15% - - -
USED UTILITY'S VOICEMAIL SERVICE 6% 9% 7% 5% - . 25% 3% 5% 15% 6% - 4% 9% 
USEDE·MAIL 1% - 2% - - - - 1% 1% - - - 3% -
NOT SURE (VOUJNTEERED) 1% 2% - - - - - 1% - 12" . . 3% -

RESEARCH & POLLING, INC, 



ALBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

MARCH2016 

OVERALL RATING OF THE CUSTOMER SERVICE REPRESENTATIVE WHEN CONTACTING THE WATER UTILITY AUTHORITY 

AMONG THOSE WHO SPOKE WITH AN EMPLOYEE ON THE PHONE OR IN PERSON 

QUlSTION 4: OVERAt l, HOW WOUto YOU RATE THE CUSTOMER SERVICE REPRESENTATIVE YOU SPOKETO WHEN CONTACTING THE WATU UnttTY? W OULD YOU SAY THEY WERE EXCEtlENT, GOOD, FAIR, POOR, OR VERY POOR? 

GfNDflt EntNIOJY Alii: HOUSLHOID INCX!M~ REGION 

TarAL $35,001 $50,001 

RUPONSU 18T034 35T049 50T064 65YURS $35,000 TO TO OVtR V~U£1/ MID· 
(N:71) M~u: FlMAu: HISPANIC ANGLo YuRS YURS YURS OROvEJI D~Uss $50,000 $75,000 $75,000 DOWNTOWN WUTSID~ HEIGtm 

EXCELLENT 36% 42% 33% 37% 33% 47% 23% 35% 35% 36% 38% 38% 30% 27% 25% 52% 
GOOD 33% 23% 39% 23% 43% 31% 50% 22% 45% 33% 34% 22% 32% 41% 33% 30% 
FAIR 14% 24% 8% 17% 14% 14% 15% 15% 8% 9% 18% 17% 15% 11% 34% . 
POOR 3% . 5% 8% . 8% . 3% 4% 7% . 9% . 9% - -
VERY POOR 13% 10% 14% 12% 9% . 12% 22% 7% 15% 10% 10% 23% 10% 8% 18% 

DoN'T KNOW/WON'T SAY 1% 2% - 2% . - - 2% - - - 4% - 2% - -
--- -------- ------

Eou~TION UNGnt OF RUIDENCY NUMHII OF CHILD~Eiol IN HOUSEHOlD COMPONENT 

TotAL H.S. SoM~ Mou 

RUPONSU GUDUATE [~Gt/ COWG~ GUDUATE 10YuRS 11 T020 THAN20 THRUOR INSIDECm OUlSIDE 

(~o~:71) ORUss AssOCIATE GUDUATE 0EGRU ORUss YURS YURS NDHE ONE TWO MORE llMITl CmllMITl 

E~tnlfiHT 36% 49% 41% 36% 21% 28% - 42% 56% 65% - - 40% 17% 

GooD 33% - 31% 34% 57% 28% 71% 28% 23% 22% 50% 34% 32% 38% 
FAIR 14% 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% -

NUMBER OF PEOPLE lMNG IN HOUSIHOLD RENT OR OWN HOME Tvl't:OFHOME f'MN)I'MC1I'f 

TarAL S!NGI.£ 

RUPONSE5 FIVE OR fAMILY 
(N:71) ONE Two Ttl HE FOUR MORE RENT OWN HOUSE OTHER FULl•TIME PART•TIME REmUI OTHER 

EXCEtlENT 36% 26% 46% 58% - 31% 60% 34% 35% 59% 24% 62% 27% 51% 
GOOD 33% 45% 19% 20% 85% 26% 25% 34% 35% - 43% 13% 27% 32% 
FAIR 14% 17% 16% . - 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% . 20% 11% 

DoN'T KNOW/WON'T SAY 1% . . - - 5% - 1% 1% - 2% . . - I ---- - ---- ---

RI'C:I'4Rrl-l R. Pn111Nr. INr 
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ALBUQUERQUE 8ERNAUllO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH 2016 

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 IN PERSON 

QUESTION 5: SPECIFICAllY, HOW SATISFIED ARE YOU WITH THE FOllOWING SERVICES YOU RECEIVED FROM THE CUSTOMER SERVICE REPRESENTATIVE? PLEASE THL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT 

DISSATISFIED, OR VERY DISSATISFIED. KNOWLEDGE AND ABILITY TO ANSWER YOUR QUESTIONS OR RESOLVE YOUR ISSUE. 

G(M)(ll E1ll1iKITT AQ HousDtoiD IHmMf: RIGIOH 

TOTAl $35,001 $50,001 

RUPOHSU 18T034 35T049 50T064 65YEAIIS $35,000 TO TO OVOt VAUEJ/ MID- FAll 
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lr.:71l MAU FI:MAU ~ANIC AHGt.o YEAIIS YEAIIS YWIS OIIOVOI Olllns $50,000 $75,000 $7S,OOO DowNTOWN WUTSIO£ HlKilns HoGtm 

VERY SATISFIED 37% 36% 38% 28% 45% 15% 34% 40% 39% 48% 16% 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 SAY 4% 6% 4% 6% 5% 14% 8% . . 9% - . . - 27% . -

EDucATION UHciTH Of RUIDlHCT NUMIPI Of CIIIIJlllN IN HOUSotOID COMI'OHIM 

TOTAL H.S. SoME MORE 
RUPONSU GIWIIIAll C~GI/ C~GI GIIADUAll 10YEAIIS 11T020 THAiflJI THUIOII IHSIOECm Oun101 

IN:71) Olllns AssOCIATE GIIADUAll DIGiti! Ollns YWIS YEAIIS NONE 0Nt T'NO MOlE LIMIT) Cmi.JMITS 

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% 

DON'T KNOW/WON'T SAY 4% 15% . . . . . 5% . . . 28% 5% . 

NUMIII Of PIOPU I.MNG IN HOUSotOID RIM 01 OWN HOM I lmOFHOMI EMPUnMIHT 

TOTAL SINGLE 

RUPONSU FIVE OR FAMILY 

IN=711 ONI T'NO THm Foua MOllE RIHf OWN HOUSE On! PI FULL·TIME PAIIT•TIME Rmam OTHPI 

VERY SATISFIED 37% 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% . -

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

M ARCH 2016 

SATISFACTION WITH THE CUSTOMER SERVICE REPRESENTATIVE ON KEY ATTRIBUTES: 

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

QUESTION 6: SPECIFICALLY, HOW SATISFIED ARE YOU WITH THEfOUOWING SERVICES YOU RECEIVED fROM TH f CUSTOMER SERVICE REPRESENTATIVE? PLEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFI ED, SOMEWi4AT 

DISSATISFIED, OR VERY DISSATISFIED. COURT£SY OF THE CUSTOMER SERVICE REPRESENTATIVE. 

GENDEII ElltNIOTY AG£ HOUSEHOLD INCOME REGIDN 

TOTAl. $35,001 $50,001 
RE5PON5E5 18T034 3Sro49 50T064 &SYE.\115 $35,000 TO TO OV£R VAWY/ MID- FAR 
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(r.:71) MALE fEMALE HIS,ANIC ANGLO YE.\115 YE.\115 VE.\115 OROVEII ORlus $50,000 $75,000 $75,000 DOWNTOWN WESTSIDE HtiGHn HtiGHn 

VERY SATISFIED 51% 53% SO% 44% 57% 40% 40% 54% 68% 58% 47% SO% 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% S% 

DoN'T KNOW/WON'T SAY 5% 7% 4% 8% S% 14% 8% 2% . 9% . 4% . 2% 27% . -

EDuCATION I.!HGTH Of RESiliENCY NUMBER OF CliiUIREN IN HouSt HDLD COMPONENT 

TOTAL H.S. SoME MORE 
RUPONSU GRADUATE (OUS.GE/ COUS.GE GRADUATE lOYE.\115 11T020 THAN20 THREE OR INSliiECm OUTsiDE 

(N=71) ORlus As500ATE GRADUATE DEGREE OR lEss YE.\115 YE.\115 NONE ONE TWo MOU liMITS Cmi.IMITS 

VERY SATISFIED 51% 43% 55% 47% 62% 28% 38% 55% 66% 14% 31% 34% 54% 38% 
SOMEWHAT SATISFIED 29% 9% 33% 43% 19% 28% SO% 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% . 

NUMBER OF I'EOIU liviNG IN HOUSEHOLD RENT OR OWN HOME TYPE OF HOME EMPlOYMENT I 

TOTo\L SINGU: 
I 

RESPONSES FMOR FolMILY 
(N=71) ONE Two THREE FOUR MORE RENT OWN HouSE OTIIEII FU11•TIME PolRT•liME Rmkto OTIIER 

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% . . . 20% 22% - 6" 5% - 6" 25% . . 

D~~rAb,..U P. Dnl r uur. r ... ,.. 



ALBUQUERQUE 8ERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

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 OFWAITTO SPEAK WITH A CUSTOMER SERVICE REPRESENTATIVE, 

GlNout El'lfHIOTY AGt HOU5DIOlD IH(OM( REGION 

TOTAL $35,001 $50,001 
Rni'OHSU 18ro34 35T049 50ro64 65YlAIIS $J5,000 TO TO Oval VMUY/ MID- FAA 
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(N:71) MAL[ FE MAll HISPAMC ANGuJ YlAIIS YlAIIS YlAIIS OliOval OI.Ws $50,000 $75,000 $75,000 00WHJ0WH WUTSIDE HoGHn HoGHn 

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% 40% 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 SAY 15% 20% 11% 20% 11% 20% 14% 17% 5% 17% 8% 11% - 21% 35% 7% 2% 

EDUCA110H liNGnt OF RI:SIOENCT NUMIOI OF CltiiDIIIN 1H HousotOID C0MPONEHT 

TOTAL H.S. SoME MORE 
RESPONSI:S GRAOUAH ClJAUGE/ COUIG£ GRADUAH lOYEAIIS 11ro20 THAH20 THRUOII INsiDE CllT OUTSIDr 

(N:71) ORWs AssoOAn GIWIUAn Dr GUt OIIWs YlAIIS YEAIIS NONl ONE TWo MORE liMns CITTliMm 

VERY SATISFIED 24% 17% 20% 36% 25% - 12% 27% 39% 14% - 16% 22% 30% 
SOMEWHAT SATISFIED 41% 27% 51% 35% 35% 74% 46% 37% 35% 35% SO% 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% 

NUMIER OF PIOI'U LMNG IN HOUSD401D REHTOROWN HOME lYPfoFHOMl EMPlOTMEHT 

I TOTAL SINGLr 
I RESPONSES Frvt:Oll FAMILY 

(N:71) ON£ Two THIIU FouR MOll£ REHT OWN Housr OIMO FULl·TIME PMT·TIME RmRED OiliER 

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% -

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

BILLING STATEMENT ACCURACY 

AMONG THOSE WHO PAY A WATER/SEWER Blll 
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QUESTION 8: OVERAll, HOW SATISFIED AREYOU WITH THE FOllOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASETELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 

BIWNG STATEMENT ACCURACY. 

GENPER ETHNICITY AGE HOUSEHOlD INCOME RIGIOH 

TOTAL $35,001 $50,001 
RESPONSES 18T034 35To49 50T064 65YfARli $35,000 TO TO Ovot VAurr/ Mill- fAR 
(N=4nl MAU FEMALE HISPANIC ANGI.O YfARli YEA liS YEARS OROvot OR lESS $50,000 $75,000 $75,000 DOWNTOWtt Wl5111DE HEIGHtS HE I GiftS 

VERY SATISFIED 46% SO% 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" S% 3% 5% 
VERY DISSATISFIED 4% 2% 7% 4% 2% 7% 1% 6% 5% 8% 4% 4% 2% 5% 6% 6% 3% 

00N
1
T KNOW/WON'T SAY 7% 6% 7% 5% 7% 2% 5% 7% 10% 7% 8% 3% 7% 7% 5% 4% 8% 

EDuCATION lENGTH OF RESIDENCY NUMBER OF CHILJlREN IN HOUSlHDlD COMPOHENT 
I 

TOTAL H.S. SOME MORE 
OUTSIIIE I RlSPONSU GRADtiATl COO!GE/ COO!GE GRAIIUATE 10YEAR5 11 T020 THAN20 THREE OR INSIPECm 

(~r-4n) OR lEss AssOOATl GRADUATl DEGREE OR lEss YEARS YfARli NONE ONE Two MORE LIMns CmLIMRS I 

VERY SATISFIED 46% 52% 43% 50% 42% 39% 35% 50% 48% 47% 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 KNOW/WON'T SAY 7% 5% 5% 7% 10% 4% 6% 7% 8% 4% 9% 3% 6% 10% 

NUMBER OF PEOPLE LiviNG IN HOLISEHOLD RENT OR OWN HOME T\'PE OF HOME EMNrtMEHT 

TOTAL SINGLE 

RUPONSU FIVE OR FAMil-Y 
(~r-4n) ONE Two THREE FOUR MORE RENT OwN HOLISE OTHER fUIL•TIME PART•TIME RmRED OTHER 

VERY SATISFIED 46% 47% SO% 46% 42% 42% 55% 45% 47% 41% 47% 59% 47% 41% 

SOMEWHAT SATISFIED 36% 32% 32% 32% 53% 37% 37% 36% 36% 35% 41% 20% 31% 35% 
SOMEWHAT DISSATISFIED 7% 7% 7% 10% 2% 8% 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% 4% 13% 8% 6% 

Decel\oru 11. Dn111111r. 1Ror 



AlBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH2016 

SATISFACTION WITH VARIOUS SERVICES RECEIVED FROM THE WATER AUTHORITY: 

BILLING PAYMENT OPTIONS 

AMONG THOSE WHO PAY A WATER/SEWER BILL 
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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. 
BIWNG PAYMENT OPTIONS. 

G«Hoot ETitHICm AGI. HOUSOIOUI JllaiM( REGIOH 

TOTAl. $35,001 $50,001 
RUPOHSU 18T034 35T049 S0T064 65YUJtS $35,000 TO TO OVtlt VAUn/ MID- FAll 
(N=4nl MAI.f FlMAU HISPAHIC ANGto YUJtS YUJtS YUJtS OttOVo Oil !.Us $50.000 $75,000 $75,000 DowNTOWN WfSniD£ HoGHn HPGIITS 

VERY SATISFIED 56% 58% 54% 57% 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% 4% 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% 

EoucATIOH I.UI6nt Of RDIOUIC\' NUMNII Of CHIUIIlfN IN HOUUHOUI CoMPOHOIT 

TOTAL H.S. $OM[ Mllllf 
RDI'OHSD GIIADUATf (OAJ.I.Gf/ CoLLEGE GIIAOUATf 10YEAII5 11T020 THAH20 THIIUOII INstill CITY OUTSIOE 
(N=4nJ OR !.Us ASSOOATf GIIAJIUATf DfGilf[ Oil !.Us YUJtS YUJtS NONE ONE Two MOllE LIMITS CmliMitS 

VERY SATISFIED 56% 60% 53% 58% 56% 51% 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% 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% 

NuMarR oF PEoPU I.MHG IN HousntotD RDIT OR OwN HOME TYPEOfHOMf EMPt.D'IMOIT 

TOTAl. SINGU 

RDI'OHSD FNtOtt FAMILY 
(~r-4nJ ONE Two THRU FOUR MOilf RfM' OwN HOUSE OTHER FU11·TIME PART-TIME RmREO OTHER 

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% 3% 

DON'T KNOW/WON'T SAY 7% 8% 9% 7% 5% 4% 7% 7% 7% 10% 3% 21% 10% 6% 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNALILLO COUNTY W ATER AUTHORITY- CuSTOMER O PINION SURVEY 

MARCH 2016 

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 
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QUESTION 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 DISSATISfloED. 

UNDERSTANDING THE BILL FORMAT AND WATER USAGE GRAPH. 

GENDER ETHNIOTY AGE HOUSEHOlD INCOME REGION 

TOTAL $35,001 $50,001 
RESPONSES 18T034 35T049 50T064 65YEA~ $35,000 TO TO OVEII V"I.I.EY/ M ID· FAR 
(N--4n) M~ F£MAU HISP~IC ANGLo YEARS YEARS YEAIIS OROvEII ORI.Ds $50,000 $75,000 $75,000 DOWNTOWN WESTSIDE HE!GmS HDGHTS 

VERY SATISFIED 49% 53% 46% 45% 54% 52% 49% SO% 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% 

EoocA.TION LlN<iTH Of RESIDEHCI' NUMBER OF CHILDREN IN HOUSE!tOlD CoMPOHENT 

TOTAL H.S. SOME MORE 

RESPONSES GRADUATE COLLEGE/ COLLEGE GRADUATE lOYEAIIS 11 T02.0 THAH2.0 THRtEOR INSIDECm' OutSIDE 
(N=4n) OR I.Ds AssOOATE GRADUAtt DEGREE OR LEss YEAIIS YEARS NONE ONE TWo MORE LIMITS Cm'I.JMITS 

VERY SATISFIED 49% 50% 51% 50% 49% 43% 54% 50% 47% 58% 53% 54% SO 'H. 42% 
SoMEWHAT SATISFIED 34% 30% 35% 37% 36% 42% 36% 33% 36% 29% 30% 31% 35% 32% 
SOMEWHAT DISSATISFIED 4% 2% 7% 3% 5% 5% 4% 4% 5% 3% - 10% 4% 4% 
VERY DISSATISFIED 4% 7% 1% 3% 6% - 1% 5% 3% 3% 5% 5% 4% 8% 

DoN' T KNOW/WON'T SAY 8% 11% 6% 7% 4% 10% 4% 8% 10% 6% 12% - 7% 14% 

NUMaER Of PEOPLE I.MriG IN HOUSlHOID RlNT DR OwN HOME TYPE Of HDME EMPlOYMENT 

TOTAl. SINGLE 
AESPONSlS FIVE OR FAMILY 

(N=4n) ONE Two TKRtE FOUR MDRE RENT OwN HouSE OTHER FULL•TIME PAIIT•TIME RmRm OTHER 

VERY SATISFIED 49% 47% 48% 47% 56% 54% 47% 50% SO% 42% 55% 51% 48% 39% 
SOMEWHAT SATISFIED 34% 36% 35% 32% 33% 29% 37% 34% 34% 40% 35% 19% 33% 39% 
SOMEWHAT DISSATISFIED 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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QUES110N 11: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTIUTY7 PLEASE TEll ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 

EDUCATION ON WATER ISSUES. 

GEMOOI EntHICJTY AGl HousotOtD IHCQM( REGIOff 

TarAt. 
$35,001 $50,001 

SowN 11To34 3ST049 50T064 &SYEAAS $35,000 TO TO Ova VAWY/ MID- FAA 

(N=SOO) MAU FIMAI! HlsPAHIC ~ YEAAS YEAAS YEAAS OIIOvol Oil lEss $50,000 $75,000 $75,000 OOWHTOWN WI:STSJO£ HoGHTs HoGHTs 

VERY SATISFIED 32% 31% 33% 33% 32% 34% 27% 34% 32% 36% 26% 26% 38% 36% 22% 38% 30% 

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% 4% 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 UHc;nt OF RESIDENCY NUMNII OF CilnDUN IN HOUSDiOID COMPONlNT 

TOTAL H.S. SoMr MORE 

SAMIU GIIAOUATE COUS.Gf./ COUS.Gf. GIIAOUATE 10YEAIU 11TD20 lHAH20 TtiREEOR IHSIIIECm OlmiOE 

(N=SOO) Oil LEss AssOOAn GuouAn DEGaU Olll.ns YEARS YEARS NONE ONE TWo MDIIl liMITS CmliMm 

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% 42% 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% 

DoN't KNOW/WON't SAY 17% 18% 21% 15% 14% 17% 13% 18% 18% 14% 15% 10% 17% 18% 1 

NUMaDt OF PIDIU lMHii IN HousEHOLD R£HT 011 OwN HDMf TmOFHOME EMft.DTMlNT 

TOTAl SINGLE 

SAMIU FMOII FAMILY 

(N&500) ONE TWo THRU: FouR MORE RENT OwN Housr OTiilR FULL·liMl PART·TIME RmRm OTiii R 

VERY 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% 

RESEARCH & POLLING, INC. 
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QUESTION 12: 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. 

WATER CONSERVATION PROGRAMS. 

GPIDER EntMCJTY AQ. Housutoi.D lmoMt REGIOH 

TotAl. 
$35,001 $50,001 

5AMPU 1Bro34 35T049 50T064 65YtAAS $35,000 TO TO OvPt Vr.un/ Mto· FAA 

(N:SOOJ MAI.E FtMAIL HISPANIC AHGto YtAAS YtAAS YlMS DIIOVPt 011 Ltss $50,000 $75,000 $75,000 DclWHTOWN WUTSIOI HllGHrs HEIGHTS 

VERY SATISFIED 32% 29% 35% 32% 34% 31% 29% 35% 33% 29% 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% 
-- -· - -

EIIUCAfiON I.IHGTH Of RlSIOtNCY NUMIIR Of CHilDREN IN HOUStNOID COMI'ONENT 

TotAL H.S. SOME MDIII 

5AMPU GlWIUATI CoutGf/ CoutGI GlWIUATI lOYEARS 11To20 THAN20 THIIUOR INSIOl CITf OvfSIOl 

(N: SOOJ ORltss AssooATI GlwluATI DtGRtl ORltss YtAAS YEARS NOHE ONl Two MoRt liMrrs CITfliMrrs 

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% 

DON'T KNOW/WON'T SAY 17% 19% 20% 13% 11% 23% 8% 18% 16% 8% 12% 21% 17% 16% 

NUMIIR Of PEOPU IMNG IN HOUSfHOID RPIT OR OWN HOM I TmOfHOME EMPLDTMtNT 

TotAl. 
SING I! 

SAMN FNtOR FAMILY 

(N:SOOJ ONE Two THREE FOUR Mmtt RENT OWN Houu onttR FU11•T1Ml PART•TIMl RETlltm onttR 

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 DISSATISFI£0 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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QUE5110N 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 WEBSIT£. 

G- EntMcm AGl HouslHOlD INCOM! ft!GIOH 

TOTAL $35,001 $50,001 

5AMN 18To34 35T049 SOT064 65YrAU $35,000 TO TO 01/tR VAUEY/ Mlo- f.-!1 
(N:SOO) MAU FDW.t HISPANIC ANGlo YWIS YWIS YrAU OR OWl OR lEss $50,000 $75,000 $75,000 DowNTOWN WIST5lll( HDGKTS HDGKTS 

VERY SATISAED 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% 9% 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% 

DON'T kNOW/WON'T SAY 65% 66% 65% 64% 67% 56% 53% 73% 78% 73% 69% 50% 62%- 62% 67% 68% 65% 
-- - ---

EDIICA110H lfNcm1 or RUIDlNCY NUMIDlOF CHIIDit!N IN HOUSlHCUl COMroN!NT 

TOTAL H.S. SOM! MOIII 

SAMfU GWK~An COOI.Gl/ COUIGE GWK~An lOYrAU 11 T020 THAH20 THRUOR INSIOECm Oumot: 

(H:500) OR lEss AssooAn GW»U~n OEGRa OR lEss YrAU YrAU NoNE Om Two MollE I.IMm CmLIMm 

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% 
- ~- -

NUMI!R Of P!OfU LMNG IN HOUSOIOID RUO' OR OWN HOME T'tHOFHOME EMPUTIM!NT 

TOTAL SINGLE 

SAMfU Flllt:DR F~ILY 

(N•SOO) ONE Two THIIIE FOUR MORE RUO' OWN Houst OfHDl FULL•TIME P.aRT·TIME Rm1110 OfH!R 

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% 63% 69% 65% 66% 65% 59% 81% 75% 63% 
-

RESEARCH & POLLING, INC. 
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QUESTION 14: 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. 

REUABIUTY AND AVAILABIUTY OF WATER TO YOUR HOME/BUSINESS. 

(;cNO(II E1MHIOTY AGE HousototD INCOME REGION 

TOTAl. 
$35,001 $50,001 

SAM"-£ 18l034 35l049 50T064 &5 YEMS $35,000 lO TO Ovta VAW.Y/ MID• Fu 

lrr-500) MAll flMAU HIS'AHIC ANGLo YEAIIS YEAAS YEAAS OIIOvta Olllns $50,000 $75,000 $75,000 DoWNTOWN WlSTSIO£ HoGHrs HoGtm 

VERY SATISFIED 78% 76% 79% 76% 81% 75% 76% 81% 78% 12% 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% - 4% 1" 2% -
VERY DISSATISFIED 1% - 1% - 1% . 1% 1% 1% 1% - 1% - 1% 1% 1% 1% 

DON'T ~NOW/WON'T SAY 1% • 1% • 1% . - - 3% 1% 1% 1% . 1% - - 1% 

fDuCAnOH UNGTH OF RISIDIHC'I NUMIPIOF Clm.DREN IN HOUSEHOlD COMI'ONENT 

TOTAL H.S. SOME MORE 

SAMIU GRAOUATl CO.U.Gl/ CO.U.GE GIWIUATl lOYuRS llT020 TIIAN20 THRUOII INSIDlCnT ounror 

(H:500) Olllus MsOOATl GIWIUATl DrGIIU Olllus YEARS YEAAS NOHr OHl TWo MOll! LIMITS CnTUMITS 

VERY 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 ~NOW/WON'T SAY 1% - 1% 1% - 5% 1% . • 2% . - 1% -
-- - ~---

NUio!IER Of PEO"-llMHG IN HOUSEHOlD RIHT OR OWN HOME TmOFHOMl EMI'LD'IMIHT 

TOTAl. SING II 

SAMm FNEOR FAMILY 

(tr-500) ONE TWO THREE FouR MORE RIHT OWN HOUSE OniPI fULL•TIME PART-TIME RmRW OntPI 

VERY SATISFIED 18% 11% 82% 81% 12% 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% . • - 2% . 
DoN'T KHOW/WON'T SAY 1" 1% 1% 2% - - 2% • • 3% 1% . • 1% 
0 lEsS THAN 1% REPORTED. 

Dr~r-AD,...u 11. Dnt t ••t,. '"',.. 
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QUESTION 15: OVERAll, HOW SATISFIED ARE YOU WITH THE FOOOWING SERV1CES YOU RECEIVE FROM THE WATER UTIUTY? PlEASE TEll ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 

REUABLE DRAINAGE Of WASTEWATER FROM YOUR HOME/BUSINESS TO THE CITY SEWER liNE. 

Gl.NOOI EntHIOTY AGE HouSOIOUI ltiCOMt: REGION 

TOTAl 
$35,001 $50,001 

SAM I'll 1Bto34 35To49 50To64 65Yt"AIU $35,000 TO TO OVtJI VAWY/ Mill- FA~ 

(Ns500l MAlE FEMAlE HISPANIC ANGW YlAIU YrAIU YWIS OROVUI ORllss $50,000 $75,000 $75,000 OOWNI'OWN WUTSIDE HDGHTS HDGHTS 

VERY SATISFIED 70% 69% 70% 68% 73% 69% 66% 74% 71% 63% 74% 73% 74% 64% 72% 69% 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% 

EllucATIOH liHcmt Of RlSIOIHCY NUMKR Of Ollt.D~tH IH HOUSEHOlD (OMPOHlHT 

TOTAl H.S. 5oM£ MORt 

5AMI'U GlwluAn CowGf/ CowGl GIWIIIATE lOYWIS 11 T020 THAH20 THIIUOII 1-CIT\' OUtslot: 

(NsSOO) Olllw AssociATE GMDUATE DlGIIU ORllss YWIS Y£AIIS NoM ONE Two Moll£ llMirs CIT'fiJMm 

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% 
--- -- ---- -

NUMIIll Of PEOI'U lMHG IN HousotOUI RtHT 011 OwN HOM£ JYP'EOf HDMl EMI'lD'IMilft 

TOTAl 54NGU 

5AMI'U FMOR FAMilY 

(N~SOO) ONr Two THRR fOUR MORE Rllft OwN HouSE OntlR FUU•JIME PART·TIMl RmRlD Ontlll 

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% . 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% 

RESEARCH & POLLING, INC. 



AlBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 

M ARCH2016 

OVERALL SATISFACTION WITH THE SERVICES PROVIDED BY THE WATER AUTHORITY: 

QUALITY OF DRINKING WATER 

PAGE62 

QUESTION 16: 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 OISSATISFitD. 

QUAUTY OF DRINKING WATER. 

G£NDER ETHNICTJ AGE HOUSEHOlD INCOME REGION 

TOTAL $35,001 $50,001 

SAM"-! 1BT034 35T049 50T064 65YEARS $35,000 TO TO OvER VAurt/ MID· fAR 

(N=500I MAll F!MAU HISPANIC ANGLO YEARS YEARS YEARS OR OvER ORWS $50,000 $75,000 $75,000 DOWNTOWN WESTSIDE HEIGHTS HEIGHTS 

VERY SATISFIED 46% 48% 44% 52% 45% 37% 40% 52% 51% 43% 42% SO% 51% 41% 35% 52% 52% 

SOMEWHAT SATISFIED 33% 35% 32% 28% 38% 39% 37% 28% 32% 35% 29% 29% 33% 30% 41% 32% 34% 

SOMEWHAT DISSATISFIED 8% 6% 10% 7% 6% 13% 9% 1% 5% 8% 11% 6% 6% 12% 11% 5% 5% 

VERY DISSATISFIED 7% 5% 9% 6% 6% 3% 6% 9% 8% 9% 8% 1% 2% 9% 5% 8% 1% 

DoN'T KNOW/WON'T SAY 5% 5% 6% 7% 5% 8% 8% 4% 4% 6% 9% 7% 1% 8% 8% 4% 2% ! 
. -

Eoua.nOH lENGTH OF RESID[NCY NUMIEII OF CHIUIR[N IN HOUSEHOlD COMPONENT 

TOTAL 
H.S. SOME MORE 

SAM"-! GRADUATE COO!GE/ COO!GE GRADUATE lOY!ARS 11 T020 THAN20 THREE OR INSIDECm OUTSIDE 

(N:SOO) OR l£SS AssooATE GRADUATE OEGRR ORWS YEARS YEARS NONE ONE Two MORE llMrfS CmllMrfS 

VERY SATISFIED 46% 49% 46% 44% 48% 35% 29% 52% 49% 49% 49% 40% 47% 41% 

SOMEWHAT SATISFIED 33% 28% 31% 41% 35% 40% 38% 31% 32% 34% 37% 33% 33% 34% 

SOMEWHAT DISSATISFIED 8% 8% 11% 5% 8% 5% 21% 6% 11% 11% 5% . 8% 8% 

VERY OISSAn5FIED 7% 9% 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% 

NUMI[R Of PEO"-E LiviNG IN HOUSEHOLD RENT OR OWN HoME TYPE Of HOME EMI'LO'IMENT 

TOTAL SINGU: 

SAMN FMOR FAMILY 

(N:SOO) ONE Two THREE FOUR MORE RENT OWN HOUSE OTHER FUU·TIME PART·TIME RmRro OTHER 

VERY SATISFIED 46% 40% 49% 51% 52% 36% 35% 48% 47% 38% 45% 40% 51% 48% 

$0MiWHAT SATISFIED 33% 36% 32% 30% 31% 39% 40% 32% 34% 31% 37% 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 SAY 5% 4% 2% 3% 1% 19% 6% 5% 5% 10% 7% 8% 2% 6% 

D"'"'""' .a n.-t t 0~ "'" t ,,.,,_ I at,. 
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QUESTION 11: OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PLEASETELL ME If YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 

CONDmON Of THE WATER UNES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE. 

GlMOOI ETHMCITY AGl HollslHOID INOlMl REGION 

TOTAl 
$35,001 $S0,001 

SAMPu 18To34 35To4119 50T06411 65YwtS $35,000 TO TO Ovat VAW.Y/ MID- FAR 

[H=SOO) MAu FIMAif HIPAHIC ANcil.o YWIS YWIS YWIS OIIOVUI OIIUSS $50,000 $75,000 $75,000 DOWNTOWN WUTSIDt: HoGHn HoGHn 

VERY SATISFIED 26% 23% 28% 31% 22% 31% 31% 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% 9% 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% : 
------- - -

Eouc:ATION l..u4cint Of ADIDENCY NUMIUI Of CHilDREN IN HOUStHOID CoMI'ONEHT 

TOTAl H.S. SoME MOllE 

SAMPII GRADUATE COllEGf/ COllEGf GRADUATE 10YwtS 11 TOZO TKAH20 TMllfEOII IHSIDECm OtmiDE 

IN:SOO) 011 Las AssociATE GRADUATE DEGIIEE Oil las YWIS YWIS NOH£ ONE TWo MOll£ LIMITS CmllMm 

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 OISSATISFIED 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% 
-

NUMB(ll Of PEON lMNG IN HOUSENOlD REHT OR OWN HOME T\'HOFHOME EM"-OYMEHT 

TOTAl 
SIHGLI 

SAMPII fiVE Oil fAMilY 

jN:SOOJ ONI Two TMRU Faull Mou REHT OWN HOUSE OrttDI FUll-TIME PAIIT·TIME Rmuo Onu• 

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% 

RESEARCH & POLLING, INC. 
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CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFLOWS/BACKUPS YOU OBSERVE AT CITY SEWER LINES OR MANHOLES 

QUESTION 18: 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. 

CONDmON OF THE SEWER liNES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFlOWS/ BACKUPS YOU OBSERVE AT CITY SEWER liNES OR MANHOlES (DOES NOT INClUDE RUNOFF OR DRAINAGE TO STORM SEWERS/ STREETS). 

G«HDIR E'nNcm Alii HOUSlltOlD ~~~caME REGIOH I 

TOTAl 
$35,001 $50,001 I 

SAMPU 111To34 35T049 50T064 liSYtAIS $35,000 TO TO OvEA VAurr/ MID• FAR 

(N=SOO) MAll flMW HISPANIC AIICi1.o YtAIS YtAIS YtAIS OR0Vtk GRUSS $50,000 $75,000 $75,000 DOWNTOWN WESTSIDE HDGHTS HD<ilm 

VERY SATISFIED 30% 31% 29% 33% 26% 35% 30% 26% 32% 28% 37% 25% 37% 33% 37% 19% 31% 

SOMEWHAT SATISFIED 35% 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 Z1% 20% 21% 22% 20% Z1% 16% 20% 29% 21% 19% 24% 14% 15% 26% 28% 18% 

ElKKAnOH UNcmt OF RfSIDrHCY NUMNR Of CHIUIIIEN IN HOUSEHOlD COM, ONENT 

Tln'AL H.S. SOME MOllE 

5AMPU GllAIIUATI COWGE/ CowGE GllAIIUATI 10YtAilS 11 T020 THAN20 THilU Oil INSIDE Cm OUTSIDE 

(N=SOO) ORUSS AssociATI GllAIIUATI DlGRU OIIUSS YtAIS YtAIS NOM ONE Two MDIIE LIMITS Cml!Mm 

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% 

DON'T KNOW/WON'T SAY 21% Z6% 16% 21% 25% 26% 24% 20% 20% 19% 14% 23% 20% 28% 
-- - . -- . - -

NUMIER OF PtOPU lMNG IN HOUSEKDUI RENT OR OWN HOME TmOFHOME EMPI.OI'MENT 

TOTAL SINGLE 

5AMPU fNtOR fAMILY 

(N=500l ONE Two THIIU fOUR MOllE RENT OWN HouSE OTHER FUU•TIME PART•TIME RmRED OrliEil 

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% 7% 9% 15% 5% 5% 6% 9% 8% 15% 8% 10% 7% 13% 

VERY OISSAnSFIED 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% 

" - ... --- -·· ,._ ... ... .. ···- ···-



AlBUQUERQUE BERNAUllO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

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 

PAGE65 

QUESTION 19: OVERAlL, HOW SATISFIED ARE YOU WITH THE FOLLOWING SERVICES YOU RECEIVE FROM THE WATER UTIUlY? PlEASE TELL ME IF YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 
EFFECTIV£NESS OF THE WATER UnUTY TO REPAIR LEAKS AND RESPONSE nME FOR RESTORATION OF SERVICE. 

GvloPI ETIIHKm AGl HousDtOID INIXIME RlGIOH 

TOTAl. $35,001 $50,001 

SAM I'll 1Bro34 35T049 S0To64 65YWIS $35,000 TO TO Ov£11 V~/ MID- FM 

(N:50DI Mw: FtMAU: HISPANIC AHGlo YWIS YWIS YLUS 011 Ov£ll OIIWS $50,000 $75,000 $75,000 DOWNTOWN WESTSID( HDGIITS HDGIITS 

VERY SATISFIED 29% 31% 29% 33% 28% 27% 27% 30% 34% 32% 32% 31% 34% 31% 30% 27% 30% 

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% 4% - 2% 3% - 3% 2% 4% 1% 3% 

DoN'T KNOW/WON'T SAY 26% 25% 27% 27% 29% 28% 26% 25% 27% 23% 32% 30% 23% 21% 30% 32% 24% 
-

EDUCAtiON liHGnt Of RUIOUICI' NUMI[II OF CHILDIIEN IN HOUSEHOLD COMI'ONfNT 

TOTAl H.S. SoME MOllE 

SAMI'LI GIIAOUATl COOlGf/ COOlGE GIIAOUATl 10YLUS 11 TOZO TKAN20 THIIDOII INSIDECm OlrniPE 

(N:SOOI OIIWS AssoaATl GIIADUATI DEGREE Olllrss YLUS YLUS NONE ONE Two MOllE LIMITs CmliMITS 

VERY SATISAED 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% 

DON'T kNOW/WON'T SAY 26% 24% 31% 19% 30% 41% 24% 24% 28% 25% 22% 30% 25% 32% 
- -

NUMHII Of PlOI'll lMNG IN HousotOlD RfNTOII OWN HOME TmOFHOME EMI'WTMfNT 

TOTAl SINGU 

SAMI'U FIVE OR fAMilY 

(N:SOOI ONE Two THREE FOUR MOllE RfNT OWN HOUSE OTHER FUll·TIM[ PAIIT•liM[ Rrnlllll OTHER 

VERY SATISFIED 29% 25% 32% 30% 30% 26% 30% 29% 30% 23% 33% 24% 30% 25% 

SOMEWHAT SATISFIED 34% 36% 32% 30% 33% 39% 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 DISSAnSFIED 2% - 4% 2% 1% 3% 1% 3% 3% - 2% 6% 3% -
DoH'T KNOW/WON'T SAY 26% 25% 26% 26% 28% 28% 27% 26% 26% 24% 25% 31% 28% 26% 
----

RESEARCH & POLLING, INC. 
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QUESTION 20: 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 UTIUTY TO RESPOND TO OVERFlOWS OR BACKUPS AND RESPONSE nME FOR RESTORING SERVICE, 

GtNDPI ETHIIKITT AGt Hoo.ntHOID INcDMl REGIOII 

TOTAl. $35,001 $50,001 

5AMPU 18ro34 35T049 50T064 65Yt:AlS $35,000 TO TO Ovtll Vwn/ MID· FAA 

(N=SOOJ MAll flMAil HisPANIC ANGI.o YI:AlS YI:AlS Yt:ARS 011 Ovtll OltlnS $50,000 $75,000 $75,000 DOWNTOWN WUTSIDf HEIGHTS HUGim 

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 DISSAnSFIEO 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% 32% 45% 31% 26% 31% 28% 37% 34% 

EoucAliON lfN(mt Of AUIOlNCT NUMIUt Of CHIIDII!N IN HOUSlHOID COMPONENT 

TOTAl. H.S. SOME Mou 

SAMPU: GIIADUAn C04UGE/ C04UGE GIIADUAn lOYt:AitS 11T020 TIIAH20 THIIUOR IIUIDECm OuniOE 
(N:SOO) Olllm AssooAn GRADUAn DEGIIU Olllm YI:AlS Yt:AitS NoNE ONE Two MollE liMns CmliMns 

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 OISSAnSFIED 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% 

NUMIER Of PIOPU:I.MHG IN HOUSlHOID RtHToROWHHOME TYPE Of HOME EMI'LOYMlNT 

TOTAL SING I£ 

SAM I'll fill£ OR FAMILY 

(N=SOOI ONE Two THRR fouR MORE RlNT OWN HouSE OTHUt FUil·TIME PART·TIME RmRED 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 DISSAnSFIED 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% 

Dr""f"r"'Anr-•. 0 n"' • .•. ,.. ••. ,. 
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QUESTION 21: OVERAll, HOW SATISFIED ARE YOU WITH THE FOllOWING SERVICES YOU RECEIVE FROM THE WATER UTILITY? PlEASETEll ME If YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED. 
EFFECTIVENESS OF THE WATER UTIUTY TO CONTROL ODORS FROM SEWER liNES OR TREATMENT FACiliTIES. 

G«HHIIJJ £niHICITY AGE HDUSOIOlD IN(DM( REGION 

TOTAL $35,001 $50,001 

SAMN 1Bro34 35ro49 S0T064 65YlMS $35,000 TO TO ovu VAULY/ MID· FAR 

(N=SOO) MAI.l FEMAIL HISPANIC ANGlo YlAM YlAM YfAIIS 011 OVtll CIIUSS $50,000 $75,000 $75,000 DOWNTOWN WUTliD( HDGKTS HDGKTS 

VERY SATISFIED 46% 48% 44% 48% 43% 44% 46% 46% 51% 41% 44% SO% 66% 44% 45% 46% 48% 

SOMEWHAT SATISFIED 26% 26% 26% 25% 25% 25% 31% 22% 24% 27% 20% 25% 20% 21% 31% 29% 25% 

SOMEWHAT DISSATISFIED 6% 5% 6% 8% 3% 12% 4% 5% 3% 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% 
-

EDucATION liHciTH Of RlSIOfHCY NUMalll Of CttiLDIIfH IN HllUS1110LD CDMI'OHlHT 

TOTAl H.S. $oM[ MORE 

SAMN GIWIUATt CowGt/ COWGE GIWIUATl lOYfAIIS 11 T020 TIWI20 THROOR IN$10ECm 01111111[ 

(N:SOOI CIIUSS AssooATt GIADUAT( OlGIO OllnS YEAIIS YlAM NONE ONE Two MolE LIMITS CmiJMrn 

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% 4% 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'T KNOW/WON'T SAY 19% 21% 18% 16% 20% 21% 20% 18% 18% 14% 19% 15% 19% 19% 
-- -~--· -

NUMaEI OF PEON lMNG IN HousotOLD RlHTOR OWN HOME TmOfHOME EMI'UJTMlHT 

TOTAL SINGLE 

SAMN FIVE Cll FAMILY 

(N=SOOI ONE Two THIEf FOUR MOll RlHT OWN HOUSE OTHEI FULL·TIME PA~t·TIME Rm•ro OTHr• 

VERY SATISFIED 46% 39% 47% 48% 47% 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% 

DoN'TKNOW/WOf,I'T SAY 19% 26% 18% 14% 18% 17% 14% 20% 18% 21% 16% 23% 22% 19% 

RESEARCH & POLLING, INC. 
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OVERAll SATISFACTION WITH THE SERVICE PROVIDED BY THE WATER UTILITY AUTHORITY 

QUESTION 22: OVERAll, WOULD YOU SAY YOU ARE VERY SATISFIED, SOMEWHAT SATISFIED, SOMEWHAT DISSATISFIED, OR VERY DISSATISFIED WITH THE SERVICES PROVIDED BY THE WATER UTIUTV'? 

GlHDl~ ETHNIOTY AGl HOUSllllllD INCOME 

TOTAL 
$35,001 $50,001 

SAwu: 18ro34 35To49 50ro64 'SYUAS $35,000 TO TO OvOI VAUrr/ 

REGION 

MIO· 

IN=SOO) MAu FEMAlE HisPANIC AHGI.O YUAS YlAIIS YlAIU oaOvol ~lus $50,000 $75,000 $75,000 DO\MfTOWH WlSTSIOE HDGKTS 

VERY SATISFIED 56% 55% 57% 55% 61% 57% 58% 54% 60% 58% 52% 58% 66% 46% 59% 62% 

SOMEWHAT SATISFIED 37% 40% 34% 37% 35% 34% 38% 38% 33% 34% 40% 35% 31% 44% 35% 32% 

SOMEWHAT DISSATISFIED 5% 3% 7% 6% 3% 9% 4% 5% 5% 7% 5% 5% 2% 6% 6% 3% 

VERY DISSATISFIED 2% 1% 2% 1% 1% . 1% 4% 1% 1% 2% 2% . 4% . 3 % 

DON'T KNOW/WON'T SAY • * . . • . - . 1% . 1% . . . - . 

EDUCAllOH liHcin1 Of RBIDPICY NUMIEit OF CHILDIIIN IN HOUSllllllD COMPONlHT 

TOTAL H.S. SOME MO~l 

SAMPLE GRADUATE (OWGl/ COWGE GIIAOUATl lOYEAIIS 11T020 THAH20 THIIIlOR INSIDE CITY OuniDE 

IN=SOO) ORWS AssoaATt GRADUATE DE Gill£ O~lus YEAIIS YEAIIS NONE ONE Two MORE UMm ClnUMIY$ 

VERY SATISFIED 56% 60% 5 6% 54% 59% 62% 54% 56% 58% 62% 61% 52% 58% 41% 

SOMEWHAT SATISFIED 3 7% 33% 36% 40% 34% 31% 40% 37% 36% 34% 34% 36% 35% 4 9% 

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% . • . . - * . 

NUMilR or PlOI'L! lMHG IN HOUSliiOLD RtNr OR OWN HOME TVHOfHOM£ EMPLOYMENT 

TOTAL SINGLE 

SAMPLE FM:OR fAMilY 

lrtsSDO) ONE Two TH~Tt fouR MORE RENT OWN HOUSE OTHu fUlL• TIME PMT• TIME RmRED OTHER 

VERY SATISfiED 56% 50% 58% 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 * . * - - . 1% . . 1% • . . . 
• lEss THAN 1% REPORTED. 

"_..,._ ,. --· • a "'-· ·• ···- • · ··-
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

REUSING TREATED WASTEWATER TO IRRIGATE PUBLIC SPACES 

QUESTION 23: PLEASE RATE THE IMPORTANCE OF EACH Of THE fOllOWING ITEMS USING A 5-POINTSCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT ALLIMPORTANT, REUSING TREATED WASTEWATER TO IRRIGATE PUBUC 
SPACES. 

Gump ET!1Nitm Aaz HOUSEIIOUIINCOt.'IE REGIO!I 

TOTAl $35,001 $50,001 

SAM I'll: 18T034 35T049 SDT064 65 YE.US $3S,OOD TO TO Ovt~ VAUEr/ MID• FAll 
(~t=SOOJ MAlE fEMAlE HISI'AMC Ar«llo YE.US YE.US YfAIIS 0~~ OR lESs $50,00D $75,00D $75,00D OOW!ITOW!I WESTSIDE HEIGHTS HEICiliTS 

5 ·VERY IMPORTANT 63% 60% 66% 62% 63% 58% 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% • 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% 
DoN'T KNOW/WON'T SAY 4% 3% 4% 3% 3% 4% 4% 2" 4%, 1% 2" 3" 4% 4% 3% 3" 4%, 

MEANt 4.5 4.4 4.5 4.4 4.5 4.4 4.5 4.6 4.3 4.4 4.5 4.6 4.4 4.5 4.5 4.6 4.5 
------

EoUCAllOH UNGTJt OF RDIDUICY NuMHll OF CttllPMN IN HousDtotD Coto'IPOHUfJ 

TOTAl H.S. SoME MORE 

5At.'ll'l.f: GIUIDUAH CollEGE/ CollEGE GIIAOUAH lOYPIIS llro20 TIIAH20 THRUOR INSIDE CITY OUTSIDE 

1!1=5001 OR lESs AssociAn GRAOUAH DEGIItt OR lESs YfAIIS YEA liS ND!IE O!IE Two MoM liMm CITYIJMm 

5 ·VERY IMPORTANT 63% 59% 64% 65% 70% 56% 61% 64% 71% 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% - - 1% 1% 1% - - 1% . 
DON'T KNOW/WON'T SAY 4% 3% 3% 3% 2% 4% 5% 3% 2% 2% 7% 6% 4% 1% 

MEANt 4.5 4.4 4.5 4.5 4.6 4.4 4.5 4.5 4.6 4.5 4.4 4.4 4.5 4.4 

NUMIER OF PlOI'l.f: LM!IG IN HOUSDtOID RUII' OR OW!I H~E TmOFHOME EMPLOYMUII' 

TotAl SINGlE 

SAM I'll: FIVE OR FAMilY 
(N:SOOI ONE TWo THREE fOUR MOM RUII' OW!I HOUSE OTHER fUll•TIME PART•TIME RmMD OTHER 

5-VERY IMPORTANT 63% 53% 68% 76% 55% 62% 61% 64% 63% 62% 65% 70% 57% 65% 
4 20% 31% 17% 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% 

MEANt 4.5 4.4 4.5 4,6 4.4 4.5 4.4 4.5 4.5 4.4 4.5 4.6 4.3 4.6 I 
0 lEss lHAN 1% REPORTED. 

I 

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 ALLIMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1. THE DoN'T KNOW/WON' T SAY 

RESPONSES ARE EXCLUDED fROM THE CALCULATION OF THE MEAN. 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH 2016 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

ENFORCING lAWS ON WATER WASTE 

QUESnON 24: 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. ENFORCING lAWS ON WATER WASTE. 

G'"Dlll EntNIOIY 1\G( HOUSlHOUIINCDM£ REGIOH 

TOtAl $35,001 $50,001 

5AMN 18ro34 35T04!J soro64 65 YEAIIS $35,000 TO TO OvDI VAULY/ Mto· 

(N:SOO) MAU FE MAll HISI'AMC ANGlo YEAIIS YEAIIS YEAIIS DIIOvDI Olllw $50,000 $75,000 $75,000 DOWNTOWN WDnlOl HDGKTS 

5 • VERY IMPORTANT 60% 58% 62% 63% 57% 57% 62% 61% 60% 61% 66% 53% 61% 58% 68% 63% 

4 17% 18% 17% 13% 21% 10% 20% 18% 19% 14% 11% 22% 24% 16% 15% 18% 

3 13% 13% 13% 14% 12% 19% 9% 14% 10% 14% 13% 12% 10% 13% 15% 12% 

2 3% 4% 3% 3% 3% 3% 2% 3% 5% 5% 2% 1% 3% 5% 1% 2% 

1 · NOT AT AU IMPORTANT 4% 7% 2% 3% 6% 4% 7% 4% 1% 5% 6% 7% 1% 3% - 3% 

DON'T KNOW/WON'T SAY 2.% 1% 4% 3% 1% 7% 1% 1% 5% 1% 1% 4% 2% 4% 1% 2% 

MEANt 4.3 4.2 4.4 4.4 4.2 4.2 4.3 4.3 4.4 4.2 4.3 4.2 4.4 4.3 4.5 4.4 
- -- --

EouCAnoN LfH<;TH Of RESIDIHCT NUMI£11 or CHIIIIR!N IN HOUSEHOlD CoMPONEHI' 

TO'IAL H.S. SOME Mou: 

SAMN GUDUAlt COLLEGE/ COLLEGE GUDUAlt lOYEAIIS 11 T020 TIWI20 THIIROII INSIDECm OUDIDE 
IN=SOO) Oil loS AsSIICIAlt GUDUAtt DEGIIR OIIWs YEAIIS YEAIIS NONE ONE Two MOllE LIMit) CmLIMm 

5 • VERY IMPORTANT 60% 58% 62% 61% 59% 65% 59% 59% 61% 56% 52% 73% 59% 63% I 
I 

4 17% 13% 17% 19% 24% 20% 17% 17% 15% 19% 25% 10% 17% 17% I 

I 

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 AU 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% 

MEANt 4.3 4.1 4.4 4.3 4.4 4.4 4.3 4.3 4.3 4.3 4.2 4.5 4.3 4.4 

NUMJ£11 or PEON lMNG IN HOUSEHOlD RENT Oil OWN HOME T\'1'£ or HOME EMPlOYMENT 

TOtAl SINGLE 

SAMPU fiVE Oil FAMILY 
(N=SOO) Orn Two THIIR Fou11 MOllE RUff OWN HOUSl OTH£11 FULL•TIM[ PAIIT-TIM[ Rm11m OTHER 

5 • VERY IMPORTANT 60% 57% 63% 59% 46% 74% 60% 60% 60% 55% 58% 57% 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 AU 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% 

MEANt 4.3 4.2 4.4 4.4 3.8 4.6 4.1 4.3 4.3 4.1 4.2 4.3 4.4 4.5 1 

--
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FAll 

HDGKTS 

54% I 

18% I 

14% 

3% 

8% 

2% 

4.1 

t TH! MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE S ·POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VAWE OF 5; THE NOT AT Al L IMPORTANT RESPONSE IS ASSIGNEO A VAl UE OF 1. THE DON'T KNOW/WON'T SAY 

RESPONSES AR£ EXCllt0£0 FROM THE CALCULATION OF THE MEAN. 

~---·- -·· .... -· 



AUIUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 
MARCH2016 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

THE QUALITY OF TREATED WATER RETURNED BACK TO THE RIVER 
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QUESTION 25: 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. THE QUALITY Of TREATED WATER RETURNED BACK TO THE 
RIVER. 

GlHolll ETHNI01Y AGl HOUStJIOUIItt<OMI REGKIN 

TaTAl $35,001 $50,001 
SAwu 1BTOJ4 35T049 SOro64 65YfAIIS $35,000 TO TO OvlR V~/ MIO- FAit 

(11:500) MALE FEMAII HISPANIC ANGI.o YfAIIS YfAIIS YfAIIS OIIOWII OlllnS $50,000 $75,000 $75,000 l>owmOWH W[ST510[ HIXiii'IS H1Xi111S 

5 • 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% 
z 1% 1% 2% 1% 1% - - 3% 1% 2% 1% 1% 1% 1% 3% 2% - I 

I 

1· NOT AT ALL IMPORTANT 1% 1% 1% 1% 2% - 1% 1% 4% 1% 2% 2% 1% 1% 2% 2% 2% I 
DoN'T KNOW/WON'T SAY 5% 4% 5% 4% 5% 2% 3% 3% 11% 4% 4% 4% 1% 4% 7% 7% 3% 

MEANt 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.s I 
---- · - --

EoucATlOH lfHcml Of RESIOUICT NUMI ER Of CHilDREN IN HDU$010U1 COMIIONUI'T I 

TDTAl H.S. 5o ME MOllE 
SAMN GRADUATE Crxu.Gr/ CfXU.GE GRADUATE lOYWIS 11 TO ZO THAHZO THREE Oil IHSior em OlmloE ,I 
(H•500) ORI.nS AssociATE GIWIUATE DEGREE ORlus YfAIIS YEAIIS NONE ON! Two MOllE LIMm em LIMm 

S • VERY IMPORTANT 65% 64% 65% 67% 68% 71% 61% 64% 65% 71% 54% 70% 64% 74% 1 

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· Nor AT ALLIMI'ORTAHT 1% 1% 1% 2% 2% 1% 1% 2% 2% 3% - - 2% -
DoN'T KNOW/WON'T SAY 5% 4% 3% 5% 4% 5% 6% 4% 6% 1" 4% 2% 5% 3% 
MEANt 4.5 4.5 4.6 4.5 4.5 4.7 4.5 4.5 4.5 4.5 4.5 4.6 4.5 4.7 
------ ---

NUMIIOI Of PEOPU I.MNG IN HOUSDIIllD REliT 011 OWN HOME TYPE Of HOME EMPWYMUI'T 

TDTAl S4H<it.E 
5AMPU FMOR fAMilY 
(H•500) ONE Two THREE FOUR MOllE RUff OWN HOWE Dn!ER FtRl•TIME PART·TIME RmRED DniER 

5 ·VERY IMPORTANT 65% 62% 64% 71% 61% 71% 63% 65% 65% 58% 67% 70% 57% 68% 
4 18% 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% 29' 
1· NOT AT ALLIMPORTAHT 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% 

MEANt 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 ll!AN 1% REPORTED. 

t THE MEAN SCORE 15 DERIVED BYTAKtNG THE AVERAGE SCORE BASED ON THE 5-f'OINT SCALE. THE VERY IMPORTANT RESPOHSE IS ASSIGNED A VALUE OF 5 ; THE NOT AT ALLIMPORTAtrr RESPONSE IS ASSIGNED A VALUE OF 1. THE DoN'T KNOW/WON'T SAY 

RESPONSES ARE EXCLUDED FROM THE CAlCVV.TION OF THE MEAN. 

RESEARCH & POLLING, INC. 



AlBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 
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PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

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

GlNOlll ETltMCITT AGr Ho!JSOIOIP lflc:oM£ REGOI I 
TOTAl $35,001 $50,001 

5.\Mft.[ 18T034 35T04!J 50T064 65YEAAS $35,000 TO TO ()1m VAW.T/ MIG· FAit 
(11:500) MAU FlMAI! HISPAHIC ANWI YlMS YlMS YlMS DIIOtm OR USS $50,000 $75,000 $75,000 DOWNTOWN Wtsnlllf HEIGHTS HEIGiflS 

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 SAY 2% 1% 3% 2% 2% 2% . 2% 5% 2% 1% 1% 1% 4% - 2% 2% 

MEANt 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 l!HGTH Of RESIOEIItT NUMIEII OF CHilDREN IN HOU$EHOIP COMI'ONENT 
TOTAL H.S. SoME MOllE 

SAMPLE GIWIUATE COOJ.GE/ COOJ.GE GIWIUATE lOYuRS 11T020 THAN20 THREE Oil IN"DECITY OUTSIDE 
(N:SOO) OIIUSS AUOOATE GIIAOU~TE DEGREE 011 LESs YEAAS YURS NONE ONE Two MOllE I.IMm CrnLIMm 

5 ·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 ALLIMPORTANT 2% 1% 2% 2% 3% 1% 2% 2% 2% . - - 2% -
DoN'T KNOW/WON'T SAY 2% 4% 1% 1% 3% 1% 4% 2% 3% 2% . - 2% -
MEANt 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 

-" 

NUMIEit OF PEOPLE LMNG IN HOUSUfOID R£NT 011 OWN HOME TYI'£ Of HOME EMPIOYM£NT 
TOTAl SINGlE 

SAM I'll FIVE Oil fAMilY 
(N:SOOI ONE Two THII!l FOUR MORE R£NT OWN Houst: OTHDI fULl•TIME PMT• TIME Am liED OTHDI 

5 ·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% 11% 8% 6% 3% 
2 2% 1% • 3% 1% 6% 3% 1% 1% 4% 1% . 3% 3% 
1 • NOT AT ALLIMPORTANT 2% 4% 2% - - - 2% 2% 1% 4% 1% 4% 2% 2% 
DoN'T KNOW/WON'T SAY 2% 3% 2% 3% 3% . 1% 2% 2% . 1% - 3% 3% 

MEANt 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. 

t THE MEAN SCORE IS DERIVED BY TAKING THE AVERAGE SCORE BASED ON THE 5-POII>rr SCALE. THE VERY IMPORTANT RESPONSE 15 ASSIGNED A VALUE OF 5; THE NOT AT All IMPORTANT RESPONSE IS ASSIGNED A VALUE OF 1 . THE Dol(t KNOW/WON'T 5A.Y 

RESPONSES ARE EXCLUDED FROM niE CALCIJLAnON Of THE MEAN. 

a~~~,...,,.,, o n~. , ••• ,.. ••. ,.. 



AlBUQUERQUE BERNALillO COUNlY WATER AUTHORilY - CUSTOMER OPINION SURVEY 
MARCH2016 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

BALANCING CUSTOMER WATER DEMAND WITH PROTECTION OF HABITAT FOR WILDLIFE AND VEGETATION IN THE RIO GRANDE CORRIDOR 
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QUESllON 26: PlEASE RATE THE IMPORTANCE OF EACH OF THE FOllOWING ITEMS USING A S·POINT SCALE WHERE 5 MEANS VERY IMPORTANT ANO 1 MEANS NOT AT AlL IMPORTANT. BALANCING CUSTOMER WATER DEMAND WITH PROTECTION 
OF HABITAT FOR WILDLIFE AND VEGETATION IN THE RIO GRANDE CORRIDOR. 

GDIOUI en.on AGI HousOIOUIINCDM£ AtGIOII 
TOTAl $35,001 $50,001 

SAMPU 111T034 lST049 50T064 65YWIS $35,0110 TO TO Dim! VAU£Y/ MID· FAll 
(HzSOO) MAU FtMAU HISt-AHIC AHGto YWIS YWIS YWIS 0110\ltll Olllw $50,0110 $75,0110 $75,000 DowNrowH WtsniDf HDGifTS HIIGifT'S 

5 • VERY IMPORTANT 55% 47% 63% 59% 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% 

z 2% 3% 1% 1% 3% . 2% 2% 4% 1% - 2% 6% 1% 2% 3% 3% 

1· NOT AT All IMPORTANT 1% 2% • • 2% - - 2% 2% • 1% 1% 1% . 2% • 2% 

DON'T KNOW/WON'T SAY 3% 2% 4% 5% 1% 6% 2% 1% 6% 2% 4% - 1% 5% 3% 2% 2% 

MEANt 4.3 4.2 4.5 4.4 4.3 4.6 4.4 4.3 4.1 4.4 4.4 4.5 4.3 4.5 4.3 4.4 4.2 
- ---

EoUCA110H UHGTtl OF AESIDUICY NuM-orCimo~tNINHousotow COMI'OH£NT 
TOTAL H.S. SOME MOllE 

SAMI'U GIIAOUAn ~Gf/ COLLEGE GIIAOUAn lOYWIS 11T020 THAH20 TH~££011 IH$1otCm DunlO£ 
(N:SOO) Olllw AUOOAn GIIAOUAn DtGIIU o~Lw YPIIS YWIS NOHl OHr TWO MOllE UMmi CmUM!n 

5 • VERY IMPORTANT 55% 53% 59% 58% 49% 60% 57% 54% 54% 60% 64% 53% 55% 62% 

4 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% 

MEANt 4.3 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 I 

NUMBER Of PEOPU l.MNG IN Houst:HOW R£NTDR0wNHOME TTPE OFHOME EMPIDYMENT 
TOTAl Slr«;U 
5AMPU flV£ OR FAMilY 
(N: SOO) ONE Two THREE FouR MO~E RENT OwN Houst: onu~ FULL-TIME PART-TIME RrnREO OrnER 

5 ·VERY IMPORTANT 55% 52% SO% 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% 
z 2% 2% 2% 1% 2% 2% . 3% 3% . 3% - 2% 1% 
1· NOT AT ALL IMPORTANT 1% 1% 2% - 1% - - 1% 1% 1% 1% . 2% 2% 
DON'T KNOW/WON'T SAY 3% 7% 1% - 3% 5% 2% 3% 3% - 3% 2% 3% 3% 

MEANt 4.3 4.3 4.3 4.5 4.3 4.4 4.3 4.3 4.3 4.4 4.4 4.5 4.2 4.4 
-

• lESS lliAN 1" REPORTED. 

t THE MEAN SCORE IS DEAlY ED BYTAKING iHEAVERAGE SCORE BASED ON TliE S-POINT SCAlE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VAlUE OF 5; TliE NOT AT All IMPORTANT RESPONSE IS ASSIGNED A VAlUE OF 1. THE DoN'T KNOW/WON'T SAY 

RESPONSES ARE EXClUDED FROM TliE CAt CUlATlON OF lliE MEAN. 

RESEARCH & POUING, INC. 



ALBUQUERQUE BERNAULLO COUNlY WATER AUTHORilY- CUSTOMER OPINION SURVEY 
MARCH 2016 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAl ISSUES: 

MAKING WATER AVAILABLE TO ATTRACT AND KEEP HIGH-TECH INDUSTRIES THAT OFFER GOOD PAYING JOBS 
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QUESTION 26: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOLLOWING ITEMS USING A S·POINTSCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT All IMPORTANT. MAKING WATER AVAILAIILETO AnRACT AND KEEP HIGH· 
TECH INDUSTRIES THAT OFFER GOOD-PAYING JOBS. 

GlHDol E'niNICm AGE HDUUHOID lffc:DME REGION 
Tar.u $35,001 $50,001 

5AMN 181034 351049 50T064 65YLUS $35,000 TO TO ~u VAWY/ MID- F.ut 
(H=SOO) Mw FIMAII HlsrAHIC ANGlo YLUS Ytus YLUS 011 OVIJt OIIUSS $50,000 $75,000 $75,000 DDWHI'OWH WuntiK HEIGHTS HEIGHTS 

S ·VERY IMPORTANT 46% 45% 46% 54% 38% SO% 59% 38% 40% SS% 39% 41% 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% 1% S% 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% 4% 11% 4% 6% 
DON'T KNOW/WON'T SAY 2% 2% 2% 2% 3% - 2% • 8% 2% 3% 2% - 3% 1% 2% 3% 

MEANt 4.0 4.0 4.0 4.1 3.8 3.9 4.3 3.9 3.9 4.2 3.8 4.1 3.9 4.2 3.8 4.1 3.9 ! 
- -~- · -

EoiJCATION liHcint Of RESIDENCY NUMIIII OF CHILDREN IN HOUSOIOID COMPONENT 
TarAL H.S. SOME MDIII 
5AMI'I.l GkADUATt Co4u.GE/ COWGE GRADUATt lOVEAkS 11To20 THAN20 THRI£011 INSIDE CITY OUTSIDE 
(N•500) ORWS AssOCIATt GkADUATt DIGRU OIIWS YLUS YEARS NONE ONE TWo MORE LIMIT$ CITY LIMIT$ 

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% S% 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% -
MEANt 4.0 4.2 4.0 4.0 3.8 4.2 3.8 4.0 3.9 4.3 4.1 4.0 4.0 3.6 

NuMaiR oF Ptol'l.l LMNG IN HousEitOUI RlNT 011 o-HoMr T'tM: cw HDMI EMI'IDYMlNT 
TarAL SIHGI.l 

5AMI'I.l FIVE OR FAMILY 
(N•500) ONI TWO THill£ FOUR MDIII RIM' OWN Houst OTlii R FUll·TIME PART·TIME RmRED OTHER 

S- VERY IMPORTANT 46% 41% 38% 60% 54% 51% 57% 43% 44% 58% 51% 51% 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% S% S% 2% 6% 2% 6% 6% . 5% 1% 7% 6% 
1- NOT AT AlL IMPORTANT 6% 8% 5% 2% 11% 5% 6% 6% 6% 6% 6% 7% 8% 2% 
DON'T KNOW/WON'T SAY 2% 2% 3% 1% 2% 1% 1% 3% 2% 3% 1% - S% 1% 

MEANt 4.0 3.8 3.9 4.3 4.1 4.1 4.3 3.9 4.0 4.2 4.1 4.0 3.7 4.2 

* Lfss THAN 1% REPORTED. 

t THE MEAN SCORE IS OERIVED BY TAKJNG THE AVERAGE SCORE BASED ON THE S·POINT SCALE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VAlUE OF 5; THE NOT AT AU IMPORTANT RESPONSE IS ASSIGN EO A VALUE OF 1 . THE DoN'T KNOW/WON'T 'SAY 

RESPONSES ARE EXClUDED FROM THE CALCULATION OF THE MEAN. 

n-.. ,..·--·· o n-•• ···- •··-



ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY - CUSTOMER OPINION SURVEY 
MARCH2016 

PERCEIVED IMPORTANCE OF WATER CONSERVATION AND ENVIRONMENTAL ISSUES: 

BALANCING POPULATION AND ECONOMIC GROWTH WITH OUR WATER AVAILABILITY 
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QUESTION 29: PLEASE RATE THE IMPORTANCE OF EACH OF THE FOUOWING ITEMS USING A 5-POINT SCALE WHERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT All IMPORTANT. BALANCING POPULATION AND ECONOMIC GROWTH WITH 
OUR WATER AVAILABIUTY. 

GlHOUI EntMCm AGt: HousotOlD IHCDM( RlGIOH 
TOTAL $35,001 $50,001 
SAMI'U 18to34 3Sto49 50to64 65YrA1tS $35,000 TO TO Olin VAWY/ Mill- FAll 
lr.=SOO) MAl! FrMAll Htsi'AIIIC AHGlo YrAIIS YrAIIS YrAIIS 01101/ot Olll.us $50,000 $75,000 $75,000 DowNTOwN WfmiDl HoGtllS HoGtllS 

5 ·VERY IMPORTANT 56% 53% 60% 55% 56% 57% 60% 55% 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% 1% 2% 3% 3% 1% 2% 
DON'T KNOW/WON'T SAY 3% 3% 3% 3% 3% 4% 1% 2% 7% 4% 3% 2% 1% 7% 1% 1% 3% 

MEANt 4.3 4.2 4.4 4.3 4.3 4.4 4.4 4.3 4.2 4.3 4.2 4.4 4.4 4.3 4.3 4.4 4.3 
--

EoUCAnOH LlNcmt OF RUIP!NCT NUMIDI Of CIIIIDIUN IN HOUSDIOID COMPONlNT 
l OYAL H.S. SoMl MOllE 

5AMPU GIIADUAn COAUGf/ COAUGE GIIADUAtt lOYUIU 11 T020 Tt1AN20 THilaCR INSID(CJTY OUTsiDE 

(Ns500) ORl.us AssOOAtt GIWIUAtt DEGIIU Olll.us YrAIIS YUIIS NOHE ONE TWo MoRt: LIMITS CITY LIMITS 

5 ·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 AU 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% 

MEANt 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 
-- -

NUMIDI OF PlOI'U lMNG IN HOUSEHOlD RlNT 011 OWN HOME TYPt:OFHDMf EMI'W'IMlNT 
TotAL SINGU 

SAMPU FIVIOA FAMII.Y 
IN=SOO) ONE Two THR[[ FOUR MoRE RlNl OWN HOUSE OTHDI FUU·TIME PAI(l•TIME RmREO OTHOI 

5 • VERY IMPORTANT 56% 49% 53% 72% 56% 62% 56% 56% 58% 49% 56% 66% 53% 63% 
4 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 Atl IMPORTANT 2% 5% 2% 1% 3% . 2% 2% 2% 4% 1% 1% 6% 1% 
DON'T KNOW/WON'T SAY 3% 4% 3% 2% 3% 5% . 4% 3% 2% 3% 2% 4% 3% 

MEANt 4.3 4.1 4.3 4.5 4.3 4.6 4.3 4.3 4.4 4.1 4.3 4.6 4.2 4.5 
t THEM~ SCORE IS DERIVED BYTAKING THE AVERAGE SCORE BASED ON THE S·POINTSCAlE. THE VERY IMPORTANT RESPONSE IS ASSlGNED A VAlUE Of S; 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. 

RESEARCH & POUING, INC. 
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QUESTION 30: 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. PROVIDING A LONG-TERM WATER SUPPLY FOR FUTURE 
GENERATIONS. 

GDIOIII ETHHICJfY AGl Housutoul IHtDME REGION 
TOTAl $35,001 $50,001 
5AMN 18T034 35T04' 50T064 65YEAIIS $35,000 TO TO Ovt1l VAW.T/ MID• FAR 
(N~SOOJ MAll FEMAU HISPANIC ANc;to YEAIIS Ywu Ywu OIIOvtll 011 U:ss $50,1100 $75,1100 $75,1100 OowHTOWH WlSTSIOf HociHn HoGHrs 

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% • 1% • 1% . - 1% 2% • 2% 1% . . 2% 1% • 
1· NOT AT ALLIMPORTANT 1% 2% 1% 1% 1% . . 2% 2% 2% . . . 1% - 2% 2% 
DON'T KNOW/WON'T SAY 1% 1% • 1% • . . 1% 1% - . . 3% . 2% - 1% 

MEANt 4.7 4.6 4.8 4.8 4.7 4.8 4 .9 4.6 4.6 4.7 4.7 4.7 4.8 4.7 4.8 4.7 4.7 
-· 

EDUCATION UNGni Of RUIOlNCT NUMIPI OF CHilDREN IN HOUSEHOlD COMI'ONINf 

TOTAL H.$. SoME MOllE 
SAMPU GMCIUATt (OW.GE/ (OWGE GIIADUATt lOYIAas 11T020 THAN20 THRUOR INSICIE(rrt Oun1ot 
(N: SOOJ DIIWS AssOCIATE GRADUATE DE Gil[[ 011 U:ss YEARS YEARS NCINI ONE Two MOIU: LIMIB CITYLIMIB 

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'T KNOW/WON'T SAY 1% 2% . - 1% - . 1% 1% . . - • 2% 

MEANt 4.7 4.7 4.8 4.7 4.7 4.9 4.8 4.7 4.7 4.9 5.0 4 .. 8 4.7 4.7 
- - ---

NUMIPI OF PEOPU I.MNG IN HOUSDIOID RlNT 011 OwN HOME l'VPEOFHOMI EMPIOTMINf 

TOTAL SINGLE 
SAM I'll FIVE Oil FAMILY 
(N:SOOJ ONE TINO THW FOUR MORE RINT OWN HouSE OTHER FUll·TIME PAIIT•TIME Rm11m OTHER 

5 ·VERY 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% • 1% . - - 3% . 
1·• NOT AT All IMPORTANT 1% 4% 1% . . - . 1% 1% 1% . . 3% 1% 
DON'T kNOW/WON'T SAY 1% . 1% . - . . 1% • . . . 2% . 
MEANt 4.7 4.6 4.7 4.8 4.9 4.9 4.7 4.7 4.7 4.7 4.8 4.9 4.5 4.8 
0 l£sS THAN 1 % REPORTED. 

t THE MEAN SCORE IS DERIVED BYTAKING THE AVERAGE SCORE BASED ON THE S·POINT SCAlE. THE VERY IMPORTANT RESPONSE IS ASSIGNED A VAlVE OF S; THE NOT AT All IMPORTANT RESPONSE 1S ASSIGNED A VAlVE OF 1. THE DoN'T KNOW/WON'T SAY 

RESPONSES ARE EXClUDED FROM THE CAlCULATION OF THE MEAN. 

n~~ .. ,.,,.,, o n ..... •••"' •• . .-.. 



ALBUQUERQUE BERNAULlO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES: 
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QUESTION 31: PLEASE TEll ME IF YOU STRONGlY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE Willi TliE FOllOWING STATEMENTS: WATER AND SEWER SERVICES ARE A GOOD VAlUE FOR THE AMOUNT OF MONEY 

I PAY. 

GlHDu ETIIHICJrt AGl HDUStHOlD lftmw: RlGION 
TOTAl $35,001 $50,001 

SAMPU 18T034 35T049 50To64 &5YlAIU $35,000 TO TO Ovtll VN.UY/ MIO- FAit 
(N:SIIO) MAll flMAU HISI'AHIC AHciLo YlAIU VWIS YWIS ()110\ln OIIWS $50,000 $75,000 $75,000 DowNTOWII WI:STSICIE HDGKTS HDGKTS 

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% SO% 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% 4% 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% 

EllucATIOH llNGTM Of RDlOEfttv NUMilll Of CHILDREN IN HOUHltDID COMI'OHEHT I 

TOTAl H.S. SoME MORE 
SAMPU GRAOUATt COOI.Gf/ COOI.GE GRAOUATt lOYlAIU 11To20 TIWI20 THREIOR INSIOECm' Ounlor 
(N:500) ORWS AlsoaATt GIIAOIIATt DEGIIEE OIIWS YWIS YWIS NONE 0HE Two MORE UMITS ClnUMITS 

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/WON'T SAY 4% 3% 5% 3% 6% 3% 9% 3% 6% 4% - 4% 4% 5% 

NUMIER Of PEON l.MHG IN HOUSlHOUI REHT 01 OWII H()M[ 1'TPE Of HOMf EMP\.OTMEHT 

TOTAL SINGLE 

SAMPU FIVE Oil FAMILY 

(111:500) ONE Two TIIAlE FOUR MORE RENT OWII Houu Dnlnt FULL•TIME PAitT·TIM[ Rrn•m Onilll 

STRONGLY AGREE 38% 35% 38% 40% 42% 42% 43% 38% 38% 37% 40% 39% 37% 38% 

SOMEWHAT AGREE 40% 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%_ 

RESEARCH & POLLING, INC. 
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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. 

GlHDIR EntfiiOTY AGE HOUSfHOUIIfta)M( RlGIOH 

TOTAl. $35,001 $50,001 

.5AMN 18T034 35T049 50T064 65Ywu $35,000 TO TO OvtR VAUS.T/ MID- fAit 

(N:SOOJ Mw FlMAIL HISPANIC ANGLO YEAAS Yl.AitS Yr.us OR OveR OR I.Iss $50,000 $75,000 $75,000 DOWHtOWN WUTStDl HtiGHTS HlKiHTli 

STRONGLY AGREE 11% 8% 15% 10% 12% 15% 7% 12% 15% 12% 10% 10% 16% 12% 11% 11% 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% 
---

EoocATION UHGnt Of RESIDlHCT NUMIER or CHILDIIIN IN HOUlEHOUI CoMPONVIT 

TOTAL H.S. SOMl Motu: 

SAMI'l! GIIAPUATE Cow:Gl/ COWGE GIIADIIATE 10YlAIIS 11 T020 THAN 20 THRU Otl INSIDICirr OUTSIDl 
(N=SOOI OR I.Iss AssOCIATE GIIADIIATE DIGRII OR I.Iss y[AIIS Y[AIIS NON I ONE Two MORl IJMm ClrriJMm 

STRONGlY AGREE 11% 13% 11% 10% 11% 10% 13% 11% 13% 18% 11% - 12" .11% 
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% 

~N'T KNOW/WON'T SAY 2% 1% 4% 3% - 5% 3% 2% 3% - - - 3% 1% : 

NUMIO Of PEOI'l! I.MNG IN HOilllHOUI RIHTOR OWN HOMl TYPIOfHOMl ENfl.crNIHT I 
TOTAL SINGLI 

SAMI'l! fMOR fAMILY 
(N=SOO) ONE Two THR[[ FOUR MORE AIHT OWN HOUSl OTHER FUU•TIM£ PART•TIM[ RrnRID OI'HO 

STRONGLY AGREE 11% 7% 12% 12% 20% 7% 12% 11% 11% 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% 39% 40% 

DON'T KNOW/WON'T SAY 2% 4% 2% 2% - - 2% 2% 2% 4% 1% 6% 3% 6% 

"'-.. -- --~· ft ,..._ • • · ··- ·· · -
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QUESTION 33: PLEASE TEll ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOUOWING STATEMENTS: WATER RATIS SHOULD BE INCREASED TO COVER THE COST OF PROVIDING A 
RELIABLE WATER SUPPLY FOR FUTURE GENERATIONS. 

G~11 E'ntMcm AGl ltousolauiii«<IME REGIOH 

TarM. $35,001 $50,001 

5AMfu 181034 35to4!1 50ro64 65 YlAIIS $35,000 TO TO Oval VAIU.'I/ MIO· FAll 

(r.:SOO) MAU FtMAU: HISPANIC AHGto YlAIIS YlAIIS YlAIIS OIIOVDI 011 LJ:ss $SO,DOO $7S,DOO $75,000 OOWHrDWN WESniDE HEJGKn HoGKn 

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% 39% 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% 11% 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% 

EDucATIOH lDIGn1 OF RESIDIHCY NUMHII OF CHtuliiEIIIII HOUSotOU> COMPOIIENT 

TOTAL H.S. SoME MOllE 

SAMN GIIADUAn ({xu.GE/ ({xu.Gl GRADUAn lOYUIIS 11 to20 TIWI20 THIIEEOII INSIDICITY OUTSIDE 
(11=51111) OIILlss ASsOOAn GIIADUAn DEGII[[ 011 LJ:ss YlAIIS YUIIS NOliE ONE Two MOllE LJMm CITYLIMm 

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% 
---- --

NuMHII M PEOI'U lNwG IH HouslHOU> RENT 011 OWN HoME Tli'EMHOME EMPUJ'IMEIIT I 
TOTAl SIIIGU 

I 
SAMN FtvtOII FAMD.Y I 

(H:SOO) OIIE Two THIIEE Fou11 Mlllll REHT OWN HOUSE Drmll FUU·TIME PAIIT·TIME RmiiED OTIIEII 

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

GlHOER EntHICm AGl HousotolD INCOME REGION 

TOTAL $35,001 $50,001 

SAMPlE 1BT034 35T0419 50T064 65YEAAS $35,000 TO TO OvOI VAUI.Y/ MID· FAit 

(N=SOOI MAU fEMAUE HISI'ANIC MGLo YEAAS YEAAS YEAAS OIIOvol oauss $50,000 $75,000 $75,000 DowHTCWM WESTSIOC HDGKrS HEIGHTS 

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% 39% 
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% 3% 7% 6% 1% 4% I 

EDUCA110N lENcmt Of RESIDlHC't NUMIIlt OF CHILDREN IN HouSEHOLD COMPONEHT 

TOT AS. 
H.S. SoME MORE 

SAMN GRADUATE COWGE/ COWGE GRADUATE lOYEAAS 11 TOtO THAH20 THREE OR INSIOECm OUTSIDE 
(N=SOO) OAWS AssOCIATE GRADUATE DEGIIU o-uss YEAJtS YEARS NONE ONE Two MORE LIMm Crrti.JMm 

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 DISAGRE& 15% 14% 16% 17% 12% 10% 10% 17% 14% 16% 10% 15% 15% 12% 

STRONGLY DISAGREE 8% 5% 5% 14% 10% 6% 7% 8% 9% 3% 12% 5% 8% 6% 

DoN'T KNOW/WON'T SAY 5% 7% 5% 2% 4% 2% 7% 5% 7% 4% 9% - 5% 6% 

NUMifliOF PEON lMNG IN HOUSDIDLD REHTOR OWN HOME li'PEOF HOME EM"-DYMEHT 

TOTAL SINGLE I 
SAMN FIVlOR FAMilY I 

I 

(rt:SOOI ONE Two THREE FouR MORE RENT OWN HOUSE Ontllt FUlL• liME PAIIT· TIME RmAED 0nta 1 

STRONGLY AGREE 32% 26% 35% 29% 28% 47% 39% 31% 32% 33% 32% 35% 27% 44% I 

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% 1!3% 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% I 

,.. ....,._ ·•- •~ • .IIJ n .-.~ ~ .. ., .. _ 1 .. ~ .-
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WATER RATES SHOULD BE INCREASED TO COVER THE TRUE COSTS TO TREAT AND DELIVER WATER TO OUR HOMES AND BUSINESSES 
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QUESTION 35: PLEASE TELL ME tF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOUOWING STATEMENTS: WATER RATES SHOULD BE INCREASED TO COVER THETRUE COSTS TO TREAT AND 

DEliVER WATER TO OUR HOMES AND BUSINESSES. 

Gullllll ETMNICm" AGE HDUSDKliD IH(DM[ REGION I 
TOTAl. $35,001 $50,001 I 

5AMm 18T034 35T049 50To64 65YWIS $35,000 TO TO ()vp VAUCf/ MID- FAll I 
I 

(HSSOO) MAI.l f[MAI.( HISI'AMC AHGlo YWIS YWIS YWIS 0110\lot OIIUss $50,000 $75,000 $75,000 OOWIITOWII WlSTSID£ HoGim HDGKll 

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% 16% 24% 
STRONGlY DISAGREE 19% 18% 19% 20% 18% 14% 21% 19% 21% 15% 14% 20% 16% 19% 20% 12% 23% 

DoN'T kNOW/WON'T SA~_ 4% 1% 6% 2% 5% 7% 2% 3% 7% 6% 1% 5% 1% 6% 4% 1% 4% 
- -

EoocAnON luHmt Of RtsiDIHCY NuMaER Of CttiiDRlN '" HousDtOLD COMPONlNT 

TOTAl. H.S. SoME MORE 

5AMI'L! GRAOUATI COO!Gr/ COO!Gf GRAIIU"TI lOYWIS 11T020 THM20 TKRUOII INSIOICm' OvnloE 
lrt=SOO) ORUss AssooAn GRAIIUATI DEGAU OR las YWIS YPIIS NONf 0Nf TWa MOllE LIMns CmliMm 

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 kNO'!!/WON'T SAY 4% 7% 2% 1% 4% 3% 8% 3% 3% 2% 3% 7% 4% 5% 
--· -

NUMNII Of PEOI'L! I.MNG IN HouslKDID RlNT 011 OWN HoMIE TwrOfHoMIE EMP\O'IMfHT I 

TOTAL SIHGLl 

5AMI'Lf FIVIOR FliMILY 

(N=SOO) DNI TWO TKRlE Fout~ MOllE RlNT OWN HOU$( OTHER FULL·TIME PAIIT·TIMf Rm~~m 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'T KNOW/WON'T SAY 4% 6% 2% - 5% S% 5% 4% 3% 8% 2% 10% 5% 4% 

RESEARCH & POLLING, INC. 



ALBUQUERQUE BERNALillO COUNTY WATER AUTHORITY-CUSTOMER OPINION SURVEY 
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CUSTOMER lEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES: 

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

G«HoPP EnHart AGE HoustHOtD IHcoM( REGIOH I 

TOT~ 
$35,001 $50,001 

SAMIU 18T034 35T049 50T064 65YWIS $35,000 TO TO 01/tR VMJZ.T/ MID- FAit 

(N•SOO) Mm fEMAif HisPANIC ANGLo YWIS YWIS YEAU OROIItR OR lEss $50,000 $75,000 $75,000 DOWNTOWN Wtsn10f HDGim HDGim 

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% 33% 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% 7% 

DON'T KNOW/WON'T SAY 8% 9% 7% 8% 7% 14% 5% 6% 8% 9% 7% 4% 4% 10% 13% 2% 6% 
-- -· 

ElluCATlON lENGTit OF RESIDENCY NUMIEII OFCI!ILDilEN IN HOUSEHOLD COMPONENT I 
TOTAL H.S. SoME Mou 

! 
S4MIU GRADV4TE COWGE/ COWGE GRADUATE lOYWIS 11T020 THAN20 THRUOR IHSIDECm OuniDl 

IN•SOO) OR lEss Ass004TE GIIA!lUATE DEGIIEt ORWs YEAU VWIS NONE ONI Two MORE LIMITS Cml.JMm, 

STRONGLY AGREE 40% 31% 44% 46% 46% 55% 34% 39% 40% 39% 39% 43% 41% 34% 1 

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% 11% 

STRONGLY DISAGREE 8% 3% 10% 10% 8% 3% 11% 7% 9% 3% 11% 2% 8% 3% 

DoN'T KNOW/WON'T SAY 8% 8% 8% 5% 7% 10% 5% 8% 6% 3% 2% 10% 7% 17% I 

NUMIEII Of PtOIU I.MNG IN HousotOLD ROO OR OWN HOME TYPlOfHOMl EMPlOYMENT 

TOTAL SINGLE 

SAMPU FM:OII fAMILY 

IN•SOO) ONE TWO THREE FOUR MORE RENT OWN HOUSE On4ER fULl•liME P"RT·TIME RmllED OrMEII 

STRONGLY AGREE 40% 44% 39% 39% 36% 45% 37% 41% 39% 47% 38% 33% 44% 45% 
SOMEWHAT AGREE 32% 18% 33% 40% 36% 37% 37% 31% 32% 37% 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'T KNOW/WON'T SAY 8% 16% 7% - 3% 8% 11% 7% 8% 7% 7% 12% 8% 6% 
···- -- - ·· · 

"·-·· -.--·· a "'-· • ···- ....... 
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CUSTOMER lEVEl OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES: 

THE COST OF WATER IS AN IMPORTANT FACTOR FOR ME WHEN DECIDING HOW MuCH WATER TO USE 
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QUESTION 3 7: PLEASETEll 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. 

GIHOlll EntHKm AGl HousD«<UUINCDME RIGION 

TOTAl. $35,001 $50,001 

5AMftf 18T034 35T049 S0T064 65YEAJIS $35,000 TO TO OVtll VAurr/ MID- FAll 

(rr-5001 MAu fEMAU HisPANIC AHGlD YEAJIS YEAJIS YEAJIS Oil OVtll Oil lESs $50,000 $75,000 $75,000 OowNrowH WESTSIII( HDGIITS HDGIITS 

STRONGLY AGREE 42% 34% 48% 44% 35% 41% 38% 46% 40% 46% 47% 38% 46% 42% 43% 29% 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% 

DON'T KNOW/WON'T SAY 4% 3% 4% 5% 1% 11% 2% 2% 2% 4% 2% 3% 1% 5% 8% 2% 2% 
-

EoucA110H liHciTH Of RESlDEHCY NUMIDl Of CIUUlRIH IN HOUSEHOUl COMPONENT 

TOTAL H.S. SOME MollE 

5AMPU GMOUATE COLLEGE/ COLLEGE GMOUATE 10YfAIIS 11T02D THAN :Z0 THIIEEOII INSIDE CITY DUTSIDf 
(N:SDDI Oil lESs AssOCIATE GMDUATE DtGIIEI Oil lESs YfAIIS YEAJIS NONE Om TWO MOllE LIMITS CITYLIMm 

STRONGLY AGREE 42% 37% 50% 41% 36% SO% 40% 41% 43% 41% 39% 50% 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% 
- -----

NUMIDl Of PEOPU I.MHG IN HOUSEitlllD REHI' OR OwN HOME TYPE OJ HOME EMI'I.DTMEHI' 

TOTAL SINGLE 

5AMPU FMOR FAMilY 
(N•5DDI ONE Two THREE Fou11 MOllE REHI' OwN HOUSE OTHER FU11·TIME PART-TIME RmRED OTHER 

STRONGLY AGREE 42% 38% 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 BERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

MARCH2016 

CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES: 

THERE SHOULD BE STRONG FINANCIAL PENALTIES FOR PEOPLE WHO USE TOO MUCH WATER 
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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. 

GDIO£R E1MHICITY AGl HOUS£HDlD lttcoM( REGION 

TOTAL $35,001 $50,001 

S.r.MPU 18T034 35To49 50T064 65YEARS $35,000 TO TO Ovlll VMJn{ MJOo FAll 

(N:SOOI MALE FEMALE HisPANIC ANGLo YEARS YfAitS YEARS OIIOvrlt OAUSS $50,000 $75,000 $75,000 DOWNTOWN WUTSIO[ HDGim HDGim 

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% 16% 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 lEHcirH Of' RDID£HCY NUMillt OF CIIILOIUN IH HOUSEHOlD COMPOHEHI' 

TOTAl H.S. SOME Mou 

S.r.MPU GuouAn COW.Gr/ CowGt GuouAn IOYtARS llTOZO THAH20 fHRUOR lr61DfCirY OUTSIDE 

(N=SODI ORU:ss Assoo.r.n GuouAn DEGIUt ORUSS YfAitS YEARS NONE ONE TWO MORE UMm ClrYUMm 

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/WON'T SAY 4% 4% 3% 5% 4% 10% 12% 2% 4% 4% 2% 3% 5% 3% 

NUMifR Of PfOPU I.MHG IN HDUSDIDlD RlHfOII 0wH HOME TYHilf'HOMt EMI'tDYMfHT 

TOTAL S4NGU 

S.r.MPU fiVE OR FAMI.Y 

IN=SODI ONE Two THRff FouR MORt R£HT OWN HouSE OniER FUll•TIME PAIIT·TIME Rmuo Onlu 

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% 

n .. ..,.. .... ,.,, o "~• •••• ,... 1 •• .-.. 



ALBUQUERQUE BERNALILLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
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CUSTOMER LEVEL OF AGREEMENT WITH STATEMENTS ABOUT WATER RATES AND SERVICES: 

I FOLLOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING MY IRRIGATION SCHEDULE 
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QUESTION 39: PLEASETELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: I FOllOW THE WATER BY THE NUMBERS PROGRAM WHEN SETTING MY 
IRRIGATION SCHEDUlE. 

GfHDfll Ent~t~Cm AGl HouslHOUIIHtOMl RtGJOH 

TOTAl. $35,001 $50,001 

S.WIU 18T034 35T049 SOT064 65YWtS $35,000 TO TO OVtll VAu.n/ MID- FAll 

(~5001 MAli F«MAAf HlsPAHIC AHGto YWtS YWtS YlAIIS OIIOVtlt OIII.Ds $50,000 $75,000 $75,000 DowNTOWN wun- HflCiKfS HllCiKB 

STRONGLY AGREE 52% 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% 4% 3% 4% 4% 3% 2% 4% 4% 3% 4% 7% 3% . 3% 
STRONGLY DISAGREE 4% 4% 4% 4% 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% 

EllucATIOH lEHGTH Of RUIIII!NCY NUMifll OF ClitUJIIfN IN HOUSEHOlD COMI'OHlNT 

TOTAL H.S. SOME MOllE 

5AMIU GWM.IATE COOJ.Gf/ COOJ.GE GWM.IATE lOYlAIIS 11T020 THAN20 THIIIEOR INSIDECm OUTSIDE 
(N:SOO) Oil US$ AssclaATE GRADUATE DEGitll OIIUSS YWtS YWtS NONE ONE TWo MDIII LIMIT'S em LIMrn 

STRONGLY AGREE 52% 47% 56% 52% 57% 58% 54% SO% 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 KNOW/WON'T SAY 22% 29% 23% 16% 16% 18% 23% 22% 22% 21% 20% 31% 22% 22% 

NUMIIR Of PICift! lMNG IN HOUSOIOID RtKrOR OWN HOME TmOFHOMI EMI'UJTMIHf 

TOTAL StNGI.I 

SAMIU fill£ OR fAMilY 

(N:500) ONE TWo THIIIt FOUR MOllE Rflff OWN HOOK O!Hfll FULL·TIMI PART-TIME Rrn11111 OIHlll 

STRONGLY AGREE 52% 52% 59% 54% 37% 45% 39% 55% 53% 38% 45% 59% 58% 55% 
SOMEWHAT AGREE 19% 19% 15% 18% 23% 24% 12% 20% 20% 12% 21% 11% 17% 17% 
SOMEWHAT DISAGREE 3% 4% 3% 3% 1% 4% 2% 3% 3% . 3% 2% 3% 4% 
STRONGLY DISAGREE 4% 3% 3% 6% 9% 3% 4% 4% 4% 4% 5% 9% 3% 1% 

DoN'T KNOW/WON'T SAY 22% 22% 19% 20% 29% 24% 43% 17% 19% 47% 25% 19% 19% 22% 

RESEARCH & POLLING, INC. 



AlBUQUERQUE BERNALillO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH2016 

CUSTOMER lEVEL OF AGREEMENT WITH STATEMENTS ABOUT CLIMATE CHANGE AND THE WATER UTILITY: 

FUTURE EXTREME WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY'S ABILITY TO PROVIDE SAFE, HEALTHY DRINKING WATER 
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QUESTION 40; PlEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE Wl'nt THE FOLLOWING STATEMENTS RELATING TO CLIMATE CHANGE AND THE WATER UTIUTY. FUTURE EXTREME 
WEATHER EVENTS Will NEGATIVElY IMPACT THE WATER UTILITY'S ABILITY TO PROVIDE SAFE, HEALTHY DRINKING WATER. 

GEHOUI ETHHICITY AGl HousiHOUJ lr«DME REGION 

TOTAl. $35,001 $50,001 

s.u.u 18to34 35T049 50toli4 65VtAAS $35,000 TO TO ovu VAtU.Y/ MIO· F.u 

(N=SDO) MAlt FrMAlf HISPAHK AHGt.o YtAAS YEAIIS YEAIIS OROVU OIUss $50,000 $75,000 $75.000 DowNTOWN WUTSIOE HoGHrs HllGHTS 

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% 

DoN'T KNOW/WON'T SAY 19% 18% 20% 19% 19% 27% 8% 19% 28% 26% 15% 16% 11% 16% 23% 22% 17% 

EDuU.nON ltNGTH Of Rts~DtHCI' NUMIIIlOF CHIUIIliN IN HOUSlHOUI (DMI'ONENT 

TOTAL H.S. SOME MORE 

SAMI'lf GUDUATt: COLLEGE/ COLLEGE GUOUATt: lDYlAIIS 11 to20 THAN20 THREE OR IHSIDECITT OulsiO[ 

(H=SOO) Olll.m AssOOATt: GIIADUATt: DlGIIEE ORI.m YlAIIS YlAIIS NDNl ONE Two MOill LIMITS CITT LIMITS 

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% 48% 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 19% 26% 15% 20% 13% 15% 18% 20% 22% 10% 10% 23% 18% 24% 

NUMilll OF PEOI'lf LMHG IH HOUSEHOLD RENT DR OWN HOME TmOFHOMl EMPIDYMlHT 

TOTAL StNGlf 

SAMI'lf fiVE Oil FAMILV 
(N=SOO) ONE TWO THIIU fouR MORE RENT OWN HOUSE OTHa FULL•TIME P.oUT·TIMf RmREO 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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ALBUQUERQUE BERNAULLO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 
MARCH2016 

CUSTOMER LEVEL OF AGREEMENT WITH STATEMENT ABOUT CLIMATE CHANGE AND THE WATER UTILITY: 

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 TO 40 YEARS 
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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 UTilllY. THE IMPACT OF CliMATE 
CHANGE ON THE WATER CYClE Witt MAKE IT MORE DIFFICULT FOR THE WATER unUTYTO MEET OUR COMMUNITY'S WATER NEEDS IN THE NEXT 10 TO 40 YEARS. 

GlHDOt ETHHICIY'I AQ HOUStiiOID IHalMt REGION I 

TOTAl $15,001 $50,001 ! 

SAMN 1Brol4 35T049 50T064 6SYrAAS $35,000 TO TO 0VtR V.w:r/ MIO- FAll 
(N=SOO) MAll ffMAif Hasrat« ANGlo YrAAS YrAAS YrAAS ~Olin ~Lw $50,000 $75,000 $75,000 DDWNTDWH WlSI'SIDl HDGIITS HDGIITS 

STRONGLY AGREE 32% 29% 34% 36% 32% 37% 31% 33% 30% 37% 37% 35% 33% 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 lrfjGTit OF RlSIDENCT NUMIUt OF CHILDREN IN HOUSDtOLD COMPONENT 

TOTAl H.S. SOME Mou 

SAMI'II GIIAOUATl CDAJI.Gr/ CDAJI.Gl GIIAOUATl lOYrAAS 11To20 TKANlO THRUOR INSIDlCITY OlRSID£ 
(H=500) ORWS AssociATl GIIAOUAlt OEGUE ORlW Y!AII$ YrAAS NONt ON£ Two MOitl LIMnS CITY LIMITS 

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 DISAGftEE 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% 

NUMIER OF PEOI'IIl.MNG IN HOUSOIOLD RENT OR OWN HoME TYHOFHOMf EMI'IDYMIM' 

TOTAL SINGlE 

5AMPU FIVE OR FAMILY 
(N:SOO) ONE Two THUE FOUR MOllE RENT OWN HOUSE OTHUt FULL·TtME PAIIT·TtME RmRm OTHER 

STRONGLY AGREE 32% 29% 32% 29% 26% 48% 33% 32% 32% 30% 32% 41% 30% 37% 
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'T KNOW/WON'T SAY 15% 13% 13% 27% 18% 5% 20% 14% 14% 26% 17% 19% 15% 12% 

RESEARCH & POLLING, INC. 



AlBUQUERQUE BERNALillO COUNTY WATER AUTHORITY- CUSTOMER OPINION SURVEY 

M ARCH2016 

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, 

ADEQUATE SUPPLIES OF WATER FOR THE NEXT 10 TO 40 YEARS 
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QUESTION 42: 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 UTIUTY. THE WATER UTILITY 

SHOUUl PLAN-AND TAKE THE NECESSARY STEPS-TO ENSURE THAT OUR COMMUNITY HAS SAFE, ADEQUATE SUPPLIES OF WATER FOR THE NEXT 10 TO 40 YEARS. 

GlNDOI ETHHIIJTT AQ HousototD INCOME REGION 

TOTAL $35,001 $50,001 

5AMPu liT034 35T049 50ro64 65YlMS $35,000 TO TO OVlll VAW.Y/ M:o- FAll 

(N:SOO) MAu fiMAU HISI'AMC ANGto YlMS YlMS YlAIIS OltOVlll Olllns $50,000 $75,000 $75,000 DowNTOWN WUTSIC>l HoGHrs HliGHn 

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% 4% 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'T KNOW/WON'T SAY 4% 3% 4% 3% 4% 1% 3% 2% 9% 8% - 4% 1% 4% 2% 1% 6% 

EDUCAnOII liHGnt Of RDIDlNt'l NUMIEII Of CHIUIRl/IIIN HOUStHOlO COMI'ONlNT 

TOTAL H.$. SoME MORE 

SAMPLE GRADUAl( COUZ.GE/ COUZ.Gl GRADUAl( 10YEARS l1T020 TKAH20 TNRd:OR INSIDE CITY OlmiOl 

(N:500) OIIWS AssOOATf GRADUAl( DtGitlE ORlns YEARS YlAIIS NOH! OM Two MOIIl liMITS CJTYIJMITS 

STRONGLY AGREE 71% 67% 74% 74% 77% 58% 72% 73% 73% 7 6% 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% 

NUMIEII Of PEOI'll lMNG IN HOUSEHOlD RlNT 011 OWN HOME lYP£0FHOM£ EMP\.OTMlNT 

TOTAL SINGLE 

SAMI'U FIVE OR FAMILY 

(N:SOO) ONE Two THIIU FOUR MORE RlNT OWN HouSE OTHER FUU•TIME PAIIT·TIME RmAm Ontlll 

STRONGLY AGREE 71% 60% 70% 88% 68% 80% 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% 

D .,-r,.. .-,.,.,...,, 0 """"' • ,.,,. ,.,,.. 
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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 BIU 

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

GlHDDI ETltHimY AGI HousotOlD INCDMl REGION 

TOTAl $35,001 $50,001 

RUfONSU 18ro34 35T049 50T064 65 YEAJU $35,000 TO TO Ovu V~/ MID-
IH=4771 MALE F£MALE HISPANIC ANGlo YEAIIS YEAIIS YEAIIS 01101/u oai.Ds $50,000 $75,000 $75,000 OowNTOWN WISTSIOl HoGim 

NOTHING 42% 45% 40% 44% 39% 37% 41% 42% 48% 51% 44% 28% 27% 48% 43% 40% 
$1-$5 21% 18% 24% 24% 19% 21% 26% 21% 17% 24% 17% 33% 17% 24% 13% 22% 
$6-$10 9% 9% 9% 7% 12% 8% 11% 9% 7% 6% 4% 13% 21% 3% 13% 12% 
$11-$25 6% 7% 5% 3% 9% 6% 3% 9% 6% 2% 6% 4% 17% 5% 6% 6% 
MORE THAN $25 1% 2% 1% 1% 2% 3% 3% - 1% 2% 2% - 2% 1% 2% 2% 

DoN'T KNOW/WON'T SAY 20% 20% 20% 20% 19% 25% 16% 19% 22% 15% 27% 22% 16% 18% 24% 17% 

EDucATION lEHiiTI1 Of RUIDIHCY NUMIDI OF CltiiDREN IN HOUUHOlD COMPONENT 

TOTAl H.S. SOME MORE 

R!SPONSU GIIADUATI COOI.GE/ COOI.GE GMDUATI lOYWIS llro20 THAN lO TKIIUOR INSIDECm OuniDE 
IN=4nl DRI.Ds AuoclATI GRADUAl£ DtGittE ORI.Ds YuiU YLUS NONE ONE Two MilliE liMITl CmUMITl 

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-$10 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% 

DoN'T KNOW/WON'T SAY 20% 21% 20% 16% 18% 33% 13% 20% 22% 27% 15% 15% 20% 21% -

NUMIER OF PEOPU LNING IN HOUSEKOlD RENT 011 OWN HOME TmOFHOME EMI'UTIMENT 

TOTAl SINGLE 

R!SPOMU fNEOR FAMilY 

IN=4nJ ONE TWo TKIIU FOUR MORE RENT OWN HOUSE OTKER Full·TIME PA.r•TIME RmRED OTKER 

NOTHING 42% 56% 44% 31% 30% 44% 43% 42% 42% 44% 39% 32% 50% 42% 
$1-$5 21% 14% 20% 27% 24% 25% 20% 21% 21% 23% 24% 24% 17% 17% 
$6-$10 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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V. DEMOGRAPHICS 
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I ~ DEMOGRAPHICS I 
T~ALSAMPLE (N-500) 

I GENO£R I I HOUSEHOLD INCOME I 
MALE 48% $20,000 ORLESS 12% 

FEMAlE 52% $20,001 TO $35,000 15% 

I AGE I $35,001 T0$50,000 17% 

18 TO 34 YEARS 

35 TO 49 YEARS 

50 to 64 YEARS 

65 YEARS OR OVER 

17% 

27% 

35% 

20% 

DoN'TKNOW/woN'TSAY 2% 

~~ I 
HISPANIC (SPANISH, LATINO) 

ANGLO/CAUCASIAN 

BLACK/ AFRICAN-AMERICAN 

NATIVE AMERICAN INDIAN 

42% 

42% 

2% 

2% 

~~ ~ 

OrnER DESCENT 5% 

WON'T SAY 5% 

I EDUCATION I 
HIGH SCHOOL GRADUATE OR lESS 29% 

SOME COllEGE/ASSOCIATE DEGREE/VOCATIONAL CERTIFICATE 33% 

COLLEGE GRADUATE (4 YEARS) 21% 

GRADUATE DEGREE (MD, PHD, J.D., MASTERS) 14% 

WoN'tsAv 3% 

[EMPLOYMENT - . I 
EMPlOYED FUll-TIME 4 7% 

RETIRED 27% 

EMPLOYED PART-TIME 9% 

FULL-TIME HOMEMAKER 6% 

WON'T SAY 

UNEMPLOYED, LOOKING FOR WORK 

DISABLED 

FUll-TIME STUOENT 

SELF-EMPlOYED 

3% 

3% 

2% 

2% 

1% 

$50,001 TO $75,000 18% 

$75,001 TO $100,000 8% 

OVER $100,000 8% 

DoN't KNOW/WON'T SAY 22% 

( NUMBER OF HOUSEHO-LD RESIDENTS I 
ONE 20% 

Two 

THREE 

38% 

15% 

FOUR 14% 

FIVE OR MORE 12% 

DoN'TKNow/woN'TSAY 1% 

I NUMBER OF HOUSEHOLD MEMBERS UNDER 18 YeARS I 
NONE 56% 

ONE 

Two 

THREE 

FOUR 

20% 
11% 
6% 

2% 

FIVE OR MORE 3% 

DoN'TKNOW/WON'TSAY 2% 

I LENGTH OF RESIDENCY - - . - I 
5 YEARS OR LESS 4% 

6TO lOYEARS 

11 TO 20 YEARS 

MORE lllAN 20 YEARS/NATIVE 

DON'T KNOW/WON'T SAY 

WILL YOU BE LIVING IN ALBUQUERQUE IN THE NEXT 5 YEARS? 

YES 
No 

DON't KNOW/WON'T SAY 

7% 

18% 
71% 
1% 

86% 
6% 

9% 

RESEARCH & POLLING, INC. 
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COMPONENT: 

1. RESIDENTIAL INSIDE CITY LIMITS (N=319) 

2. RESIDENTIAL OUTSIDE CITY LIMITS (N=31) 

3. CEll PHONE (N=150) 

4. COMMERCIAL (N=100) 

ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY 

CUSTOMER OPINION SURVEY 2016 

FINAL 

N=SOO RESIDENTIAL CUSTOMERS 

N=100 BUSINESSES CUSTOMERS 

PAGE93 

HEUO. MY NAME IS YOUR NAME FROM RESEARCH & POUING, 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. I 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 

2. No (THANKANDTERMINATE) 

3. OON'TKNOW/WON'TSAY (THANKANDTERMINATE) 

B. Do YOU LIVE INSIDE OR OUTSIDE THE CITY LIMITS OF ALBUQUERQUE? 

1. INSIDE 

2. OUTSIDE 

3. DON/TKNOW/WON'TSAY (THANKANDTERMINATE) 

C. Do YOU OR SOMEONE IN YOUR HOUSEHOLD PAY A WATER OR SEWER BILL TO THE ALBUQUERQUE BERNALILLO COUNTY WATER UTILITY AUTHORITY {OR CITY OF ALBUQUERQUE)? 

1 . YES 

2. No 

3. OON'TKNOW/WON'TSAY (THANKANDTERMINATE) 

D. DO YOU RENT OR OWN YOUR HOME? 

1. RENT 

2. OWN 

3. OoN'TKNOW/WON'TSAY (THANK AND TERMINATE) 

NOTE TO POLLER: DID RESPONDENT ANSWER "No" IN C AND "OWN" IN D? 

1. YES (THANKANDTERMINATE) 

2. No 

RESEARCH & POLliNG, INC. 
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E. IN WHAT TYPE OF HOME DO YOU RESIDE? (READ CATEGORIES) 

1. SINGLE FAMILY HOUSE 

2. APARTMENT 

3. TOWNHOUSE (SHARED WALl) 

4. CONDOMINIUM/CO-OP 

5. MANUFACTURED/MOBILE HOME 

6. DoN'T KNOW/WON'T SAY {DO NOT READ) 

NOTE TO POLLER: DID RESPONDENT ANSWER "No" IN C? 

1. YES, ANSWERED "No" INC (SKIP TO Q.ll - 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'TSAY (SKIP TO INTRO TO Q.B) 

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'TKNOW/WON'T SAY (VOLUNTEERED) 

NOTE TO POLLER: DID RESPONDENT SPEAK TO AN EMPLOYEE ON THE PHONE OR IN-PERSON IN Q.37 

1. YES, SPOKE TO SOMEONE (CONTINUE} 

2. No, DID NOT SPEAK TO ANYONE (SKIP TO INTRO TO Q.B} 

... 
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4. 0 11ERAtl, HOW WOULO YOU RATE TH~ CUSTOM£« $!RVICE: REJI~ESENlATIVE YOU SP01Cl TO WHEN CONfACRNG THE WATER lmUlY? WOutD YOU SAY TUEV WERE EXCEUlNT; GOOD, FAJ~ P(JOR, Olt 

VERYPCX1R? 

5. EXCEllENT 

4. Gooo 
3. FAJR 

20 POOR 

1. VERY POOR 

6. DoN'T KNOW/WON'T SAY (00 NOT READ) 
7. 010 NOTSPEilUO C\JSTOMER SERVIC£ A£PRES!tfTATIIfE (DO NOT READ} {SKIP TO mTRO TO Q.8) 

SPEOf.ICAt.l Y; ltOW SA TIS f lED ARE YOU WITH THE FOU.OwtHG SERVICES YOU AtCElVED FROM THE CUSTOM at SUMC£ REPI\ESt:NTATIV E? Pt..£ASE TELl ME If YOU ARE VERY SA T/SFI£01 SOMEWHAT SA T/SFI£0, 

SOMEWHAT OISSA nSFIED, OR VIRY DISSA nSF/EO. 

VEJY 
SAl!S~.!fO 

SOMa¥ HAT 

s ... n~•fo 
SOMFWHAT 

Ots.s4TI!ofl£0 

V£RY 

~~1(0 

OK/ 
ws 

5. KNOWLEDGE AND A8li.RY TO ANSWE« YOUR Q.UESTlONS OR RZSOLVf YOUft tsSUE .............................. 4 ......................... . 3 ........ 0 ... . ... . ........ 2 .......................... 1 .......................... 5 

6. CouRT'ESV OF THE CUSTOMat StiR VICE REPA·fS!NTATIVE 0 .. 0 ... 0 ............................ ................... . ..... .... 4 . 00 ......... 0 ............ 0 3 ......................... 2 .......................... 10.00 00 .... ............... 5 

7. lENGTH OF WAIT TO SPEAK WITH A CUSTOMER SERVICE REJI:RES£NTATIVE ..................... ....... oo ............ 4 ........... oo ............. 3 ......................... 2 ..... oo oo ........ o .. o .... o 1 .... o ..... 0 .............. . S 

SPEOFICAI.t.Y, HOW SATISFIED ARE YOU WITH THI FOllOWING S£RVICfS YOU R.EC!IVED FROM THE CUSTOMER SERVICE R£PRESE'NTATIV£7 Pl.EAsE TEU ME IF YOU ARE VERY SA T/SFffO, SOMEWHAT SA T/SFIED, 

SOMEWHATOJSSAnSFIED, 0 111 VCRYOISSATJSRED. 

VEIII' SOM!WHo\T SO,.{Wf!AT VEIIY OK/ 
SArnFI!i) SATI5f!ED Ot55ATKfl£0 ()ttw.mflfl2 WS 

8. 8 11:UNG STAT£Mf:NT ACCURACY .................. oo .......................................................... o•o•o•• ............. 4 ................... 0 ...... 3 ......................... .2.00 .. 00 .............. 00 ... 1 .......................... 5 

9. BIWNG PAYMENT OPTlONS ........................................ o ..... o ....... 0 ... . ........... ................................. 4 ..... o ............... 00 .. . 3 ........... 0 ..... o•oooooo 2 ................. 0 ... 0 ... 01 ........ 0 ...... 0 .......... 5 

10. UNOEASTANDtNG THE 81Llf01tMATANO WATER USAGE GRAPH .0 ............................ 0 .... . ................... 4o .......... o.o ............ 3 ......................... 2 ............. 0 .... 0 ....... 1 .. o .... o ................. o5 

RESEARCH & POLLING, INC. 
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VERY 

SATISFIED 

SOMEWHAT 

SATISFIED 

SOMEWHAT 

DISSATISFIED 

VERY 

DISSATISFIED 

OK/ 
ws 

11. EDUCATION ON WATER ISSUES •••••••••••••••••••••••••••••••••••••••••••• ••••••••••••••••••••••••••••••• .•.•.••••••••••••••••••• 4 •••••••••••• •••••••••••••• 3 ••••••••••••••• •••••••••• 2 •••.•••.•.••• .•.•.•••••.•• 1 ••••.••••.•••••••.•••••••• 5 

12. WATER CONSERVATION PROGRAMS ••••••• •••••.•.•.•.••• .•.•. •••.•.•••• •.•. •• •• •.•.•.•••••••••••••••••••••••••••••• ••••••••••• 4 •••••• •••••••• •••••••••• •• 3 ••••••••••••••••••••••••• 2 •••••••••••••••••••••••••.. 1 ••••••••••••••• ••••••••••. 5 

13. EAsE OF NAVIGATING AND FINDING INFORMATION ON THE WAURAUTHORITY'S WEBSITE ••••••••. •••••••••• 4 ••••••••••••••••••••••• ••• 3 ......................... 2 •••••••••• •••••• •••••.•••• 1 .... .. .. . .. .. .. .. ... .. .. .. 5 

14. RELIABILITY AND AVAilABILITY OF WATER TO YOUR HOME/BUSINESS . .. .. ...... ........ .... .......... .. .... ........ . 4 .. ................... ..... 3 .. .. ................ ..... 2 ....... ....... .. ...... .. .. , 1 ......................... .5 

15. RELIABLE DRAINAGE OF WASTEWATER FROM YOUR HOME/BUSINESS TO THE CITY SEWER UNE .. .. .... .. .. .. . 4 .... ........ .... .... ...... 3 ............ .. ........... 2 .......... ........ ........ 1 ............... .......... . 5 

16. QUALITY OF DRINKING WATER ................. ............................................................ . ........... .... .. .... . 4 .... .... .. .......... .. .... 3 ......... ................ 2 .......................... 1 ......................... .5 

17. CONDITION OF THE WATER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF LEAKS YOU OBSERVE 4 ........... .. .. .. .. .. .. .. .. 3 ........... .............. 2 .......................... 1 .......................... 5 

18. CONDITION OF THE SEWER LINES THROUGHOUT THE CITY SUCH AS THE NUMBER OF OVERFLOWS/ 

BACKUPS YOU OBSERVE AT CITY SEWER Ll NES OR MANHOLES (DOES NOT INCLUDE 

RUNOFF OR DRAINAGE TO STORM SEWERS/STREETS) ...................................................................... 4 .. ....................... . 3 ................... .. .... 2 .......................... 1 .................... ..... .5 

19. EFFECTIVENESS OF THE WATER UTILITY TO REPAIR LEAKS AND RESPONSE TIME FOR 

RESTORATION OF SERVICE ................................................................................. ......................... 4 .............. .. .......... 3 ......................... 2 ............ , ............. 1 .......................... 5 

20. EFFECTIVENESS OF THE WATER UTILITY TO RESPOND TO OVERFLOWS OR BACKUPS AND RESPONSE 

TIME FOR RESTORING SERVICE .......................................................................... .. ........................ 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

21. EFFECTIVENESS OF THE WATER UTILITY TO CONTROL ODORS FROM SEWER LINES OR 

TREATMENT FACILITIES .... ........... .... ................ ........... .. .. .... .... ... ..... ..... ..... .. .. .. .. ...... ........ ..... ...... . 4 .......................... 3 ......................... 2 ....................... .. . 1 ......... .. .... ..... ...... 5 

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. 
3. 

VERY SATISFIED 

SOMEWHAT SATISFIED 

2. SOMEWHAT DISSATISFIED 

1. 
5. 

D~r.:Anru P . Dnt ,,.,,.. la•-1"' 

VERY DISSATISFIED 

DoN'T KNOW/WON'T SAY (DO NOT READ) 
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PLEA.SE RAlt THE IMPORTANCE OF EACH OF THE FOUOWING ITfMS USING A 5·POINT SCALE WKERE 5 MEANS VERY IMPORTANT AND 1 MEANS NOT AT AU. IMPORTANT, THE FIIIST ONE 1$ ... 

(AAHCOMIII) 
Vlltl 

IMPOftTANT 

Nor AT All 

_IM!'Oftr .t,f{f_ 

OK/ 
ws 

23. REUSING TREATED WAST>WATtA TO IIIRIGATl PUILICSPACE$ .............................. 5 ......................... 4 .......................... 3 ......................... 2.. ........................ 1 .......................... 6 

24. ENFORONG lAWS ONWATIR WASTE ............................................................... 5 ......................... 4 .......................... 3 ........ ................. 2 .......................... 1 .......................... 6 

25. THEQUAUTYOFTOEATEDWATIR 0£TURN(DIACKTOTHE RMR .......................... 5 ......................... 4 .......................... 3 ......................... 2.. ........................ 1 .......................... 6 

26. INVfSTlNG IN THE REPAIR AND REPIAUMENTOfOLDWAltJlANDSEWER UNES ...... 5 ......................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 6 

27. IIAIANCIHii CU5TOMER WATER DEMAND WITH PIIOTECTION Of HABITAT FOR 
W1tDUFEAND VEGETATION IN THE RID GRANDE CORRIOOR ................................. 5 ......................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 6 

28. MAKING WAltA AVAilABLE TO ATTRACT AND KEEP -TE04 INDUSTIIIES 

THAT DFFERGOOD-PAYINGJ08S ..... ................................................ ................ 5 ......................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 6 

29. 8AIANONG POPULATION AND ECONOMIC GROWTH WITH OUR WATER 

AVAIIABILITY .............................................. ................... .............................. 5 ................ ......... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 6 

30. PROVIDING A I.ONG·TERM WATERSUPPLV FOR FUTURE GENERAT10NS ................... 5 ......................... 4 .......................... 3 ......................... 2 .......................... 1 .................. ........ 6 

PLEASE TfU ME IF VOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT 0/SAGREE, ORSTliONGLY OISAGREt WITH THE FOllOWING STATfMEHTS: 

PAG<97 

STIM)N(Ilf Sclo.l<wttAT S0M£WMAT S~t.Y Oc::w'T KHow 
(IIAHOOMill) 1-altt:l AGitf( OISAGatl Otu:lWt WC!(t SAY 

31. WATUAHDSEWfRSliMCES ARE A GOOD VALUE FOR THE AMOUNTOFMONEV I PAV ......................... 4 .......................... 3 ......................... 2.. ........................ 1 .......................... 5 

3Z. WATU RATfSSHOULD BE INOtEASEDTO ENCOURAGE WATU CONSfRVATION ................................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

33. WATER RATES SHOULD BE INO!EASED TO COVER THE COST OF PIIOVIDING A 

REUABU WATfRSUPPLY FORRIT\MEGENERATIONS ...................................................................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

34. 8ECAUst WATER IS A SCARCE RESOURCE, WATER RATES SHOULD 8E OE:SIGNED 

TO REFLECTTHEVALUEOF WATER IN OUR DAILY LIVES ..................................................................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

35. WATER RATES SHOULD BE INCAEAstD TO COVE.R THETRUE COSTS TO TREAT AND DEUVER 

WATER TO OUR HOMES AND BUSINESS!.S .............................................. ...... .. ................................ 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

36. HoUSEHOLDS WOULD CONSERVE MORE WATER IF THEY HAD AN EASIER WAVTO MONITOR 

THEIR WATER USE .............. .................... ................................................................................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

37. THE COST OF WATER IS AN IMPORTANT FACTOR FOR Mf WHEN DECIOING HOW 

MUCH WATER TO USE ............................................................................................................... 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

38. THUfSHOUI.Dif STRONG FINANOAL PENAlllES FOR l'fOPLEWHO USfTOOMUCH WATER .................. 4 .......................... 3 ......................... 2 .......................... 1 .......................... 5 

39. I F·OUOWTHEWATER 8YTHE NUMBERSPIIOGRAM WHEN SmiNG MY IRRIGATlON SCHEDULE ............. 4 .......................... 3 ......................... 2.. ........................ 1 .......................... 5 

RESEARCH & POlliNG, I NC. 
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PLEASE TELL ME IF YOU STRONGLY AGREE, SOMEWHAT AGREE, SOMEWHAT DISAGREE, OR STRONGLY DISAGREE WITH THE FOLLOWING STATEMENTS: 
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(RANDOMIZE Q40-Q42) 
STRONGLY 

AGREE 
So"'IW~T 

MAUi 
SOMEWHAT 

DISAGREE 

STRONGLY 

DISAGREE 

DoN'T kNow 
Wotf'T SA'f 

40. FUTURE EXTREME WEATHER EVENTS WILL NEGATIVELY IMPACT THE WATER UTILITY'S ABILITY 

TO PROVIDE SAF;E, HEALTHY DRINKING WATER ............................................................... , ............... 4 .......................... 3 ......................... 2 ........ .. .. .. ............ 1 .......................... 5 

41. 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 10T040 YEARS .................... 4 .......................... 3 ......................... 2 .......................... 1 ......... ............ .... . 5 

42. THE WATER UTILITY SHOULD PLAN-AND TAKE THE NECESSARY STEPS-TO ENSURE THAT OUR 

COMMUNITY HAS SAFE,ADEQUATESUPPLIES OF WATER FOR THE NEXT10TO 40YEARS .. .... ........ .. ....... 4 .............. .. .... ...... 3 ......................... 2 .......................... 1 ..................... .. ... 5 

NOTE TO POLLER; WHAT DID RESPONDENT ANSWER IN Q ,C ? 

1. ANSWERED YES 

2. ANSWERED No (SKIP TO INTRO 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 

$ ______ .00 (ROUND TO NEAREST DOLLAR) 

999. DoN'TKNow/woN'TSAY 

THANK YOU FOR YOUR PATIENCE; WE ARE ALMOST DONE. NOW, I 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. 
2. 
3. 

ONE, MYSELF {SKIP TO Q.46} 
Two 

THREE 

4. 
5. 
6. 

45. HOW MANY PEOPLE IN YOUR HOUSEHOLD ARE 18 YEARS OF AGE OR LESS? (DO NOT READ CA TEGORI£5) 

1. NONE 5. 
2. ONE 6. 
3. Two 7. 
4. THREE 

FOUR 

FIVE OR MORE 

DON'T KNOW /WON'T SAY 

FOUR 

FIVE OR MORE 

DON'T KNOW/WON'T SAY 

46. HOW LONG HAVE YOU BEEN A RESIDENT OF ALBUQUERQUE OR BERNALILLO COUNTY? {DO NOT READ CATEGORIES) 

l . 
2. 

5 YEARS OR LESS 

6TO 10YEARS 

3. 11 TO 20 YEARS 

4. 
5. 

n~ .. """"'~'' o n-•, •••- •• . ,.. 

MORE THAN 20 YEARS/NATIVE 

DON'TKNOW/WON'TSAY (DONOTREAD} 
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47. WHAT IS YOUR ZIP CODE? (DO NOT READ CA TEGOR/ES) 

01. 87102 07. 
02. 87104 08. 
03. 87105 09. 
04. 87106 10. 
OS. 87107 11. 
06. 87109 12. 
99. DON'T KNOW/WON'T SAY 

OTHER (SPECIFY) 

87108 
87110 
87111 
87112 
87113 
87117 

13. 
14. 
15. 
16. 

87120 
87121 
87122 
87123 

48. Do YOU CONSIDER YOURSELF TO BE HISPANIC, ANGLO/CAUCASIAN, BLACK/ AFRICAN-AMERICAN, NATIVE AMERICAN INDIAN, AsiAN OR OF OTHER DESCENT? 

1. 
2. 
3. 

HISPANIC (SPANISH, LATINO) 

ANGLO/CAUCASIAN 

BLACK/ AFRICAN-AMERICAN 

4. NATIVE AMERICAN INDIAN 

5. 
6. 
7. 

AsiAN 

OTHER DESCENT 

WON'T SAY 

49. PLEASE STOP ME WHEN I READ THE CATEGORY THAT BEST DESCRIBES YOUR TOTAL HOUSEHOLD INCOME. (READ CATEGORIES) 

1. 
2. 
3. 
4. 

$20,000 OR LESS 

$20,001 TO $35,000 
$35,001 TO $50,000 
$50,001 TO $75,000 

SO. WHICH OF THE FOLLOWING CATEGORIES BEST DESCRIBES YOUR AGE? {READ CATEGORIES) 

1. 
2. 
3. 

18 TO 34 YEARS 

35 TO 49 YEARS 

50 TO 64 YEARS 

5. 
6. 
7. 

4. 
s. 

$75,001 TO $100,000 
OVER $100,000 
DON'TKNOW/WON'TSAY {DONOTREAD) 

65 YEARS OR OVER 

DON'T KNOW/WON'T SAY (DO NOT READ) 

51. PlEASE STOP ME WHEN I READ THE HIGHEST LEVEL OF EDUCATION YOU HAVE ATTAINED. (READ CATEGORIES) 

52. 

1. SOME HIGH SCHOOL 

2. HIGH SCHOOL GRADUATE 

3 . SOME COLLEGE/ASSOCIATE DEGREE/VOCATIONAL CERTIRCATE 

ARE YOU CURRENTLY ... (READ CATEGORIES} {ONE RESPONSE ONLY) 

01. 
02. 

EMPLOYED FUll-TIME 

EMPLOYED PART-TIME 

03. RETIRED 

04. UNEMPLOYED, LOOKING FOR WORK 

99. WON'T SAY (DO NOT READ) 

4. 
5. 
6. 

OS. 
06. 
07. 

OTHER(SPECIFY) -------------------

RESEARCH & POLLING, INC. 

COLLEGE GRADUATE (4 YEARS) 

GRADUATE DEGREE (MD, PHD, J.D., MASTERS) 

WON'TSAY (DONOTREAD} 

FULL-TIME HOMEMAKER 

FUll-TIME STUDENT 

DISABLED 
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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'TKNow/woN'TSAY 

54, DO 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 SAY 

I JUST HAVE ONE MORE QUESTION: 
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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 ASKEP, TEtl. THEM THE COMPANY IS RESEARCH & POLLING, INC.) 

1. No (SKIP TO CONCLUSION) 
2. YES, (SAY, "MAY I HAVE YOUR NAME AND WE WILL CONTACT YOU TO SIGN UP?" ) 

NAME:(ffRST/LAST) _ ____________________ _ 

IF NECESSARY, EXPLAIN: 

)- A FOCUS GROUP IS 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. 

~ AN ONLINE/ INTERNET SURVEY IS WHERE PARTICIPANTS ARE SENT AN EMAIL WITH A LINK TO A SECURE WEBSITE WHERE THE SURVEY IS LOCATED AND ASKED TO COMPLETE THE SURVEY ONLINE. 

IF RESPONDENT HAS MORE QUESTIONS, TELL THEM TO 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. MALE 2. FEMALE 

RESPONDENT'S PHONE NUMBER-------------------------
POLLER NAME ______________________________ _ 

POLLERCODE ______________________________ _ 

RESEARCH & POLLING, INC. 




