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The water industry faces ever-increasing needs for infrastructure investments
making customer support imperative. Water utility companies need to stay up to
date regarding their customers’ needs and expectations. Utilities that understand
their attitudes, behaviors, and preferences are better able to target performance
improvement initiatives that can increase overall customer satisfaction and
garner support for infrastructure improvements.

The Solution
The J.D. Power Water Utility Residential Customer Satisfaction StudySM measures
satisfaction with water utility companies in four U.S. regions: Northeast,
Midwest, South, and West. The study, which provides the water industry with
insights into the evolving needs and demands of residential customers, includes
four objectives:
■■

Quantifying the factors that drive overall satisfaction among residential
customers

■■

Establishing the relative performance of the major water utility companies
in the United States in terms of how well they satisfy their residential
customers

■■

Capturing a nationwide footprint of water utility performance by including
as many utilities as possible

■■

Providing actionable information by developing insights about the needs of
water utility customers

How It Works
Sampling
To be included in the study, utilities must first meet the minimum market
share criteria of supplying water to at least 400,000 residential customers in
a geographic segment. Utilities meeting that criterion are given a sample size
quota to fulfill surveying requirements, after which an online survey is deployed.
For the 2016 study, a total of 28,000 online interviews with water utility
residential customers are conducted. Respondents are weighted to reflect the
experiences of more than 86 million residential customers served by 84 water
utilities included in the study.
Refer to the Appendix (pg. 6) to see a list of utilities included in the study.

2

Utilities that
understand their
attitudes, behaviors,
and preferences
are better able to
target performance
improvement initiatives
that can increase overall
customer satisfaction
and garner support
for infrastructure
improvements.

2016 Water Utility Residential Customer Satisfaction Study

J.D. Power Index
Based on data obtained from the survey, an index is created that quantifies
the impact that the factors and the attributes within them have on customer
satisfaction. Specifically, the relative weight that each attribute contributes to
the factor index is first calculated, followed by calculating the relative weight
each
contributes
to the overall satisfaction index. The results of those
INDEXfactor
METHODOLOGY
FORMULA
calculations are used to predict overall satisfaction based on a weighted sum of
the factors, which constitutes the overall index.
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Loyalty
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Factor
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Index

Diagnostic
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The “Index” is a
calculated roll-up
of performance
scores, weighted
relative to the
importance of
each factor to
overall satisfaction.

Factor
“Factors” are distinct
parts of the customer
experience that
together encompass
the entire experience.

Attribute

“Diagnostics” are critical
to quality elements that
influence satisfaction
within an attribute
or factor.

“Attributes” are
specific elements
that comprise
and drive satisfaction
within a factor.

Factors
Explain
Index

Attributes
Explain
Factor

Award Criteria
For a utility to be award eligible, it must meet a minimum of 100 completed
surveys in a given region. The highest-ranked utility in each region receives a
Source: 2013
U.S. Auto
Insurance Studythat subscribe to the study have the opportunity to
trophy.
Award
recipients
publicly leverage this award through J.D. Power’s award licensing program.
SM
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Leveraging J.D. Power Data to Better Understand
Competitive Position
Chart Elements Verification
Satisfaction
Drivers
Elements

Timeline of Changes/Updates
Yes

Type of Deliverable (Report, White Paper, Case Study, etc.)

Power Insight

The Water Utility Residential Customer Satisfaction Index segments the
Data provided (Excel/Word/PPT):
Data and/or edited chart provided on (date):
✔
customer experience into six factors:
Title of chart:
Illustrator/InDesign printout of chart to editing on (date):
Fill in date here/name of person editing
✔
Subtitle
of chart (if any):
Flag chart if it contains unanswered info on (date):
Fill in date here/other info if needed
✔
■■ Delivery
Axis titles (if any) okay:
Follow-up on chart if it contains unanswered info on (date):
Fill in date here/other info if needed
✔
■■ Price
Name and date
Second axis legend (if any) okay:
Chart proofed by Rita/Sandy prior to final deliverable on (initial/date):
✔
Editor’s
Name
Date
Task
Legend okay:
✔
■■ Billing and Payment
Name or email
Date
Brief explanation of update or change to chart
Source provided okay:
✔
■ Conservation
Name or email
Date
Brief explanation of update or change to chart
Run ■
Spell
check when final
✔
Notes:
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■■

Communications

■■

Customer Service

Name or email

Date

Brief explanation of update or change to chart

Name or email

Date

Brief explanation of update or change to chart

Name or email

Date

Brief explanation of update or change to chart

Name or email

Date

Brief explanation of update or change to chart

Name or email

Date

Brief explanation of update or change to chart

Name or email

Date

Brief explanation of update or change to chart
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Industry Best Practices
Key Performance Indicators (KPIs)—or best practices—and diagnostics provide
in-depth analyses of customer needs and preferences at each service “moment
of truth” by identifying the top service practices. This information has proven
to be invaluable in helping companies prioritize strategies that target the areas
most important to customers.
KPIs are individual diagnostic items that have the most significant relationship
with a customer’s overall experience with their water utility. The KPI break point
is the specific point at which satisfaction significantly improves, indicating a best
practice.

Oversampling
J.D. Power offers a proprietary oversample opportunity allowing utilities that are
not currently profiled in the syndicated study to obtain competitive data sets in
order to benchmark their performance against peer utilities that are profiled in
the study. This opportunity is also available for profiled utilities that would like
to dive deeper into a specific topic covered in the study. The same questionnaire
used for the syndicated study is used for the proprietary oversample study.

Subscription Details
The 2016 Water Utility Residential Customer Satisfaction Study provides access to
the insights and tools needed to gain a comprehensive, in-depth understanding
of how your utility is performing and to identify key areas needing
improvement.
Study deliverables include:
■■

Online dashboard analytic tool
——

Performance analysis: Allows users to easily view key metrics against
multiple points of reference, providing users with more control when
performing root-cause analyses and benchmarking

——

Verbatim comments: Full search functionality allows rapid access to
verbatims of interest

■■

Subscriber webcast: Competitive performance overview by factor

■■

Access to a personalized competitive data set allowing you to see how
your utility stacks up against your peers, the industry, and the highest
performers across six factors and attributes at both the national and
regional levels
——
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■■

An on-site executive presentation with management insights, which
includes customized strategic recommendations, study results, ongoing
best practices, and analyses of high-performing water utilities

■■

Swoop gap analysis: Highlights improvement opportunities which have the
greatest impact on customer satisfaction if improved

■■

Copy of the current questionnaire

About J.D. Power
J.D. Power is a global marketing information services company providing
performance improvement, social media, and customer satisfaction insights and
solutions. The company’s quality and satisfaction measurements are based on
responses from millions of consumers annually. Headquartered in Costa Mesa,
California, J.D. Power has offices in North/South America, Europe, and Asia
Pacific. For more information on car reviews and ratings, car insurance, health
insurance, cell phone ratings, and more, please visit jdpower.com/ratings.

For more information, please contact:
Andrew Heath at 720-352-9471 or at Andrew.Heath@jdpa.com
Enrique Genao at 248-229-4366 or at Enrique.Genao@jdpa.com
Brian Lawrence at 732-637-3723 or at Brian.Lawrence@jdpa.com
Tim Fox at 248-680-6480 or at Tim.Fox@jdpa.com
Jennifer Jarrett at 925-787-1704 or at Jennifer.Jarrett@jdpa.com
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APPENDIX: Profiled Brands
Northeast

West

●●

Aqua-Northeast

●●

Austin Water

●●

Anaheim Public Utilities

●●

Aquarion Water Company

●●

Baton Rouge Water Company

●●

Board of Water Supply (Honolulu)

●●

Boston Water and Sewer Commission

●●

Birmingham Water Works

●●

California American Water

●●

City of Baltimore

●●

Charlotte Water

●●

California Water Service

●●

DC Water

●●

City of Atlanta

●●

City of Fresno

●●

Erie County Water Authority

●●

City of Dallas

●●

City of Phoenix

●●

Monroe County Water Authority

●●

City of Fort Worth

●●

City of Sacramento

●●

New Jersey American Water

●●

City of Houston

●●

City of San Diego

●●

New York American Water

●●

City of Newport News

●●

Colorado Springs Utilities

●●

NYC Environmental Protection

●●

City of Oklahoma City

●●

Denver Water

●●

Pennsylvania American Water

●●

City of Raleigh

●●

East Bay Municipal Utility District

●●

Philadelphia Water Department

●●

City of Tampa

●●

Eastern Municipal Water District

●●

Regional Water Authority (Connecticut)

●●

City of Virginia Beach

●●

Golden State Water Company

●●

Suez (United Water)

●●

DeKalb County

●●

L.A. Dept. of Water & Power

●●

Suffolk County

●●

El Paso Water Utilities

●●

Las Vegas Valley Water District

●●

WSSC

●●

Fairfax Water

●●

Long Beach Water Dept

●●

Gwinnett County

●●

Mesa Water Resources

●●

JEA

●●

Portland Water Bureau

●●

Manatee County

●●

San Gabriel Valley Water Company

Midwest
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South

●●

Aqua-Midwest

●●

Metro Water Services (Nashville)

●●

San Jose Water Company

●●

Citizens Energy Group

●●

Miami-Dade County

●●

Seattle Public Utilities

●●

City of Chicago

●●

MLGW

●●

SFPUC

●●

City of Cleveland

●●

Orlando Utilities Commission (OUC)

●●

South Coast Water District

●●

City of Columbus

●●

Palm Beach County

●●

Tucson Water

●●

Detroit Water and Sewerage Dept

●●

Pinellas County

●●

Water Utility Authority (Albuquerque)

●●

Greater Cincinnati Water Works

●●

San Antonio Water System

●●

Illinois American Water

●●

The Cobb County Water System

●●

Indiana American Water

●●

Tulsa Water

●●

KC Water Services

●●

Louisville Water

●●

Metropolitan Utilities District (Omaha)

●●

Milwaukee Water Works

●●

Missouri American Water

●●

Saint Paul Regional Water Services

