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For over a decade the Portland Water District
Customers like getting mail, but a has been conducting formal customer
growing Segment is interested in satisfaction surveys as part of our customer

. . . relations and continuous improvement
e-mail and internet services. .
strategies.

Customers’ preferred
method to receive
information is mail,
but interest in internet
services and e-mail
communications is
growing. More and
more customers are
taking advantage of the
Portland Water District’s online

payment options and service request forms.
At www.pwd.org customers can find the most
updated information related to water service
including account terms and conditions.

What's next?

Over the next few months,

management will review the 0@
survey results and incorporate FSC
findings into strategies to | MiredSources
improve services delivered R
to our customers. wc::s::"?gc;g;u“:iu.

LKN‘D‘WATER DISTRI’CT —




The Customer Satisfaction Survey has
been an important tool to help us set
service benchmarks, measure customer
interests, and understand community
values.

A few of the recent findings are highlighted
below and more can be found on our web site
at www.pwd.org.

Customers are pleased with
the service they get from the
Portland Water District.

For over a decade, PWD has earned a high,
stable satisfaction rate.

88% 85% 87% Sewer fees included on the water
bill confuse customers.

Because the Portland Water District includes
city and town wastewater charges on its
water bill, customers believe the

Portland Water District establishes

those charges. The fact is—city and town

2005 2008 2011 governments establish wastewater
rates and most contract with the
Customers understand the Portland Water District to be their billing agent.

relationship between watershed
protection and water quality.

Customers value water quality most, followed
by watershed protection, customer service, {7 B
low rates, and green initiatives. Wator btrict S T
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Paymeont - Thank You $38.00cn
BALANCE FORWARD $0.00
1 00 CURRENT CHARGES
Consumption Charge 52045 53031 $50.76
Total Current Charges $2045 3031 $50.76
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