
We value our customers,

and it shows
For over a decade the Portland Water District 
has been conducting formal customer 
satisfaction surveys as part of our customer 
relations and continuous improvement 
strategies.

Customers like getting mail, but a 
growing segment is interested in 
e-mail and internet services.

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 fi nd 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 
survey results and incorporate 
fi ndings into strategies to 
improve services delivered 
to our customers. 
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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 fi ndings 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.

Customers understand the 
relationship between watershed 
protection and water quality.

Customers value water quality most, followed 
by watershed protection, customer service, 
low rates, and green initiatives. 

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 
governments establish wastewater 
rates and most contract with the 
Portland Water District to be their billing agent.   
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