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Customer Satisfaction Index

• Customer Satisfaction Index (CSI) – provides customer ratings for various 
organizational business attributes.

• Results provide insight to customers’ impressions of water, organizational and 
communication issues.

• Use feedback to design additional in-depth research and customer-driven 
outreach plans.
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Q3 '15 Overall Favorability
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Infrastructure

• How do you communicate with customers about infrastructure?  

• You ask them. 

• Objectives:
• Explore customers’ confidence in our ability to deliver water. 
• Explore customers’ agreement with various water system maintenance and 

reliability issues.
• Explore customers’ perspectives on financial issues related to system 

maintenance and reliability.
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Build new infrastructure to service expanding economic activity.

Build new infrastructure to service increase population.

Maintain or replace existing infrastructure.

Deliver water that is treated for removal of contaminants and lead to
its customers.

Consistently deliver water to customers over the next 3 to 5 years.

1 to 10 confident scale

How confident are you in your local water utility's ability to…?
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Build new infrastructure to service expanding economic activity
(6.76)

Build new infrastructure to service increase population (6.78)

Maintain or replace existing infrastructure (6.80)

Deliver water that is treated for removal of contaminants and lead to
its customers (6.82)

Consistently deliver water to customers over the next 3 to 5 years
(7.29)
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Top Box Neutral Bottom Box
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Build new infrastructure to service expanding economic activity (6.76)

Build new infrastructure to service increase population (6.78)

Maintain or replace existing infrastructure (6.80)

Deliver water that is treated for removal of contaminants and lead to its
customers (6.82)

Consistently deliver water to customers over the next 3 to 5 years (7.29)

Water Issues Ratings by LVVWD Favorability Ratings

Top Box (8-10/51%) Neutral (4-7/39%) Bottom Box (1-3/10%)
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Las Vegas has some of the best tasting water in the U.S.

Las Vegas has one of the highest water quality standards of major U.S.
cities.

Las Vegas has invested in a water quality testing system that monitors
water quality to customers 24/7.

Las Vegas has invested in its water infrastructure to ensure better
water quality and fewer service outages for residents.

Las Vegas has one of the country's most reliable water systems with
very few water service interruptions.

1 to 10 agreement scale

How much do you agree with the following water supply statements...?
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Las Vegas has some of the best tasting water in the U.S. (4.10)

Las Vegas has one of the highest water quality standards of major
U.S. cities (5.95)

Las Vegas has invested in a water quality testing system that
monitors water quality to customers 24/7 (6.84)

Las Vegas has invested in its water infrastructure to ensure better
water quality and fewer service outages for residents (7.14)

Las Vegas has one of the country's most reliable water systems with
very few water service interruptions (7.92)
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How much do you agree with the following water supply statements...?

Top Box Neutral Bottom Box
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Las Vegas has some of the best tasting water in the U.S. (4.10)

Las Vegas has one of the highest water quality standards of major U.S.
cities (5.95)

Las Vegas has invested in a water quality testing system that monitors
water quality to customers 24/7 (6.84)

Las Vegas has invested in its water infrastructure to ensure better water
quality and fewer service outages for residents (7.14)

Las Vegas has one of the country's most reliable water systems with very
few water service interruptions (7.92)

Water Quality Ratings by LVVWD Favorability Ratings

Top Box (8-10/51%) Neutral (4-7/39%) Bottom Box (1-3/10%)
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Water system construction &
maintenance costs

Labor - Cost of Employee Salaries Cost of Debt/Bond Payments Energy Costs

Based on what you know about Las Vegas Valley Water District’s business 
operations, please RANK the following operating expense categories from the 

one the District spends the MOST on to the one they spend the LEAST on.

Most Second Most Third Most Least
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Don't know

Money from water bills should be used primarily to pay down financial
debt on previous system improvements

Money from water bills should be used primarily to provide better
water quality and fewer service outages

Percentage

Which of the following statements best reflects your belief in how 
LVVWD should use the money it collects from its customers...?



13

7.3%

27.7%

29.7%

35.3%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Don't Know

Pay down current debt incurred for past system improvements

Pay for system upgrades that ensure better water quality and
safety, and fewer service outages

Invest more budget dollars to pay for future water system
repairs and equipment replacement

Percentage

As some additional background, LVVWD stores 900 million gallons of 
water and maintains 6,500 miles of water pipeline for its customers.  

Which of the following do you feel is the most important?



14

Don't Know
11%

Pay-as-you-go approach, 
100% of system 

improvements are paid 
for by water sales and 

larger rate increases for 
its customers

40%

50/50 approach to system 
improvements, borrowing 
50% of the money in the 
form of bond debt and 

50% from rate increases 
to customers; this means 
additional rate increases 

will be needed to pay 
back the debt later on.

49%

Which of the following best reflects your belief in how LVVWD should 
manage its debt and the money it collects from its customers and from 

bonds for water system delivery upgrades?
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Results

• Confidence deficit in our ability to maintain or build the water delivery 
system.

• Agreement deficit on important water delivery system issues.

• Discuss impacts of debt and money management options.
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Strategy

• This is a continuous outreach effort.

• Focus on the technical and infrastructure-intensive nature of delivering safe 
water to customers.

• Discuss water utility investments and financing strategies.

• Target customer segments to associated messaging.
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Core Infrastructure Messages

• We have better water quality and fewer service outages than many major cities.

• Building and maintaining water-related facilities is the largest expense.

• Water System Points
– One of the world’s newest and most advanced water treatment and delivery systems. 
– Maintains nearly 6,500 miles of water delivery pipes.
– 375,000 water meters. 
– Dozens large of water pumping stations.
– Stores 900 million gallons worth of drinking water reservoirs.
– Advanced instruments and equipment to ensure water meets all health standards.

• The efficiency and reliability of our water systems is no accident – it is achieved by 
planning, maintenance and investment by the community.  


