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2019 – 2021 Strategic Plan Goals
Assure Long-Term Financial Stability and Integrity

Further Develop an Excellent Customer Experience

Recruit, Develop, and Maintain a High-Performing Workforce

Increase Stakeholder Understanding and Support

Focus on Energy and Water Resource Sustainability

Enhance Infrastructure Strategy and Performance

Ensure Delivery of Quality Water Now and into the Future

SPRWS Pyramid of Success



Customer 
Survey
Background 
and Goals

The purpose of the survey is to:
• Assess customer opinion regarding customer service, 

billing and payment options.
• Measure customer satisfaction with currently 

provided services.
• Determine customer source of drinking water.
• Demonstrate SPRWS values customer input.

Survey results will be used to:
• Measure changes in satisfaction and perceptions 

from prior surveys.
• Identify potential areas in need of enhancement or 

improvement.
• Provide input for communications with customers.
• Strengthen customer relationships. 
• Create a baseline for future online surveys. 
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Customer 
Survey 
Background 
and Goals

St Paul Regional Water Services has conducted a 
customer survey every 3 years, with the most 
recent prior survey completed in 2016.

All prior surveys were conducted by phone.

To establish a baseline to online survey data and 
provide comparative data to phone surveys, the 
2020 survey was conducted both by phone and 
online.

• 250 surveys were completed by phone
• 274 surveys were completed online
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Key Findings

• St. Paul Regional Water Services are maintaining high levels of satisfaction.
• Nearly 90% of residents rate overall satisfaction positively; 87% rate delivery on your 

mission positively.

• Water quality (85%), value (83%) and aspects of water quality ratings remain 
high.

• Water taste (80%)
• Smell (85%)
• Color (91%)
• Safety (79%)

• Nearly 70% of residents use tap water in 2020.
• Use of both bottled and filtered tap water has increased.
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Key Findings
• Two-thirds of residents are interested in lead level testing.

• Interest in lead level testing has risen since 2016 from 57% to 68%.

• More than half of residents report water quality is the topic of most 
interest.

• Phone is residents’ most preferred method to contact SPRWS.

• Interest and usage of all payment options has risen since 2016.

• Two thirds of residents rate customer service as excellent.

6



SPRWS’s overall job rating remains strong
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2016 n=400, 2020 n=524
Using a scale of excellent, good, fair, or poor, please rate the job St. Paul Water is doing overall.
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A majority of residents rate SPRWS as excellent or good 
at reliably providing quality water to the community 
and protecting water sources
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2016 n=400, 2020 n=524
Using a scale of excellent, good, fair, or poor, please rate the job St. Paul Water is doing on each of the following responsibilities:
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Residents rate SPRWS slightly better on billing, payment 
options and charges in 2020 compared to 2016
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2016 n=400, 2020 n=524
Using a scale of excellent, good,  fair, or poor, please rate the job St. Paul Water is doing on each of the following responsibilities:
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A majority of residents continue to rate SPRWS positively 
on responding to issues and communication of shut 
downs and rate changes 
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2016 n=400, 2020 n=524
Using a scale of excellent, good, fair, or poor, please rate the job St. Paul Water is doing on each of the following responsibilities:
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Perceptions of water quality (85%) and value (83%) 
continue to have positive ratings
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2016 n=400, 2020 n=524
Using a scale of excellent, good, fair, or poor, please rate the overall quality of the tap water you receive at your residence.
Using a scale of excellent, good, fair, or poor, please rate the overall value of the tap water you receive at your residence
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Positive ratings remain high for tap water’s taste (80%), 
smell (85%), color (91%), and safety (79%)
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Nearly 70% of residents drink tap water
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n=524
For drinking water in your home do you mostly use water from the tap, bottled water or something else?
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Q22

				Qtn 22: For drinking water in your home do you mostly use water from the tap, bottled water or something else?



		Respondent		Source		Response

		1		Phone		TAP FILTER

		4		Phone		TAP WATER FILTERED THROUGH THE REFRIGERATOR

		25		Phone		ABOUT 50/50, BOTTLED AND TAP

		34		Phone		I HAVE A WATER DISPENSER

		36		Phone		IT’S FILTERED THROUGH FRIDGE

		39		Phone		LIKE A FILTER

		40		Phone		BRITA FILTER

		57		Phone		TAP ON FILTER

		67		Phone		WATER FROM STORE

		73		Phone		FILTER JUG

		84		Phone		SPRING WATER

		97		Phone		KEEP A BOTTLE OF WATER THAT HAS BEEN PREVIOUSLY BOILED IN THE KETTLE

		130		Phone		WE USE A FILTER

		186		Phone		FILTERED THROUGH THE REFRIGERATOR

		218		Phone		BOTH, BOTTLE WATER AND TAP

		222		Phone		FILTER

		234		Phone		BOTH BOTTLE WATER AND TAP

		243		Phone		FILTERED FROM FRIDGE

		255		Phone		FILTER WATER FROM FRIDGE

		263		Phone		FILTERED

		284		Phone		BOTH FROM TAP AND BOTTLED WATER

		301		Phone		WATER FROM FRIDGE

		303		Phone		SPRING WATER

		312		Phone		BOTH

		318		Phone		WE HAVE A PUR FILTER WE USE THE PUR FILTER FOR COOKING AND THE ANIMALS AND WE DRINK BOTTLED WATER.

		327		Phone		BOTH BOTTLED AND TAP

		339		Phone		BOTH WATER FROM THE TAP AND BOTTLED WATER

		42		Online		BRITA FILTERED TAP WATER

		912		Online		FILTER

		211		Online		FILTER IN KITCHEN

		278		Online		FILTERED

		222		Online		FILTERED - REFRIGERATOR

		282		Online		FILTERED FROM FRIDGE

		163		Online		FILTERED TAP

		283		Online		FILTERED TAP WATER

		2245		Online		FILTERED TAP WATER

		307		Online		FILTERED WATER

		1415		Online		FILTERED WATER THROUGH REFRIGERATOR

		151		Online		KINETICO

		1882		Online		PURE FILTER

		1422		Online		PURIFIED WATER DISPENSER

		361		Online		TAP WATER OR FILTERED TAP WATER FOR BREWING

		316		Online		WATER FROM REFRIGERATOR DISPENSER (FILTERED AND CHILLED)

		138		Online		WE HAVE AN RO SYSTEM

		401		Online		ZERO WATER PITCHER





Q24

				Qtn 24: what is the main reason you do not typically use water from the tap for your drinking water?

		Respondent		Source		Response

		24		Phone		WE JUST USE THE FILTER BECAUSE IT CAME WITH THE REFRIGERATOR

		36		Phone		FROM THE FRIDGE

		45		Phone		IT CAME WITH THE REFRIGERATOR. I USE BOTH TAP AND FILTERED. I JUST USE WHATEVER IS CLOSEST.

		66		Phone		I DON'T TRUST THE TAP WATER

		72		Phone		IT'S WHAT WE DID GROWING UP

		73		Phone		NOT COLD ENOUGH

		79		Phone		THE WATER OF THE REFRIGERATOR IS COLD

		93		Phone		OVERALL ENVIRONMENTAL BENEFITS

		95		Phone		WE DO IT FOR GUESTS WHO DON'T TRUST TAP WATER. THEY COME FROM OTHER TOWNS WITH TERRIBLE TAP WATER AND CANNOT BELIEVE THAT WE HAVE GOOD TAP WATER.

		97		Phone		BECAUSE MY WIFE LIKES IT THAT WAY

		105		Phone		BECAUSE OF THE SMELL AND THE WAY IT COMES OUT WHEN IT FIRST COMES OUT

		140		Phone		WE'RE USED TO DRINKING SPRING WATER.

		187		Phone		SO SINCE THE ST. PAUL WATER COME FROM THE MISSISSIPPI AND THEY FILTER AND PUT CHLORINE TO KILL THE BACTERIA, EXCESS AMOUNT OF FLUORIDE IS NOT GOOD.

		188		Phone		UM I FILTER TO TAKE OUT CHEMICALS

		202		Phone		WE JUST HAVE A WATER SOFTENER SYSTEM THAT WAS HERE WHEN WE BOUGHT THE HOUSE

		220		Phone		USE IT TO REMOVE HARD MINERALS

		246		Phone		MORE CONVENIENT

		251		Phone		TASTE OF IRON

		256		Phone		I USE TAP WATER BUT I LIKE TO REFRIGERATE IT FOR COOLING IT.

		260		Phone		IT FEELS BETTER GETTING IT FROM THE REFRIGERATOR

		279		Phone		IT'S THE SAME WATER IT JUST GOES THROUGH THE FRIDGE. THE SAME CITY WATER IS HOOKED UP TO THE FRIDGE. IT'S COLDER.

		280		Phone		COLDER WATER

		284		Phone		CONVENIENCE

		297		Phone		TEMPERATURE IS COLDER

		303		Phone		I DON'T LIKE THE FLUORIDE IN THE WATER

		315		Phone		FLUORIDATED WATER, WILL NOT CONSUME IT.

		317		Phone		IF I PUT IT IN THE FRIDGE, IT'S COLDER

		339		Phone		BECAUSE I WOULD RATHER HAVE FLAVORED WATER THAN TAP WATER, BUT I USE TAP WATER FOR COOKING AND EVERYTHING ELSE

		341		Phone		SAVES ON PLASTIC

		345		Phone		WE HAVE A FRIDGE WITH A FILTERING SYSTEM, SO IT'S EASY

		347		Phone		WE JUST, WE LIKE IT COLD, SO WE PUT IT IN A PITCHER AND KEEP IT IN THE FRIDGE, AND OUR PITCHER JUST HAPPENS TO BE A BRITA WATER FILTER

		360		Online		COLDER IN THE FRIDGE

		1685		Online		DRINK THROUGH FILTER, USE REGULAR TO COOK, MAKE COFFEE, ETC.

		367		Online		FLUORIDE

		287		Online		I DRINK DISTILLED WATER

		1428		Online		IT IS COLDER FROM A PITCHER IN FRIDGE

		2047		Online		LEAD IN WATER

		204		Online		LEAD PIPES STREET AND IN HOUSE

		361		Online		MORE CONVENIENT FILTERED CHILLED FROM PUSH BUTTON IN REFRIGERATOR

		283		Online		MUCH HEALTHIER TO FILTER

		209		Online		PUT FILTERED WATER IN FRIDGE

		1882		Online		REMOVE CHLORINE BYPRODUCT

		317		Online		TASTE OF CHLORINE





Q37

				Qtn 37: How do you prefer communicating with St Paul Water?



		Respondent		Source		Response

		45		Phone		IN PERSON

		254		Phone		DON'T COMMUNICATE

		317		Phone		NO PREFERENCE

		341		Phone		BUILDING OFFICE

		1432		Online		APP ON PHONE

		357		Online		LANDLORD PAYS WATER

		160		Online		NEVER CONTACTED THEM

		1165		Online		NONE

		407		Online		NONE





Q40

				Qtn 40: Do you consider yourself to be African-American, white, Hispanic or Latino, Asian or Pacifi Islander, multi-racial or something else?



		Respondent		Source		Answer

		137		Phone		NATIVE AMERICAN/EURO MIX

		141		Phone		EUROPEAN

		206		Phone		MEXICAN

		262		Phone		NATIVE

		297		Phone		EUROPEAN AMERICAN

		303		Phone		NATIVE AMERICAN

		344		Phone		HEBREW

		1754		Online		HUMAN

		358		Online		HUMAN RACE

		290		Online		MENDAWAKATON/LAKOTA

		173		Online		NATIVE AMERICAN

		2047		Online		NATIVE AMERICAN

		182		Online		POST-RACIAL





Data Check

		24		other

		36		other

		45		other

		51		don’t know 		7

		66		other

		72		other

		73		other

		79		other

		93		other

		95		other

		97		other

		105		other

		140		don’t know		7

		187		other

		188		other

		194		other - NO RESPONSE

		202		other

		214		other - NO RESPONSE

		220		other

		226		other

		229		other

		232		other

		246		other

		251		other

		256		other

		260		other

		279		other

		280		other

		284		other

		292		other

		297		other

		315		other

		317		other

		339		other

		341		other

		345		other

		347		other







The significant rise in bottled water usage is driven by 
significant increases among the age groups of 19-44 
and 45-64 years
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2016 n=400, 2020 n=524
For drinking water in your home do you mostly use water from the tap, bottled water or something else?
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15
n=524
Using a scale from 1 to 5 where 1 is not at all interested and 5 is very interested, how interested would you be in having St. Paul Water test your water for free to 
determine lead levels in your home drinking water?

A majority of residents are interested in having SPRWS 
test lead levels in their home drinking water
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Interest in information on lead in drinking water has 
increased since 2016.
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n=400 (2016); 524 (2020)
Would you be interested in having more information on lead in drinking water provided to you by St. Paul Water? 
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More than half of residents report water quality is the 
topic of most interest 

17
n=524
On which of these water-related topics are you most interested in getting more information?
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Half of residents prefer communicating with SPRWS 
through a phone call

18
n=524 – Multiple response
How do you prefer communicating with St. Paul Water?
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Q22

				Qtn 22: For drinking water in your home do you mostly use water from the tap, bottled water or something else?



		Respondent		Source		Response

		1		Phone		TAP FILTER

		4		Phone		TAP WATER FILTERED THROUGH THE REFRIGERATOR

		25		Phone		ABOUT 50/50, BOTTLED AND TAP

		34		Phone		I HAVE A WATER DISPENSER

		36		Phone		IT’S FILTERED THROUGH FRIDGE

		39		Phone		LIKE A FILTER

		40		Phone		BRITA FILTER

		57		Phone		TAP ON FILTER

		67		Phone		WATER FROM STORE

		73		Phone		FILTER JUG

		84		Phone		SPRING WATER

		97		Phone		KEEP A BOTTLE OF WATER THAT HAS BEEN PREVIOUSLY BOILED IN THE KETTLE

		130		Phone		WE USE A FILTER

		186		Phone		FILTERED THROUGH THE REFRIGERATOR

		218		Phone		BOTH, BOTTLE WATER AND TAP

		222		Phone		FILTER

		234		Phone		BOTH BOTTLE WATER AND TAP

		243		Phone		FILTERED FROM FRIDGE

		255		Phone		FILTER WATER FROM FRIDGE

		263		Phone		FILTERED

		284		Phone		BOTH FROM TAP AND BOTTLED WATER

		301		Phone		WATER FROM FRIDGE

		303		Phone		SPRING WATER

		312		Phone		BOTH

		318		Phone		WE HAVE A PUR FILTER WE USE THE PUR FILTER FOR COOKING AND THE ANIMALS AND WE DRINK BOTTLED WATER.

		327		Phone		BOTH BOTTLED AND TAP

		339		Phone		BOTH WATER FROM THE TAP AND BOTTLED WATER

		42		Online		BRITA FILTERED TAP WATER

		912		Online		FILTER

		211		Online		FILTER IN KITCHEN

		278		Online		FILTERED

		222		Online		FILTERED - REFRIGERATOR

		282		Online		FILTERED FROM FRIDGE

		163		Online		FILTERED TAP

		283		Online		FILTERED TAP WATER

		2245		Online		FILTERED TAP WATER

		307		Online		FILTERED WATER

		1415		Online		FILTERED WATER THROUGH REFRIGERATOR

		151		Online		KINETICO

		1882		Online		PURE FILTER

		1422		Online		PURIFIED WATER DISPENSER

		361		Online		TAP WATER OR FILTERED TAP WATER FOR BREWING

		316		Online		WATER FROM REFRIGERATOR DISPENSER (FILTERED AND CHILLED)

		138		Online		WE HAVE AN RO SYSTEM

		401		Online		ZERO WATER PICTURE





Q24

				Qtn 24: what is the main reason you do not typically use water from the tap for your drinking water?

		Respondent		Source		Response

		24		Phone		WE JUST USE THE FILTER BECAUSE IT CAME WITH THE REFRIGERATOR

		36		Phone		FROM THE FRIDGE

		45		Phone		IT CAME WITH THE REFRIGERATOR. I USE BOTH TAP AND FILTERED. I JUST USE WHATEVER IS CLOSEST.

		66		Phone		I DON'T TRUST THE TAP WATER

		72		Phone		IT'S WHAT WE DID GROWING UP

		73		Phone		NOT COLD ENOUGH

		79		Phone		THE WATER OF THE REFRIGERATOR IS COLD

		93		Phone		OVERALL ENVIRONMENTAL BENEFITS

		95		Phone		WE DO IT FOR GUESTS WHO DON'T TRUST TAP WATER. THEY COME FROM OTHER TOWNS WITH TERRIBLE TAP WATER AND CANNOT BELIEVE THAT WE HAVE GOOD TAP WATER.

		97		Phone		BECAUSE MY WIFE LIKES IT THAT WAY

		105		Phone		BECAUSE OF THE SMELL AND THE WAY IT COMES OUT WHEN IT FIRST COMES OUT

		140		Phone		WE'RE USED TO DRINKING SPRING WATER.

		187		Phone		SO SINCE THE ST. PAUL WATER COME FROM THE MISSISSIPPI AND THEY FILTER AND PUT CHLORINE TO KILL THE BACTERIA, EXCESS AMOUNT OF FLUORIDE IS NOT GOOD.

		188		Phone		UM I FILTER TO TAKE OUT CHEMICALS

		202		Phone		WE JUST HAVE A WATER SOFTENER SYSTEM THAT WAS HERE WHEN WE BOUGHT THE HOUSE

		220		Phone		USE IT TO REMOVE HARD MINERALS

		246		Phone		MORE CONVENIENT

		251		Phone		TASTE OF IRON

		256		Phone		I USE TAP WATER BUT I LIKE TO REFRIGERATE IT FOR COOLING IT.

		260		Phone		IT FEELS BETTER GETTING IT FROM THE REFRIGERATOR

		279		Phone		IT'S THE SAME WATER IT JUST GOES THROUGH THE FRIDGE. THE SAME CITY WATER IS HOOKED UP TO THE FRIDGE. IT'S COLDER.

		280		Phone		COLDER WATER

		284		Phone		CONVENIENCE

		297		Phone		TEMPERATURE IS COLDER

		303		Phone		I DON'T LIKE THE FLUORIDE IN THE WATER

		315		Phone		FLUORIDATED WATER, WILL NOT CONSUME IT.

		317		Phone		IF I PUT IT IN THE FRIDGE, IT'S COLDER

		339		Phone		BECAUSE I WOULD RATHER HAVE FLAVORED WATER THAN TAP WATER, BUT I USE TAP WATER FOR COOKING AND EVERYTHING ELSE

		341		Phone		SAVES ON PLASTIC

		345		Phone		WE HAVE A FRIDGE WITH A FILTERING SYSTEM, SO IT'S EASY

		347		Phone		WE JUST, WE LIKE IT COLD, SO WE PUT IT IN A PITCHER AND KEEP IT IN THE FRIDGE, AND OUR PITCHER JUST HAPPENS TO BE A BRITA WATER FILTER

		360		Online		COLDER IN THE FRIDGE

		1685		Online		DRINK THROUGH FILTER, USE REGULAR TO COOK, MAKE COFFEE, ETC.

		367		Online		FLUORIDE

		287		Online		I DRINK DISTILLED WATER

		1428		Online		IT IS COLDER FROM A PITCHER IN FRIDGE

		2047		Online		LEAD IN WATER

		204		Online		LEAD PIPES STREET AND IN HOUSE

		361		Online		MORE CONVENIENT FILTERED CHILLED FROM PUSH BUTTON IN REFRIGERATOR

		283		Online		MUCH HEALTHIER TO FILTER

		209		Online		PUT FILTERED WATER IN FRIDGE

		1882		Online		REMOVE CHLORINE BYPRODUCT

		317		Online		TASTE OF CHLORINE





Q37

				Qtn 37: How do you prefer communicating with St Paul Water?



		Respondent		Source		Response

		45		Phone		IN PERSON

		254		Phone		DON'T COMMUNICATE

		317		Phone		NO PREFERENCE

		341		Phone		BUILDING OFFICE

		1432		Online		APP ON PHONE

		357		Online		LANDLORD PAYS WATER

		160		Online		NEVER CONTACTED THEM

		1165		Online		NONE

		407		Online		NONE





Q40

				Qtn 40: Do you consider yourself to be African-American, white, Hispanic or Latino, Asian or Pacifi Islander, multi-racial or something else?



		Respondent		Source		Answer

		137		Phone		NATIVE AMERICAN/EURO MIX

		141		Phone		EUROPEAN

		206		Phone		MEXICAN

		262		Phone		NATIVE

		297		Phone		EUROPEAN AMERICAN

		303		Phone		NATIVE AMERICAN

		344		Phone		HEBREW

		1754		Online		HUMAN

		358		Online		HUMAN RACE

		290		Online		MENDAWAKATON/LAKOTA

		173		Online		NATIVE AMERICAN

		2047		Online		NATIVE AMERICAN

		182		Online		POST-RACIAL







Perception of excellent service has increased to 67%

19
n=39 (2016); 30 (2020)
On a scale of 1 to 5, with 1 being poor and 5 being excellent, how would you rate the quality of the service your received when you contacted St. Paul Water?
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Call time response is rated as excellent by 50% of 
residents who contacted SPRWS with a problem or 
complaint in the last year

20n=30
On a scale of 1 to 5, with 1 being poor and 5 being excellent, how would you rate the length of time before your call was answered?
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Interest in payment via a smart phone app has risen

21

2016 n=255, 2020 n=421
I’m going to read a list of potential payment methods for your water bill.  Please tell me whether you are very interested, somewhat interested, or not at all interested in 
each method?

• In 2020 online payments through the SPRWS website garner significantly more very interested responses than any of the other payment methods.
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22

n=421
I’m going to read a list of potential payment methods for your water bill.  Please tell me whether you are very interested, somewhat interested, or not at all interested in 
each method? Auto-pay from your checking or savings account. 

Over half of payors are using or interested in paying via 
auto-pay from a checking or savings account

• Payors 65 years and older are significantly less likely to be very interested in the auto-pay method.
• Payors ages 19-44 are significantly less likely to be not at all interested in the auto-pay method.
• Payors 65 years and older are significantly more likely to report they already use an auto-pay method.
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Key Findings Summary

• Overall customer satisfaction at nearly 90%.

• 68% are interested in receiving more information on lead in drinking water. 

• Positive response related to water quality at 85% and value at 83%.

• Two thirds of residents who contacted customer service in the past year rate 
customer service as excellent.
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Questions
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