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Wednesday February 2, 2005

Customers don’t like the taste and hardness of the water;

They are willing to pay to improve it;

District takes the next steps…

DUBLIN – Last night the Dublin San Ramon Services District Board of Directors were presented with the results of a telephone survey they had hired Fairbanks, Maslin, Maullin & Associates (FMMA) to conduct.  

“I’d like to thank the 400 water customers who took the time to participate in the 20-minute telephone survey regarding the drinkability of our water and how much they would be willing to pay to improve it,” says General Manager Bert Michalczyk,  “What we learned from the survey is that customers don’t like the taste nor the hardness of the water, and they are willing to pay an additional $36 per year to improve it,” he said, “But can the District do what our customers want for the rate increase they’re willing to absorb?”

Survey Results

At the February 1, 2005 Board Meeting of the Dublin San Ramon Services District, Fairbank, Maslin, Maulllin & Associates Vice President David Metz presented the results of the survey they conducted on behalf of the District. Highlights of the results are as follows:

· District customers have serious concerns regarding the taste and hardness of the District’s water. 

· The quality of water is more important than traffic congestion to District customers.

· Almost 60% of customers rate the drinkability of the water as only fair or poor: and taste (85% concerned) & hardness (34% concerned) emerge as the issues to address, while odor is of less concern. (11% concerned).

· Almost 80% of the customers are dissatisfied with the taste of their tap water most of the year. In other words, it is not a seasonal issue. 

· At least half of the customers dissatisfied with the taste of the water described it as metallic (58%), like chlorine (53%), and like a chemical (50%), while 48% described it as earthy. 

· Almost 50% of customers frequently experience a white crust forming on showerheads or sink fixtures; 56% frequently experience white spots forming in their shower or bath and 52% frequently experience white spots on their car when they wash it in the summer. Also, 83% of customers say their water is occasionally or frequently too hard. [Note that while 13% say their water is occasionally or frequently too soft, 15% of those surveyed own water softeners.]

· Only 15% of customers surveyed drink water straight from the tap (which is lower than other agencies FMMA has sampled), while 93% filter their drinking water in some way or purchase bottled water. 

· If the drinkability of the water were improved 78% of customers would drink less bottled or filtered water.

· 59% of customers surveyed were somewhat or very willing to pay an additional $6 every billing cycle if it meant the tap water would taste like bottled water (which would be a 10% increase in the average bimonthly bill of $62). (Note that 69% would pay an additional $3 and 44% would pay an additional $10).

Options

Now the questions are, “What level of treatment is required to meet the drinkability standard of customers and can it be met for $36 annual increase per customer? Should the District undertake its own water treatment “fix” or depend on Zone 7 Water Agency (the District’s water wholesaler) to implement their Water Quality Improvement Program? And if the District decides to depend on Zone 7 Water Agency, what assurance do we have that they will meet our customers’ needs?

Next Steps

The members of the Board discussed the next steps, including the following:

· Conduct a taste test and focus group analysis to quantify what customers mean when they say, “Improve the taste of the water.”

· Obtain from Zone 7 Water Agency a concrete representation of their commitment to enhance the taste, odor, and hardness of the water they supply the Valley retailers..

· Prepare an initial California Environmental Quality Act (CEQA) study of the alternatives to identify environmental flaws and to begin the public input process.

· Include in the District’s 2005-2015 Capital Improvement Plan and its 2005-2007 CIP Budget the project stems necessary to implement a District water quality improvement plan.

Founded in 1953, Dublin San Ramon Services District provides water, recycled water, and wastewater services at the lowest overall rate in the Tri Valley.
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