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Research Goals

• Keep a pulse on key metrics such as awareness and favorability 
of the District

• Understand what the District is doing well and where there is 
room for improvement

• Identify opportunities to communicate more about the District 
and its services

• Test the impact of providing additional information to customers 
and if it improves their opinions of the District
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Survey Methodology

(Note: Not All Results Will Sum to 100% Due to Rounding)

Dates September 16 – October 6, 2025

Research Population Mesa Water District Residential Customers

Total Interviews 609

Margin of Sampling Error (Full Sample) ±4.0% at the 95% Confidence Level

Contact Methods

Data Collection Modes

Languages English and Spanish

Tracking Resident Survey Conducted September 2024

Text
Invitations

Telephone
Calls

Email
Invitations

Telephone
Interviews

Online
Interviews
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A majority of customers think things in their city
are headed in the right direction.

Right 
Direction

53%

Wrong 
Track
31%Don't 

Know
16%

Would you say things in the city you live in are headed in the right direction, 
or do you feel they are off on the wrong track?
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64%

28%

3%

2%

4%

60%

27%

4%

2%

6%

Very reliable

Somewhat reliable

Somewhat unreliable

Very unreliable

Don’t know

2024 Resident Survey

Total 
Reliable

88%

Total 
Unreliable

6%

2025 Customer Survey

Over nine-in-ten customers continues to think their area
will have a reliable water supply over the next five years.

Total 
Reliable

92%

Total 
Unreliable

4%

A reliable water supply is one that can be depended upon to consistently provide enough water to meet a region’s needs. 
How reliable do you think your household’s water supply is going to be over the next five years? 
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A little less than half of customers are aware that 100% of their 
water is local, which is fairly similar to the 2024 customer survey.

100% of water is 
produced locally 

47%
Not sure

23%

Some water is 
imported from 

Northern California and 
the Colorado River

30%

100% of water is 
produced locally 

44%
Not sure

16%

Some water is imported 
from Northern California 
and the Colorado River

40%

2024 Resident Survey 2025 Customer Survey

Thinking of the water your household receives, which of the following statements do you think is accurate?
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More than 9-in-10 customers think they know their water agency, 
an increase from the 2024 resident survey.

Yes
92%No

7%

Prefer 
Not to 

Answer
1%Yes

85%
No

14%

Prefer 
Not to 

Answer
1%

2024 Resident Survey 2025 Customer Survey

Do you happen to know which agency is responsible for providing water services to your home?
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About eight-in-ten customers correctly identify Mesa Water District as their 
water provider without assistance, an increase from the prior survey.

2024 Resident Survey 2025 Customer Survey

61%

8%

9%

2%

1%

5%

15%

Total Mesa
Water District

69%

Mesa/Mesa Water/Mesa Water District

Mesa Consolidated Water District

Costa Mesa/Costa Mesa Water/
Costa Mesa Water District

Newport Mesa/Newport Mesa Water District

Orange County Water District

Other/No Answer

Not asked

Total Mesa
Water District

79%

73%

6%

7%

1%

1%

4%

8%

Other
13%

Other
14%

What is the name of the agency? (Asked of Customers Who Know Their Water Agency) 
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Eight-in-ten customers have a favorable opinion of
Mesa Water District, with similar numbers to the 2024 resident survey.

52%

29%

4%

3%

12%

1%

Very favorable

Somewhat favorable

Somewhat unfavorable

Very unfavorable

No opinion

Don’t know

Total 
Unfavorable

7%

Total 
Favorable

81%

50%

30%

4%

2%

13%

1%

Total 
Unfavorable

6%

Total 
Favorable

80%

2024 Resident Survey 2025 Customer Survey

Mesa Water District is the independent public agency responsible for providing water services to your household. 
In general, do you have a very favorable or unfavorable opinion of Mesa Water District or do you not have an opinion either way? 
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79%

78%

65%

58%

4%

5%

4%

18%

18%

30%

38%

Yes No No Opinion/Prefer Not to Say

74%

68%

61%

50%

5%

5%

5%

25%

27%

34%

44%

Yes No Not Sure/Prefer Not to Answer

(Ranked by 2025 Yes)

Compared to last year, customers give even more positive reviews of the District for being 
efficient, trustworthy, involved in the community and fiscally responsible.

Efficient

Trustworthy

Involved in the community

Fiscally responsible

2024 Resident Survey 2025 Customer Survey

Please indicate whether — in your opinion —the word or phrase accurately describes Mesa Water District.
‘Yes’ means you think the phrase does accurately describe Mesa Water District. ‘No’ means it does not.
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63%

30%

2%

1%

3%

66%

26%

4%

2%

2%

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

Don't know

Total 
Satisfied

92%

Total 
Dissatisfied

6%

More than nine-in-ten continue to be satisfied with the job
Mesa Water District is doing to provide water services to them.

Total 
Satisfied

93%

Total 
Dissatisfied

4%

2024 Resident Survey 2025 Customer Survey

Generally speaking, are you very satisfied, somewhat satisfied, somewhat dissatisfied or very dissatisfied 
with the job Mesa Water District is doing to provide water services to your household
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Q. Here is a list of specific services provided by Mesa Water District. Please indicate whether you are satisfied or dissatisfied with the District’s efforts to provide that service.

59%

43%

54%

68%

61%

58%

73%

24%

36%

29%

20%

23%

24%

20%

84%

79%

83%

89%

84%

82%

93%

Very Satisfied Somewhat Satisfied

Compared to the 2024 resident survey, satisfaction ratings are higher for customer 
service, value, communication about service issues and water safety.

55%

40%

52%

63%

57%

56%

75%

20%

31%

24%

20%

24%

26%

20%

75%

71%

76%

83%

81%

82%

95%

Very Satisfied Somewhat Satisfied

(Ranked by Difference)

Provide good customer service

Offer good value for the cost of water services 

Communicate with customers about scheduled repairs, 
service disruptions and other water-related issues 

Provide water that is safe to drink

Keep the water system in good condition through
timely repairs and maintenance 

Ensure an adequate water supply now and in the future

Provide reliable water service 

Difference

+9%

+8%

+7%

+6%

+3%

0%

-2%

2024 Resident Survey 2025 Customer Survey
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*Split Sample

47%

34%

34%

20%

30%

27%

20%

27%

7%

6%

4%

9%

5%

5%

14%

28%

40%

39%

Educate customers about ways to
maximize water efficiency

*Offer financial rebates to customers to encourage 
more efficient water usage, such as removing grass 

and installing water-efficient appliances

Educate youth and community members about 
water and water industry careers

*Offer rebate programs that help customers
save money on their water bill

Very Satisfied Somewhat Satisfied Somewhat Dissatisfied Very Dissatisfied Don't Know Total 
Satisfied

Total 
Dissatisfied

77% 8%

61% 11%

55% 6%

47% 14%

The survey also included four new items; of these, customers were 
most satisfied with efforts to educate them on water efficiency. 

Here is a list of specific services provided by Mesa Water District. Please indicate whether you are 
satisfied or dissatisfied with the District’s efforts to provide that service. 

(Ranked by Total Satisfied)
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53%

36%

4%

1%

6%

52%

30%

4%

2%

12%

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

Don't know

Total 
Satisfied

82%

Total 
Dissatisfied

6%

Close to nine-in-ten customers are satisfied
with the District’s communications overall.

Total 
Satisfied

89%

Total 
Dissatisfied

5%

2024 Resident Survey 2025 Customer Survey

In general, are you satisfied or dissatisfied with the District’s efforts to communicate with customers through 
direct mail, newsletters, social media, and other means? 
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Customers are most likely to have received information from the District in 
the mail: via newsletters, water bill inserts and postcards/letters.

Q12. *Question and Wording Slightly Different in Previous Survey

63%
48%

62%
36%

26%
23%

26%
8%

17%
12%

NA
4%

In the past year, have you seen or heard any news, information, or advertising from Mesa Water in the following ways?)
(Ranked by 2025 Yes)

In newsletters mailed to your house
Inserted into your water bill envelope

In postcards or letters mailed to your house
By email

On the Mesa Water District website
*In notices hung on your front door

At community events
*In a newspaper online or in print

In a text message
On social media like Facebook and Instagram

Tours and field trips at the Mesa Water Education Center

On the radio

67%
62%
61%

56%
45%

31%
30%

24%
16%
15%

13%
8%

2024 Resident Survey 2025 Customer Survey Difference

+4%
+14%

-1%
+20%

+19%

+8%
+4%

+16%

-1%

+3%
NA

+4%

16

93%

86%

84%

5%

6% 4%

4%

Mesa Water conducts over 30,000
water quality tests annually to ensure our water 

meets rigorous drinking water standards.

Mesa Water is AAA rated, the highest credit rating 
achievable by an organization — due to prudent 

financial management practices and
has no unfunded pension liabilities.

Mesa Water is the only water district in
Orange County that meets 100% of its community’s 

water needs with locally sourced groundwater.

6-7 (Very Important) 5 4 1 (Not at All Important)-3 Don't Know
Mean
Score

6.7

6.5

6.4

It is extremely important to customers that the District conducts 
over 30,000 water quality tests annually, as well as that water is all local 

and the District has a solid financial track record.
Here is some information about Mesa Water District. Please rate how important it is to you on a scale of 1-7, 

where 1 means it is not at all important to you and 7 means it is very important to you. You may use any number from 1 to 7. 
(Ranked by 6-7 (Very Important))



17

The District’s already-high favorability rating increases even further 
and gets more intense when customers learn more.

52%

29%

4%

3%

12%

1%

Very favorable

Somewhat favorable

Somewhat unfavorable

Very unfavorable

No opinion

Don’t know

Initial Opinions Opinions After Information

Total 
Unfavorable

7%

Total 
Favorable

81%

64%

26%

2%

3%

5%

0%

Total 
Unfavorable

4%

Total 
Favorable

90%

Now that you have thought and learned more about Mesa Water District, in general, do you have a favorable or 
unfavorable opinion of Mesa Water District — or do you not have an opinion either way?

18DELIBERATIVE CONSULTANT DRAFT.  NOT FOR PUBLICATION.  CA GOV’T CODE 7922.000. 

Conclusions
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Conclusions
• Customers are very aware of the District as their water service provider without 

assistance from the survey content or survey invitation.
• Nine-in-ten customers perceive that their area has a reliable water supply over the 

next five years. 
• About half of customers are aware that 100% of their water is provided from local 

services.
• Mesa Water District customers have extremely positive opinions about the District 

and its services both generally and on a variety of specific measures.
• The District is clearly seen as efficient and trustworthy, and customers give very 

strong ratings for the District’s provision of clean, safe water, maintenance of 
water lines, and providing good value and customer service. 
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Conclusions
• There is less awareness and greater uncertainty about the District’s fiscal 

management, efforts to offer rebates for water efficiency and educate youth and 
community  members about water and water industry careers.

• Educating customers about the amount of water quality testing the District does, 
its financial management, and the sources of water help to increase favorability 
of the District to an extremely high point of 90%.

• Customers are most likely to have received information from the District 
in the mail: via newsletters, water bill inserts and postcards/letters.
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