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Rowland Water District - Community Opinion Survey
Report on results

From Friday, October 12 through Monday, November 4, 2018 J. Wallin Opinion Research conducted a telephone survey
of voters within the boundaries of Rowland Water District.

We interviewed 204 respondents using live, professional interviewers, speaking Spanish, Chinese (Simple Mandarin) and
English languages and calling both mobile and landlines (74.0% of this survey was completed on mobile phones). A
survey of this size yields a margin of error of +/-6.8% (95% confidence interval). Our sample is stratified, meaning that the
demographic composition of our results matches the demographic composition of the region we surveyed.

J. Wallin Opinion Research performs research on behalf of business, government and political clients.

2(714) 906-2061
jwallin@jwallin.com



3(714) 906-2061
jwallin@jwallin.com

General Themes



What are the top issues 
Facing the community?

Question: What is the most important issue facing you and your family today?
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24.5%

7.8%

4.4%

3.9%

2.5%

2.5%

2.0%

19.1%

13.2%

10.8%

9.3%

Jobs / Economy

Healthcare

Transportation / Traffic

Public Safety / Crime

Water / Drought

Taxes

Government

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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Water Usage



21.5% of respondents
Say they are using less water than they did last year

Question: Would you say that you are using more, less or about the same amount of water as you did this time last 
year? 
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9.8%

21.5%

66.7%

2.0%

Using more Using less Using about the same Unsure / Refused
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Drinking Water Quality
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88.7% are satisfied (34.8% are very satisfied)
With the quality of their drinking water

Question: Thinking about the quality of drinking water that comes out of the tap at your home, would you say that you 
are very satisfied, somewhat satisfied, somewhat dissatisfied or very dissatisfied? 
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2012 2015 2012 2015 2012 2015

34.8%

0.5%

53.9%

4.9%

Satisfied Dissatisfied Unsure / Refused

88.7%

5.4%

5.9%

Somewhat

Very

Somewhat
Very
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Water Availability and Water Sources
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Concern about the availability of water in the community
Has skyrocketed from 19.9% in 2012 to 73.5% in 2018

Question: How concerned are you about the availability of water in your community in the years to come?
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2012 2015 2012 2015 2012 20155.0%

32.3%
41.0%

14.7%
14.9%

41.2%

38.0%

9.8%

2012
19.9%

2012
0.7%

Concerned Not concerned Unsure / Refused

2018
73.5%

2012
79.0%

2018
24.5%

2018
2.0%

Somewhat

Extremely
Not too

Not at all 



Where do respondents think that most 
Of their drinking water comes from?

Question: Where do you think that most of the drinking water that comes out of your tap at home comes from?
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34.4%

33.3%

31.3%

24.6%

16.4%

5.1%

8.2%

Rain water that is captured in local reservoirs

Imported water from elsewhere in California

Imported water from other states

Recycled water

Groundwater wells

Desalinated ocean water

Unsure / Refused
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Recycled Water
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93.6% (an increase from 2012) feel that recycled water
Is important towards helping their community’s future water needs

Question: How important do you feel recycled water is in helping your community’s future water needs?
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2012 2015 2012 2015 2012 2015

41.3%

64.2%

9.5%
2.0%

42.8%

29.4%

3.5%
1.5%

2012
84.1%

2012
3.0%

Important Not important Unsure / Refused

2018
93.6%

2012
13.0% 2018

3.4%
2018
3.0%

Somewhat

Very

Not very 
Not at all 



14

24.5% are aware that their water service provider
Has a recycled water program

Question: Are you aware that your water service provider has a recycled water program?
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2012 2015 2012 2015 2012 2015

34.3%
24.5%

37.6%

69.1%

28.1%

6.4%

2012

Yes No Unsure / Refused

2018

2012

2018

2012

2018
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Cost and Value of Drinking Water



58.8% say that the amount they pay for drinking water
Is just about right

Question: Thinking about how much you pay for the drinking water that is delivered to your home, would you say you 
pay too much, too little or is the amount you pay just about right?
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26.0%

2.0%

58.8%

13.2%

Too much Too little Just about right Unsure / Refused
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Respondents say that Water offers the best value for money
Increasing significantly above Gas and Electric in 2018

Question: I am going to mention six utilities that serve the needs of residents and businesses in the region. Considering 
only those utilities that you pay for, which TWO would you say are the best value for the amount of money that you pay?
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52.0%

41.7%

40.2%

21.6%

19.1%

8.8%

8.4%

53.0%

60.4%

51.7%

22.9%

24.4%

15.9%

12.2%

Water

Gas

Electric

Internet access

Mobile Phone

Cable or Satellite TV

Unsure / Refused

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018
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Introducing Rowland Water District
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49.5% can name the agency that 
Provides the drinking water to their home

Question: Can you tell me the name of the agency that provides the drinking water to your home?
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49.5%

13.2%

32.4%

79.8%

9.0%

11.2%

Rowland Water District

Other

Don't know

2012

2018

2012

2018

2012

2018
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89.2% approve of the job that Rowland Water District
Is doing delivering water to their home

Question: Rowland Water District services a 17.2 square mile area in southeastern Los Angeles County, providing 
drinking and recycled water for approximately 58,000 people through 13,500 service connections in portions of Rowland 
Heights, Hacienda Heights, La Puente and the cities of Industry and West Covina. In general, do you approve or 
disapprove of the job that Rowland Water District is doing delivering water to your home?
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2012 2015 2012 2015 2012 2015

43.1%

1.0%

46.1%

4.4%

Approve Disapprove Unsure / Refused

89.2%

5.4%

5.4%

Somewhat

Strongly

Somewhat
Strongly



What are the top reasons that 89.2%
Approve of the District’s job performance?*

Question: Thinking specifically, why do you approve of the job Rowland Water District is doing?
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18.6%

18.6%

15.7%

10.3%

2.9%

2.5%

2.5%

2.5%

7.8%

5.9%

2.0%

No Problems With Service

Good Job / Good Service

Reliable / Constant Water Access

Good Water Quality

Repairs Are Quick

Good Communication

Recycled Water / Eco Friendly

Need Water

Other

Don't Know / Unsure

Refused / No Comment / No Opinion
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*Asked only of those who respond approve
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2.5%

2.5%

0.5%

Costly

Other

Don't Know / Unsure

(714) 906-2061
jwallin@jwallin.com

What are the top reasons that 5.4% (less than the MOE)
Disapprove of the District’s job performance?*

Question: Thinking specifically, why do you disapprove of the job Rowland Water District is doing?

*Asked only of those who respond disapprove
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Communications and Outreach
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When was the last time you read or heard something
From their water provider?

Question: When was the last time you read or heard about something from your water provider, OTHER than your 
monthly billing statement?
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3.9%

9.8%

8.8%

4.4%

3.4%

7.8%

55.4%

6.5%

4.0%

24.9%

14.4%

8.2%

6.2%

8.5%

20.4%

13.4%

Within the last week

Within the last month, but not as recently as within the last week

Within the last three months, but not as recently as within the last
month

Between four to six months ago

Between six months to a year ago

More than a year ago

Don’t recall seeing or hearing anything other than the monthly 
billing statement

Unsure / Refused

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018

2012

2018
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What kinds of communication from their water provider
Do respondents recall?

Question: What kinds of routine or special communications from your water provider do you recall?
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34.8%

22.1%

10.8%

8.8%

7.4%

7.4%

7.4%

6.9%

6.9%

1.5%

3.9%

26.0%

4.9%

46.6%

24.2%

0.0%

3.2%

15.5%

0.0%

0.0%

0.0%

2.0%

0.0%

6.0%

0.0%

16.2%

Messages included with your monthly billing statement

The District’s newsletter mailed to your home

Social Media, such as Twitter, Facebook, NextDoor, Yelp or…

E-mail alerts

District newsletter delivered electronically

Postings on the District’s website

Notices and articles printed in newspapers

Community events, such as Town Hall meetings

Automated messages sent to your phone

An app for your smartphone

Some other way

None of these

Unsure / Refused

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018

2012
2018



How would respondents prefer that Rowland Water District
Keep them informed about water service and related issues?

Question: How would you prefer that Rowland Water District keep you informed about water services and water-related 
issues? Choose as many as you like, or none at all.
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40.7%

28.4%

27.5%

12.7%

11.8%

10.8%

9.3%

8.3%

6.9%

2.9%

6.4%

9.8%

3.9%

Messages included with your monthly billing statement

E-mail alerts

The District’s newsletter mailed to your home

Automated messages sent to your phone

Social Media, such as Twitter, Facebook, NextDoor, Yelp or…

Notices and articles printed in newspapers

Postings on the District’s website

District newsletter delivered electronically

Community events, such as Town Hall meetings

An app for your smartphone

Some other way

None of these

Unsure / Refused
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Significant proportions of respondents would like to receive
Information from the District in Spanish and in Chinese languages

Question: What languages would your household like to receive information from Rowland Water District in?  You can 
choose as many as you like

83.8%

23.5%

7.4%
1.5%

English Spanish Chinese Unsure / Refused
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19.3% of Asian respondents

56.2% of Latino respondents



A majority (52.0%) prefer more communication
And engagement from Rowland Water District

Question: Some Rowland Water District customers feel that the only reason the District should contact them is to send 
bills or notices or in cases of emergency situations, while other customers prefer more frequent communication and 
engagement from the District, such as providing educational information about the District ’s operations, water quality, 
and conservation programs.  Please select one of the following that most closely matches your opinion.

43.1%
52.0%

4.9%

I only want to be contacted by the District for
billing and in cases of emergencies

I prefer some more communication and
engagement

Unsure / Refused
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A supermajority (69.1%) feels that the District
Should be more visible throughout the community

Question: Do you feel that Rowland Water District should be more visible throughout the community, such as inviting 
the public to tour facilities, communicating more with residents and holding more outreach events to educate the public 
about conservation, water use efficiency and other District initiatives?

69.1%

28.4%

2.5%

Yes, the District should be more visible No, the District’s visibility is fine how it is Unsure / Refused
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93.6% say that it is important for the District 
To form partnerships with community organizations (66.2% say it’s very important)

Question: How important do you think it is for Rowland Water District to form partnerships with community 
organizations, schools and businesses to improve awareness about water use and water use efficiency? Would you say that 
it is very important, somewhat important, not very important or not at all important for Rowland Water District to develop 
such community partnerships?
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2012 2015 2012 2015 2012 2015

66.2%

1.5%

27.5%

3.4%

Important Not important Unsure / Refused

93.6%

4.9%

1.4%

Somewhat

Very

Not very 
Not at all 
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Water Efficiency Perceptions and 
Behavior
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96.1% say that being more water efficient
Is important (intensity is very high: 76.5% say that it is “very important”)

Question: Would you say that conserving water and being more water efficient is very important, somewhat important, 
not very important or not at all important?
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2012 2015 2012 2015 2012 2015

76.5%

1.0%

19.6%

2.5%

Important Not important Unsure / Refused

96.1%

3.4%

0.5%

Somewhat

Very

Not very 
Not at all 



90.2% regularly try
To be more water efficient

Question: Do you regularly try to conserve water and be more water efficient?
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90.2%

7.4%
2.4%

YES NO Unsure / Refused



What measures do respondents do at home 
To more efficiently use water?

Question: Thinking about water conservation, otherwise known as water use efficiency, please indicate which, if any, of the 
following measures you do at your own home to more efficiently use water.  Choose as many as you would like, or none at all.
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52.0%

49.5%

38.7%

36.3%

35.8%

32.4%

31.9%

24.5%

4.9%

2.0%

4.0%

Turn off the faucet while brushing your teeth

Take showers of five minutes or less

Only wash full loads of laundry and dishes

Monitor and repair leaky hoses and sprinkler heads

Only water the yard in the early morning or late evening

Replace older inefficient toilets, washing machines, or irrigation
timers

Use a broom instead of a hose for cleaning walkways and patios

Plant trees, shrubs and ground cover that require less water

Something else

Nothing

Unsure / Refused
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What would MOST encourage respondents
To use less water and to be more water efficient?

Question: What would most encourage you to use less water and be more water efficient?  Choose as many as you would 
like, or none at all.
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52.0%

31.9%

26.5%

25.5%

21.1%

20.6%

2.0%

1.0%

5.4%

A desire to be more green and help the environment

Planning for the future

Higher water costs

Drought conditions

Water rationing

Personal moral obligation

Something else

Nothing, I already do everything I can

Unsure / Refused
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What do respondents 
Do to be more water efficient?

Question: What do you do to be more water efficient? 

36

20.1%

13.7%

8.8%

7.4%

7.4%

5.4%

4.9%

4.4%

3.9%

3.4%

2.5%

2.9%

1.5%

2.9%

1.0%

Shorten Showers

Cautious Of Use / Use Less

Use Recycled Water For Landscapes / Water Less Outside

Conserve While Brushing Teeth

Save Water / Don’t Waste

Don't Let The Tap Run

Watering Plants In Morning / Night

Conserve While Washing Dishes / Less Dishwasher Use

Repair Faucets / Water Use Appliances

Less Laundry / Full Loads

Change Yard Plants

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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*Asked only of those who respond yes



There is no stand-out obstacle for the minor 7.4%
That does not try to be more water efficient

Question: What is the biggest obstacle to becoming more water efficient? 
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3.9%

3.4%

Other

Don't Know / Unsure
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*Asked only of those who respond no

Each individual responses equals less than 2% 
(statistically insignificant below 6.8%)



What are the best reasons 
For using less water and being more water efficient?

Question: In your opinion, which of the following is the best reason for using less water and being more water efficient?

38

23.5%

22.5%

12.7%

38.7%

2.6%

Saving money

Ensuring water supplies for the future

Protecting local water sources

Not being wasteful / desire to help the environment

Unsure / Refused
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What water saving devices or systems
Do respondents have in their homes?

Question: Which, if any, of the following water saving devices or systems do you have in your home?

39

39.7%

23.5%

23.0%

9.8%

9.8%

5.9%

19.1%

4.9%

Low flow shower head

Water efficient appliances

Low flow toilets

Smart irrigation controllers

Water efficient landscaping

Faucet aerators

None of these

Unsure / Refused
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81.9% inaccurately feel that their household uses 
More water inside the home rather than outside the home

Question: On average, do you think your household uses more water inside your home or outside of your home?

81.9%

15.2%

2.9%

Inside Outside Unsure / Refused
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59.3% feel that their water agency could do more
To help them conserve water and become more water efficient

Question: Do you think that the water agency that brings water to your home could do more to help you conserve 
water and to become more water efficient?
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59.3%

33.3%

7.4%

YES NO Unsure / Refused



How do respondents think the District 
Could help them become more water efficient?

Question: Thinking specifically, how do you think that the agency that brings water to your home could help you to 
conserve water and become more water efficient? 
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14.7%

5.9%

3.4%

3.4%

2.9%

2.0%

7.8%

17.2%

2.0%

Updates / Techniques For Conservation

Incentives / Rebates / Credits

Use Of Recycled Water

Water Regulation / Monitoring

Use Of Better Technology

Lower Prices

Other

Don't Know / Unsure

Refused / No Comment / No Opinion
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Contacting Rowland Water District



About 1/5 (19.1%) 
Have contacted Rowland Water District

Question: Have you ever contacted Rowland Water District for any reason?
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19.1%

77.5%

3.4%

YES NO Unsure / Refused



When did respondents
Contact the District?*

Question: About when would you say that you contacted the District?

51.3%

25.6% 23.1%

0.0%

Within the past year Between one and two years ago More than two years ago Unsure / Refused
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*Asked only of those who have contacted the District
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79.5% were satisfied (56.4% very satisfied)
With their experience when contacting the District

Question: And would you say that you were satisfied or dissatisfied with your experience when contacting Rowland 
Water District? 
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2012 2015 2012 2015 2012 2015

56.4%

7.7%

23.1%

10.3%

Satisfied Dissatisfied Unsure / Refused

79.5%

17.9%

2.6%

Somewhat

Very

Somewhat 

Very

*Asked only of those who have contacted the District



There is no stand-out reason for the 11 respondents
Who said they were dissatisfied with their experience

Question: What specifically made you dissatisfied with your experience?
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3.4%Other
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*Asked only of those who said that they were dissatisfied

Each individual responses equals less than 2% 
(statistically insignificant below 6.8%)
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Profits from Water Sales
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A plurality (42.2%) say that their water service provider
Should be allowed to make a profit from the water it sells

Question: Is your water service provider allowed to make a profit from the water it sells to customers?

(714) 906-2061
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49.3%

12.9%

37.8%
42.2%

19.1%

38.7%

Yes No Unsure / Refused

2012 2018 2012 2018 2012 2018
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Demographics



57.8% own their home
While 38.7% rent

Question: For demographic purposes only, do you own or rent your home?

57.8%

38.7%

3.5%

Own Rent Unsure / Refused
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A plurality of respondents
Are Latino

Question: And finally, for demographic purposes only, which of the following best describes your ethnic background? 
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39.2%

20.1%

1.5%

27.9%

9.8%

1.5%

Latino / Hispanic

White / Caucasian

Black / African American

Asian

Other

Refused
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Sources of News and Information



Local TV and Social Media Platforms
Are the top sources for news and information about water

Question: What are your top two sources for news and information about local water and water-related issues?
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48.0%

43.1%

29.4%

25.5%

15.7%

2.5%

8.3%

13.7%

Local television

Social media platforms such as Facebook, Yelp, Nextdoor,
Instagram and Twitter

Local radio

A website or blog

Newspaper

Magazines

Something else

Unsure / Refused
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CNN and Channel 34 
Are the top TV stations

Question: What are your top two sources for news and information about local water and water-related issues?
Local television
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6.9%

5.4%

2.9%

2.5%

2.5%

2.0%

20.6%

1.0%

1.0%

3.4%

CNN

Channel 34

FOX

ABC

Channel 5

Local News

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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Facebook 
Is the top social media platform

Question: What are your top two sources for news and information about local water and water-related issues?
Social media platforms such as Facebook and Twitter

56

26.0%

4.4%

2.5%

6.9%

1.0%

1.5%

1.0%

Facebook

Instagram

Twitter

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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The LA Times
Is the top newspaper

Question: What are your top two sources for news and information about local water and water-related issues?
Newspaper

57

6.9%

7.8%

0.5%

0.5%

LA Times

Other

Don't Know / Unsure

Refused / No Comment / No Opinion
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KFI 
Is the top local radio station

Question: What are your top two sources for news and information about local water and water-related issues?
Local radio 
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2.5%

19.6%

2.0%

4.4%

1.0%

KFI

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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There is no statistically significant 
Website

Question: What are your top two sources for news and information about local water and water-related issues?
A website or blog
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6.4%

2.9%

2.0%

2.0%

8.8%

0.5%

0.5%

2.5%

Browsing / Nothing In Particular

Google

Facebook

Website in General

Other

Nothing / None / No

Don't Know / Unsure

Refused / No Comment / No Opinion
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Thank you

180 Newport Center Drive Suite 219  Newport Beach California 92660
(714) 906-2061
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Customers have 
been listening!

• They trust the quality of 
Rowland drinking water.

• They generally believe the 
price is fair.

• The value metric is high, 
above most other water 
agencies.



These messages have worked. 
And customers are listening.



But…. Customers are telling us: 
• They want more 

information in general.
• They want Rowland 

Water District to be more 
visible in the community.

• They want Rowland 
Water District to form 
more local partnerships.



Customers are 
confused or unaware 

when it comes to:
• Water supply availability
• Where their water comes from
• Indoor use versus outdoor use
• Recycled water use, availability 

and District programs
• Impact of State programs and 

legislation



Customers want to 
hear more news and 
information about:

• Conservation
• Tools and techniques on how 

to save money and water
• Explanation of water news 

from the region and the State



Customers are generally interested in the 
social aspects of the conservation 

message over the financial savings.



Customers are asking for:
• Mailed newsletters
• Electronic messages
• More information in their bills
• Multiple languages



This will increase brand awareness 
and customer engagement.



We know how to find them!
q Los Angeles Times
q Local Radio
q Social Media (Facebook and 

Instagram)
q Direct Mail
q District website
q Water bills
q Third party opportunities



Next Steps

• Create outreach plan incorporating identified primary 
messages

• Consider budget, scope and schedule
• Build collateral and messaging elements with 

repurposing in mind 
• Anticipate State impacts
• Launch low-hanging fruit efforts immediately 


