
CUSTOMER RESEARCH TOOLS FOR THE WATER SUPPLIERCUSTOMER RESEARCH TOOLS FOR THE WATER SUPPLIER  
Many water suppliers don’t know what’s happening on the customer side of the meter. 
Customer demographics, behavior and water uses differ greatly from community to community. 
Customer research is necessary to plan and budget effective water efficiency programs. 
Customer research is necessary to “benchmark” usage to measure change. 

EDUCATION & INFORMATION TOOLS FOR THE CUSTOMEREDUCATION & INFORMATION TOOLS FOR THE CUSTOMER  
Customers value an individual, household-specific analysis of the home water uses. 
Program participation rates are very high — 15% to 20% voluntary enrollment. 
Customers act upon household-specific analysis and efficiency recommendations.   
Research has confirmed customer behavior change. 

Type of Water Use  
Behavior Change Measured One Year After Participating 
in the Pencilbrook Waterwatch Program 

All Outdoor s Uses 12% reduction  

All Indoors Uses 10% reduction 

All Outdoors and Indoors Uses 11% reduction 

© 

Contact: Ron Northcutt ~ rnorthcutt@pencilbrook.com; or Mick Fiato ~ mfiato@pencilbrook.com 
Website ~ www.pencilbrook.com                    Phone ~ 617 699 6440 


