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San Diego County Water Authority   
- Conservation Video



Changing Behavior

Education Awareness Cost



Traditional Approaches

Knowledge

If people know 
what to do, they 

will do it.

Knowledge ≠ 
Behavior Change

Awareness

If people know 
the severity of it, 
they will change.

Attitude ≠ 
Behavior Change

Economic

If it is in their 
financial best 

interest, they will 
do it

Enlightenment ≠ 
Behavior Change



Printed Home Water Reports



Web Portal



Doorhanger Notification



Sunnyvale, CA

Condition Randomly
Assigned

Surveys
Returned

Accounts
Created

Mail 105 68 N/A

Mail + Web 98 63 16 (16%)

Mail + Web + 
Door

104 66 19 (18%)

Control 103 77 N/A

Total 410 274 (67%)



Results

 Average Daily Gallons Consumed per Week – Raw Scores
 Four weeks prior to the pilot

 Ten weeks following the launch
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Results

 Average Daily Gallons Consumed per Month – Raw Scores
 Baseline consumption as a covariate 
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Results

 Average Daily Gallons Consumed per Month – Reduced 
Outliers
 Baseline consumption as a covariate 
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Customer Engagement Survey



Results – Survey – General Knowledge 

 Using a scale from 1 to 7, where 1 is “Very Little” 
and 7 is “A Great Deal,” how much do you know 
about…

Item Mail Web Door Control Sig %+

water use in your home? 5.24 5.24 4.82 4.85 .18 64.5

the cost of water use in 
your home?

5.31 5.18 4.79 5 .24 64

how water use in your 
home compares to water 
use in similar households?

4.39 4.75 4.25 3.26 <.001 40.7

how much water is used by 
the different things you do 
in your home?

4.34 4.61 4.32 4.16 .44 47.5



Results – Survey – Mailed Report

 Using a scale from 1 to 7, where 1 is “Strongly 
Disagree” and 7 is “Strongly Agree,” please rate the 
following statements as they relate to the reports you 
received.

Item Mail Web Door Sig %+

I remember receiving the water 
reports in the mail.

5.82 6.23 5.94 .31 87.6

I liked receiving the water reports. 5.55 5.85 5.83 .56 82.1

The water reports were easy to 
understand.

5.65 5.86 5.79 .69 82.9

The water reports motivated me to 
use less water.

5.27 5.16 5.19 .94 68.3



Results – Survey – Future Reports 

 How often do you think these reports should be 
mailed?

 99% - At least once a year
 85% - At least quarterly

Timeframe Number Percentage

Once a month 66 35.9

Every two months 44 23.9

Every three months 46 25

Every six months 17 9.2

Once a year 9 4.9

Never 2 1.1



Conclusions – Water Consumption

1. Clear evidence for reductions in consumption
- Printed reports produced 12% reduction in water consumption 

over 3-month period

2. No evidence that online access promoted conservation
- Likely because most motivated created accounts

3. Consider adding leak detection to the printed reports
4. Customers liked the printed reports (99%)
5. Improved knowledge about water consumption in 

similar households
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