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Utilities Intelligence
JULY 7, 2026

John Hazen, Managing Director

2026 U.S. Water Utility 
Residential Customer 
Satisfaction Study

OUC
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2026 U.S. 
WATER 
UTILITY 
RESIDENTIAL 
STUDY

METHODOLOGY

SPECIAL SURVEY CATEGORIES

DIMENSIONS
34,164 total surveys 

92 utility brands covered

Large and midsize water utilities

Four regional geographies

Surveys conducted online 
methodology via multiple panels

Median survey length of 20 minutes 
per interview

Net Promoter ® and NPS® are registered trademarks of Bain & Company, Inc., NICE Systems, Inc., and Fred Reichheld. Net 
Promoter ScoreSM is a service mark of Bain & Company, Inc.,NICE Systems, Inc., and Fred Reichheld.

17% Information Provided

17% Trust

14% Quality & Reliability

14% Ease of Doing Business

14% Cost

   9% People

   8% Problem Resolution

   8% Digital Channels

• NPS®
• Product & Services
• Expectations

• Poor                  0
• Just Ok          200
• Good             400
• Great             600
• Excellent      800
• Perfect        1000

Dimensions rated on  
Poor to Perfect Scale

• 8 Award Segments
• Large (700k+ Customers)
• Midsize (400k-<700k)
• 11th Year



Overall Satisfaction – 2026 Final Midsize and Large Brands

Top 10 Midsize Brands
OUC 615

Boston Water and Sewer Commission 609

Cobb County Water System 587

Monroe County Water Authority 576

WaterOne 576

Regional Water Authority (Connecticut) 565

Orange County Utilities 563

Colorado Springs Utilities 554

Metropolitan Utilities District (Omaha) 548

City of Arlington 547

Mesa Water Resources 547

INDUSTRY PERF ORMANCE HIGHLIGHTS
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Top 10 Large Brands

Seattle Public Utilities 582

Gwinnett County 569

JEA 566

Missouri American Water 564

Greater Cincinnati Water Works 561

Aqua-South 558

San Antonio Water System 558

Aquarion Water Company 557

NYC Environmental Protection 552

Metro Water Services (Nashville) 551
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South Region Rankings – 2026 Satisfaction
RANKING PERF ORMANCE
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Congratulations 
OUC #1 

In South Midsize Segment!

#1 Nationally!
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2026 Best Wellness Employer 
 



Best Wellness Employer Wellness Workdays 2026

Best Wellness Employer 
Wellness Workdays 2026

Latisha Thompson – Chief Employee Experience Officer 07/07/26
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Our Wellness Programs At A Glance

Our Wellness Programs At A Glance

Financial
• Retirement planning and financial wellness
• Bi-monthly webinars and onsite educational sessions
• Dedicated 1:1 financial advisor

Physical
• Rich medical, dental and vision plans focused on prevention
• Diabetes Management Program – THRIVE
• Weight Loss Program – New Day, New Way
• Free onsite gym facilities

Emotional/Mental
• Resource For Living - Employee Assistance Program
• Behavioral counseling, financial, legal support
• Health Coach (onsite and by phone)
• Webinars and onsite educational sessions

Community
• WebMD – Wellness Incentive Platform/App
• Community Engagement Outreach
• Wellness Champions
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• A true representation of all business units is achieved
• Active-on-the ground advocates reinforce the

culture by promoting peer-to-peer motivation and 
building shared accountability

• Leaders, managers, employees, retirees, spouses 
and dependents are actively involved

• A culture of well-being is fostered throughout OUC 
to encourage positive behavior change and 
increase productivity

Wellness Champions

Engagement at Every Level
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Upgraded digital wellness platform 
advances engagement:

• 67% of employees registered for new WebMD platform

• 84% of registered employees completed health assessments

• 69% earned at least 100 Wellness Watts, OUC’s points-based 
wellness incentive program  

• 54% registered for quarterly wellness challenges

Measuring Our Impact

Measuring Our Impact
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Continuing to Measure What Truly Matters

Continuing to Measure What Truly Matters

Focusing on annual physical 
exams really matter in:

• Identifying health issues early

• Reducing the healthcare costs 
for employees and OUC

• Supporting CDC guidelines 
and OUC’s WELLbeing strategy

38.80% 37.90%
41.05%

31.80%

31.80%

% of OUC employees 
completing an annual physical exam

2023 2024 2025

Aetna’s 2025 
Benchmark 
31.08%
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• 7th consecutive year receiving the Gold 
Certification 

• Developed in collaboration with experts from 
Harvard Medical School

• Recognizes employers that demonstrate 
exceptional commitment to advancing employee 
health and wellbeing through comprehensive, 
data-driven wellness initiatives

• Provides organizations with annual opportunity 
to benchmark programs and advance corporate 
wellness initiatives

About the Best Wellness Employer Award

About the Best Wellness Employer Award
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Highlights of OUC’s Performance

Highlights of OUC’s Performance

Strategy
35/41

Assessment
35/35

Evaluation
35/38

Implementation
19/20

86% 90%
84% 85%

100%
95% 92%

85%

ASSESSMENT IMPLEMENTATION EVALUATION STRATEGY

2025 2026

Year-Over-Year Performance



Go to Master Page to Change This Header 

Click to edit Title
Click to edit Subtitle

11

The Path Forward

The Path Forward

Preventive Exams Managing Healthcare CostsFinancial Wellness Our Families
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Congratulations 
to OUC!
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OUC in the Community Recap 



Community Engagement   
3rd Quarter Impact 

Luz Aviles, Vice President, 
Marketing & New Products 

7/7/26
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Economic 
DevelopmentEducation Social 

Impact
Environmental 

Stewardship

Amazing Animals Volunteer HOA  Outreach Downtown Orlando PartnershipOCPS Water Color Awards 

OUC’s Four Community Pillars 
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Let’s take a look 

55 community events:

• Employee Volunteerism
• Community Education
• Community Support
• Community Activations
• Inspiring Youth

District 6  Outreach United Against Poverty Volunteer Event

Orlando City OUC Game  District 5  Outreach 

3rd Quarter Highlight Video 



 

 

 

 

 

 

 

 

 

 

 

 

 

Presentation 
 

Financial Report. 

 

 

 

 

 

 

 

 

 



Go to Master Page to Change This Header Financial Report (FYTD May 2026) 

Overview
• Total Operating Revenues were $7.9 million below Budget, net of deferrals, primarily due to lower than expected pass-through fuel expenses. 

Deferrals of $25.0 million were driven by increased wholesale opportunities arising from the nationwide cold weather event.
• Total Operating Expenses were $8.1 million below Budget, driven by lower than expected fuel commodity prices and depreciation expense 

partially offset by higher medical costs in unit department.
• Total Non-Operating Expenses were $7.6 million below Budget, driven by lower than expected interest expenses due to timing of the issuance of 

2026A and 2026B Bonds and additional unplanned settlement proceeds from the PFAS class action lawsuit affecting U.S. public water suppliers. 
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