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A. SUMMARY OF FINDINGS 
 
1.0 Perceptions/Awareness 

 Residents in the focus groups, in large part, find water conservation to be very important 
to them.   Many have adapted their behaviours to reduce the water they use, including 

using less water outdoors (no longer watering lawns, washing car less often if at all).   
Some have come from elsewhere in the world, or have visited places that have taught 
them to conserve. 

 Others are less likely to conserve because they don’t have any real incentive to do so, 
they have children who take long showers, or they don’t like the water efficient fixtures. 

 In the telephone survey, about half of the residents we interviewed (49%) indicated that 
water conservation was ‘very’ important to them (scoring 9 or 10 out of 10). 

 Residents generally do not consider themselves to be knowledgeable about the Guelph 

water system. 
 12% of residents in the telephone survey feel they are ‘very’ knowledgeable (scoring 9 

out of 10), compared to 41% who say they are ‘not’ knowledgeable (scoring 1-5 out of 
10). 

 In the focus groups, several residents they do at least look at their water bill in order to 

make sure nothing drastic has changed.   They may look at the usage graph as well, but 
mainly to ensure they are not out of line with previous billing. 

 Other residents talked about noticing it comes with the hydro bill, and indicated they tend 
to pay more attention to hydro costs 

 We used this learning when building the telephone survey, and read residents a list of four 

options about how they review their water bill, and asked to choose one or more as it 
described them. 

 Reviewing the graph of previous consumption was mentioned by about half of the 
residents interviewed.   The proportions roughly mirrored what we learned in the focus 

groups. 
 Residents were asked to tell us what they could recall about the various parts of their 

water bill. 

 Listening to the responses, we can hear some confusion between the definitions of “basic 
daily water” and “cost for water volume used”, and the same on the wastewater side.   

This is similar to what we heard in the focus groups, where residents told us they don’t 
really study or in some cases, understand, their bill. 

 In the telephone survey, residents talked about charges for “basic” water, but in 

conversation with our interviewers, weren’t really sure what that meant and how it was 
different from the volume of water/wastewater used. 
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2.0 Wastewater Charges 

 Residents in the focus groups only were asked what thoughts or suggestions they might 
have to improve water and wastewater charges, or be done differently. 

 There was nothing specific to billing or charges that came out spontaneously.   Mostly, 
residents wanted to make sure the City of Guelph was doing enough to maintain 
infrastructure, and wondered about whether businesses were being held to a similar 

standard on conservation and water use. 
 

3.0 Residential Exemption Programs 
 A majority of residents in the telephone survey feel that residential assistance programs 

are important. 

 Only 19% of residents (about 1 in 5) who participated in the survey indicated they are 
‘not’ important (scoring 1 or 2). 

 26% of residents feel it is ‘very’ important, and 24% feel it is ‘somewhat’ important 
(scoring 4 or 5). 

 

Lifeline Rates 
 Much like the practice of having any kind of policy, the Lifeline Rates seemed like a fair 

option to a majority of residents in the focus groups, however once again concerned was 
expressed that people would be able to ‘game’ the system.    A tight process would be 

required. 
 37% of residents in the telephone survey ‘strongly’ support (scored 5 of 5) a Customer 

Assistance Program for those who need the assistance. 

 A further 27% ‘somewhat’ support (scored 4 of 5) the program. 
 15% are opposed to the program (scoring 1 or 2) 

 
Water Leak Forgiveness 
 More than half of the residents interviewed in this survey (52%) would ‘strongly’ support 

a Water Leak Forgiveness Program. 
 23% would ‘somewhat’ support (scoring 4 of 5). 

 Less than 1 in 10 (9%) of residents would oppose such a program (scoring 1 or 2). 
 
Temporary Payment Plans 

 40% of residents ‘strongly‘ support a Temporary Payment Plan program. 
 23% ‘somewhat’ support the program, for a total of 63% of residents (scoring 4 or 5). 

 15% of residents oppose the program (scoring 1 or 2). 
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4.0 Business Exemption Programs 
 Residents in both the focus groups and the telephone survey find programs to support 

business less important than those related to residential properties. There is still support 
for programs for business, providing they are carefully offered and controlled. 

 Overall, 50% of survey participants found residential programs ‘very’ or ‘somewhat’ 

important, compared to 35% for business programs. 
 There was a definite sense in the focus groups that residents are confused what 

businesses are paying for water – some thought they do or should pay more than 
residents because they make a profit, while others assumed that businesses got a break 
on the cost of water. 

 
Wastewater Volume Reduction 

 Residents are less supportive of a business program such as a Wastewater Volume 
Reduction program, but about half still are at least “somewhat” supportive (49%) with 
22% “strongly” supporting and “27%” somewhat supporting. 

 About 1 in 4 residents (26%) oppose the program (scoring 1 or 2). 
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B. PROJECT BACKGROUND 

 
Metroline Research Group was engaged to conduct a residential engagement study regarding 

water and wastewater and billing exemptions.   
 

The results of this report present the learning from conducting four focus groups and a random 
telephone survey with 450 Guelph residents. 
  

The objectives of this research were to: 
 explore awareness about the water and wastewater system and the water bill 

 understand perceptions and feelings about introducing wastewater exemption programs 
 determine levels of support for various wastewater exemption program options 

C. RESEARCH METHODOLOGY 
 
Project Initiation and Questionnaire Design 
 
At the project launch meeting, the Metroline team met with your team members to explore the 

objectives of the study and to review the work plan. 
 

After this meeting Metroline recruited participants and conducted four focus groups with 
residents who represented a broad cross-section of the Guelph community. 
 

Combining the objectives and learning from the focus groups, Metroline prepared an initial draft 
survey which was reviewed by the project team from City of Guelph. 

 
When the final survey was approved, Metroline first conducted a soft launch with 25 residents to 
ensure understanding and test the survey length. 

 
Metroline purchased a random sample of directory listed telephone numbers for Red Deer from a 

professional sample provider. We then supplemented the sample with randomly generated 
numbers from within cellular exchanges. In the end, 24% of telephone surveys were completed 
via mobile devices. 
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Survey Population and Data Collection 

 
Between June 19th  and July 4th, 2017, 450 telephone surveys were completed. The average 

survey took just under 11 minutes.  
 
At the overall level, the results of this survey can be considered accurate to within +/-4.6%, 19 

times out of 20 (95% Confidence Interval). It is important to note that within sub-groups, the 
sample is smaller, and the margin of error will increase accordingly. 

 
Our sampling software randomly generated households to call from within the sample frame 
(listed numbers and mobile numbers). Calling took place 7 days a week, between the hours of 

3pm and 9pm (EDT) on weekdays, and between 10am and 3pm (EDT) on weekends. 
  

After an initial non-contact, we returned to the number at least 3 more times (at various times 
of day and day of week) before substitution. 
 

To qualify for this study, respondents were: 
 

• Male or female head of household 
• 18 years and older 

• Guelph resident 
• Homeowner or renter responsible for paying their own utility bills 

 

Before working on this project, interviewers received a thorough briefing including conducting 
practice interviews with supervisory staff. All calling took place in our supervised, monitored call 

centre, and at minimum 10% of interviews conducted by an interviewer were validated. 
 
 

This table details the record of call attempts for 
the study. 

 
A review of the study shows that more final call 
attempts were required for the mobile portion of 

the sample. There is less control over location, 
respondents can be more likely to refuse if they 

do not have unlimited minutes or are not in a 
suitable location, and they can be less likely to 
answer the call. 

 
This table reflects contact attempts for unique 

households. The actual number of dials (due to 
repeated no contact) for this study was 14,715. 
 

 
 
 

 

Table C – Summary of Call Attempts 

Final Call Attempts  Calls 

   Completed Interviews 500 

   Busy/No Answer 5,819 

   Respondent 
Unavailable/callback  481 

   Refusals 1,657 

   Not In Service 1,418 

   Language Barrier 33 

   Not Guelph resident 440 

   Disqualified/Quota Full 521 

Total Dials 10,869 
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Data Analysis and Project Documentation 

 
After all interviews were completed and verified, the Metroline Project Manager reviewed the 

results of open-ended/other questions to develop a code list.    Our internal data processing 
team worked on preparing data tables and coding the open-ended responses. 
 

Data tables were prepared to a standard set of cross-tabulation banners, and included statistical 
testing (primarily z-test and u-tests) to understand statistically significant differences between 

sub-groups. 
 
As with any survey of the general population, not all populations can be reached. The homeless, 

residents of hospitals, long-term care facilities, and prisons and those not using the Internet are 
not represented in the survey sample.   Controls were placed on the sample to ensure 

representation by gender, age, and area of the City of Guelph through postal code.  
 
A copy of the survey used in this research can be found as Appendix 2. 

 

D. NOTES ON READING THIS REPORT 
 
This report presents the findings of four focus groups and a random telephone survey. 
 

Where statistically significant and relevant, differences between specific sub-groups are 
mentioned in the analysis (for example, gender, household size, etc.). 
 

While sophisticated procedures and professional staff have been used to collect and analyze the 
information presented in this report, it must be remembered that surveys are not predictions. 

They are designed to measure opinion within identifiable statistical limits of accuracy at specific 
points in time. This survey is in no way a prediction of opinion or behaviour at any future point in 
time. 
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1.0 Perceptions/Awareness 
 

1.1 Importance of Water Conservation 
 On a scale from 1 to 10, where ‘1’ is “Not Important At All”, and ‘10’ means “Extremely 
 Important”, how important is water conservation to you personally? 

 
 
Residents in the focus groups, in large part, find water conservation to be very important to 

them.   Many have adapted their behaviours to reduce the water they use, including using less 
water outdoors (no longer watering lawns, washing car less often if at all).   Some have come 

from elsewhere in the world, or have visited places that have taught them to conserve: 
 

 “Over the years we’ve had exchange students from outside Canada live with us.   They 

taught us a lot about how lucky we are, and how we should be more aware of it…” 
 “On a daily basis we try to conserve the water, we don’t water the lawn.   When I water 

the plants it’s with a watering can.   We don’t let the taps just run…” 
 “A lesson learned for me.   We were on vacation and there was something wrong with the 

toilet.   It would just flush and flush, and even though we were on vacation our water bill 

was twice as much as normal…” 
 “Where I grew up in the country we were on a well.   It makes you think more because 

you worried about the well running dry in the summer…” 
 
Others are less likely to conserve because they don’t have any real incentive to do so, they have 

children who take long showers, or they don’t like the water efficient fixtures: 
 

 “I might be the only jerk in the room but I converted my low flow toilets back to regular 
toilets, and I let me kids run in the sprinkler…” 

 “Where’s the incentive?   When we start conserving more, they don’t make enough money 
and jack up our rates?” 

 “Sometimes we are just lazy.   It’s easier to put something in the laundry rather than 

deciding to fold it up and put it away…” 
 “Our boys tend to not worry too much about water conservation…” 

 
Some residents indicate that while water conservation is important to them, they tend to put 
more focus on hydro rates: 

 
 “We try to conserve, but we still pay more attention to conserving hydro than water.  I 

think it gets talked about more and you can save more money…” 
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In the telephone survey, about half 
of the residents we interviewed 

(49%) indicated that water 
conservation was ‘very’ important 

to them (scoring 9 or 10 out of 10). 
 

 Women (56%) were more 

likely to say ‘very’ important 
than men (42%) 

 Age group was a factor – 
those 60+years were more 
likely to say it is ‘very’ 

important (57%) than those 
40-49 years (50%) or 18-39 

years (34%) 
 

 

1.2 The Water System 
How knowledgeable would you say you are about the water system and how it works in  

Guelph?  (10-point scale) 
 

Residents generally do not consider themselves to be knowledgeable about the Guelph water 
system. 
 

 “My whole experience comes from a Grade 6 field trip to a treatment plant.    To the best 
of my knowledge it gets treated and dumped in the river and sent downstream.    I’m 

aware of the pumping stations….” 
 “There is a water treatment plant on the river.   I assume all the wastewater and sewage 

goes there and is treated…” 

 “I thought we get the water from deep underground, and that’s why it is so hard…” 
 

 
12% of residents in the telephone 
survey feel they are ‘very’ 

knowledgeable (scoring 9 out of 
10), compared to 41% who say 

they are ‘not’ knowledgeable 
(scoring 1-5 out of 10). 
 

Men are slightly more likely (16%) 
to say they are ‘very’ 

knowledgeable than women (9%). 
 
 

 
 

 

Full sample, n=450 Very   
(9-10) 

Somewhat 
(6-8) 

Not 
(1-5) 

Total 49% 42% 9% 

Male 42% 44% 14% 

Female 56% 40% 4% 

18-39 years 34% 53% 13% 

40-59 years 50% 41% 9% 

60+ years 57% 37% 6% 

Full sample, n=450 Very   
(9-10) 

Somewhat 
(6-8) 

Not 
(1-5) 

Total 12% 47% 41% 

Male 16% 45% 39% 

Female 9% 50% 41% 

18-39 years 8% 43% 49% 

40-59 years 14% 52% 34% 

60+ years 12% 43% 45% 
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1.3 The Water Bill – Reviewing it 
 
In the focus groups, several residents they do at least look at their water bill in order to make 

sure nothing drastic has changed.   They may look at the usage graph as well, but mainly to 
ensure they are not out of line with previous billing: 

 
 “I do look at water usage, and every so often it registers.   I see how much it was, check 

it, but it doesn’t necessarily register…” 
 “I glance at it for two seconds as long as it’s similar to the past bill.   If it was a lot 

different I would look deeper into it…” 

 “It’s just a number that comes out of the bank account every month…” 
 “I usually look at the little graph and compare, that’s usually all.   The numbers don’t 

mean much to me but I notice if it goes up or down…” 
 
Other residents talked about noticing it comes with the hydro bill, and indicated they tend to pay 

more attention to hydro costs: 
 

 “I don’t pay a whole lot of attention to it.   It’s included in the hydro bill…” 
 “I wonder if they had your hydro and water separate if you would pay more attention to 

it.   Because I think when it’s lumped together, I look at the graph but I don’t’ really look 

that hard into what I’m paying…” 
 “Hydro bothers me more than water, so that’s what I focus on…” 

 
 
We used this learning when building the telephone survey, and read residents a list of four 

options about how they review their water bill, and asked to choose one or more as it described 
them” 

 
Reviewing the graph of previous consumption was mentioned by about half of the residents 
interviewed.    

 
The proportions roughly mirrored what we learned in the focus groups. 
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 Reviewing the water bill 

 
 
 

 
 

 
 

 
 
 

 
 

 

 

 

1.4 The Water Bill - Components 
What are the various components of your water bill? 

 

 
Residents were asked to tell us what they could recall about the various parts of their water bill. 

 
Listening to the responses, we can hear some confusion between the definitions of “basic daily 
water” and “cost for water volume used”, and the same on the wastewater side.   This is similar 

to what we heard in the focus groups, where residents told us they don’t really study or in some 
cases, understand, their bill: 

 
 “There’s four different charges I think and all these different fees for water…” 
 “I brought my bill with me.   As I look at it there’s the wastewater treatment, there’s 

water basic and wastewater basic.   What does all that mean?” 
 

 
 
 

 
 

 
 
 

 
 

 

28% 

45% 

52% 

26% 

It comes out of our bank account every
month or we just pay the bill but don't really

look at it

We will check the total  cost to make sure it's
in line with previous months

We will look at the graph and see how our
consumption compares with previous

months

We will keep track of our water consumption
to see how we are doing
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In the telephone survey, residents talked about charges for “basic” water, but in conversation 

with our interviewers, weren’t really sure what that meant and how it was different from the 
volume of water/wastewater used. 

 

 
 

2.0 Wastewater Charges 
 

2.1 Suggestions on how to improve  
What can you see or think of related to wastewater and water charges that could be  

improved or done differently? 
 

Residents in the focus groups only were asked what thoughts or suggestions they might have to 
improve water and wastewater charges, or be done differently. 
 

There was nothing specific to billing or charges that came out spontaneously.   Mostly, residents 
wanted to make sure the City of Guelph was doing enough to maintain infrastructure, and 

wondered about whether businesses were being held to a similar standard on conservation and 
water use. 
 

 
 

 

50% 

38% 

30% 

28% 

16% 

5% 

4% 

1% 

31% 

Basic daily water

Basic daily wastewater

Cost for water volume used

Cost for wastewater used

Stormwater

Delivery/Supply

Sewage/Treatment

Infrastructure/System maintenance

Don't know



Guelph Water & Wastewater Exemption Study 

Page 14 

 

 “Make sure that they continue reviewing to make sure there is money for infrastructure 
and don’t use that money for anything else…” 

 “When you turn the tap on the water is coming from somewhere.   To get it to you costs 
money, to keep it clean costs money.   Repairs cost money.  Water mains can break, 

etc…” 
 “I think people are already trying their best in their homes, but I question if businesses 

are doing the same thing?” 

 

3.0 Residential Exemption Programs 
 

3.1 Importance of Residential Programs 
Recognizing that all customers in the City of Guelph have to pay to fund these programs, 
overall how important is it that the City of Guelph pursues these type of programs for 

residents?   (5-point scale) 
 

 
A majority of residents in the telephone 
survey feel that residential assistance 

programs are important. 
 

Only 19% of residents (about 1 in 5) 
who participated in the survey 
indicated they are ‘not’ important 

(scoring 1 or 2). 
 

26% of residents feel it is ‘very’ 
important, and 24% feel it is 
‘somewhat’ important (scoring 4 or 5). 

 
Those who rent their home (43%) are 

more likely to say ‘very’ important than 
owners (25%). 
 

 
 

 
 
 

 
 

 
 

 
 
 

 

Very (5), 
26% 

Somewhat 
(4), 24% 

Might be 
(3), 31% 

Not (1-2), 
19% 
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In the focus groups, a large majority of residents agreed that it was important to help out those 
in the community who needed assistance.   

 
 “For fixed income there should be some option to get relief.   If they are having trouble 

making ends meet there should be something they could apply for…” 
 “It shouldn’t just be for seniors.   Other people on fixed income or fixed wages have 

challenges keeping up…” 

 “I think we need to have something like this in place, because any one of us could fall into 
hard times.   So then you have to wonder if you are going to lose hydro and utilities 

because you fell on hard times.   If that happened to me I would hope that something 
would be available to help me out…” 

 “Part of the problem is that you and I pay for it.   I’m not saying we shouldn’t be doing 

something like this, but it’s such a high price, our taxes keep going up…” 
 

But, there needs to be control so the system is not something people can easily take advantage 
of. 

 “Some people definitely need the help.   But I live near public housing and see how people 

abuse the system and it infuriates me.   As long as the system is monitored and not 
abused…” 

 “I would hope it is carefully monitored, because at some point a line will have to be 
drawn…” 

 
 

3.2 Lifeline Rates 
A program that residents can apply to if they need financial help paying their water bills.   
For example, qualified customers, such as those on a low fixed income, would pay a  

discounted fixed monthly fee for the first 7-10 cubic metres of water and wastewater a 
month.  This is the basic amount  of water needed to meet a customer’s basic needs for  
drinking, eating, bathing, toilet flushing and cleaning.  After 10 cubic metres, customers 

would pay the regular rate for additional water use. 
 

Much like the practice of having any kind of policy, the Lifeline Rates seemed like a fair option to 
a majority of residents in the focus groups, however once again concerned was expressed that 
people would be able to ‘game’ the system.    A tight process would be required: 

 
 “I think I can live with that.   We all have some sort of responsibility.   It can be a system 

that allows for abuse though so it would need to be set up carefully…” 
 “It comes down to how it is set up.   I’ve seen people with lots of money in the bank 

getting every low income benefit there is.   It’s all in the set up…” 

 “It feels fair as long as there are some guidelines so it is not abused, and it helps people 
conserve…” 

 “It’s good that people can get help, and are not wasting water…” 
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37% of residents in the telephone 

survey ‘strongly’ support (scored 5 of 5) 
a Customer Assistance Program for 

those who need the assistance. 
 
A further 27% ‘somewhat’ support 

(scored 4 of 5) the program. 
 

15% are opposed to the program 
(scoring 1 or 2). 
 

Two areas where there were statistically 
significant differences among those who 

‘strongly’ support: 
 Women (41%) higher than men 

(32%) 

 Renters (51%) higher than 
owners (35%) 

 
 

 
 
  

Strongly 
support 

(5), 37% 

Somewhat 

support 

(4), 27% 

Might 
support 

(3), 19% 

Oppose, 
15% 

Don't 
know, 2% 
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3.3 Water Leak Forgiveness 
This program would help customers with one-time high water use bills due to an unknown  
problem or a previously unknown water leak.    Customers could apply to the program to  

receive some relief from their high bill if they have a leak that meets set criteria and show  
that it has been repaired 

 
 

More than half of the residents 
interviewed in this survey (52%) would 
‘strongly’ support a Water Leak 

Forgiveness Program. 
 

“This is more of a unique thing, a one-
time bit of help…” 
 

23% would ‘somewhat’ support (scoring 
4 of 5). 

 
Less than 1 in 10 (9%) of residents 
would oppose such a program (scoring 

1 or 2). 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

 
 
 

 

Strongly 
support 

(5), 52% 

Somewhat 

support 

(4), 23% 

Might 
support 

(3), 13% 

Oppose, 
9% 

Don't 
know, 3% 
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3.4 Temporary Payment Plans 

Payment plans would help customers pay for their water and wastewater use  when they 
are behind on their bills or have a high water bill as a results of a leak. These plans would 
be used for short periods or as one-time supports to prevent water services being shut off 

when households face unexpected hardships or for emergency assistance. 
 

40% of residents ‘strongly‘ support a 
Temporary Payment Plan program. 
 

23% ‘somewhat’ support the program, 
for a total of 63% of residents (scoring 4 

or 5). 
 

15% of residents oppose the program 
(scoring 1 or 2). 
 

 
 

 
 
 

 
 

 
 
 
  

Strongly 
support 

(5), 40% 

Somewhat 

support 
(4), 23% 

Might 
support 

(3), 20% 

Oppose, 
15% 

Don't 
know, 2% 
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4.0 Business Programs 
 

4.1 Importance of Business Programs 
Recognizing that all customers in the City of Guelph have to pay to fund these programs, 

overall how important is it that the City of Guelph pursues these type of programs for 
businesses?   (5-point scale) 

 

 
Residents in both the focus groups and 

the telephone survey find programs to 
support business less important than 
those related to residential properties. 

There is still support for programs for 
business, providing they are carefully 

offered and controlled. 
  
Overall, 50% of survey participants 

found residential programs ‘very’ or 
‘somewhat’ important, compared to 

35% for business programs. 
 
Men (17%) were statistically slightly 

more likely to say that a business 
program is very important than 

women (10%). 
 
There was a definite sense in the focus 

groups that residents are confused 
what businesses are paying for water – 

some thought they do or should pay more than residents because they make a profit, while 
others assumed that businesses got a break on the cost of water. 
 

 “I would be comfortable if they get a discount on the waste side, as long as they pay full 
price for the water going in, and they can prove how much water is diverted from going 

down the drain…” 
 “I think those manufacturers keep track of inventory, so it should be easy to keep track of 

how much of their water is going into the product…” 

 “No, because I think they get a discount already…” 
 “I think there could be a consideration depending on what the industry is, and depending 

on what they can prove…” 
 “They’ve created a lot of jobs for the area so they are looking for a bit of a break.   I can 

see someone like Sleeman’s for sure because they are using water for the product…” 
 “I don’t feel sorry for them, they are making money off the water.   If I make a product 

and sell it, I have to pay for the materials…” 

 

Very (5), 
14% 

Somewhat 
(4), 21% 

Might be 
(3), 30% 

Not (1-2), 
35% 
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4.2 Wastewater Volume Reduction 

An option where manufacturers could apply for a reduction in costs for volumes of 
wastewater which does not hit the sewer for treatment.   These companies would still pay 
the same rates for water use as residents, but can apply to reduce their wastewater 

charge if they can demonstrate that a significant portion of the water that comes into their 
business does not go into the wastewater system to be treated because the water is used 

in processing and gets evaporated or transformed into a product, or the water they use in 
their process cannot be treated by the City’s facility. 

 

 
Residents are less supportive of a 

business program such as a 
Wastewater Volume Reduction 

program, but about half still are at least 
“somewhat” supportive (49%) with 
22% “strongly” supporting and “27%” 

somewhat supporting. 
 

About 1 in 4 residents (26%) oppose 
the program (scoring 1 or 2). 
 

Men in the survey were more likely to 
say this type of program is very 

important (30%) than women we spoke 
to (15%). 
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Appendix 1 – Focus Group Discussion Guide 
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City of Guelph Wastewater Study 
 

75-90 minutes 
 

Guelph – May 29/30, 2017 
 

 Introduction and Warm-up  (5-8 minutes) 

 

  Lobby introduction 

  Confidentiality 

  Round table introduction 

   Which part of Guelph do you live in? 

   How long have you lived in Guelph? 

  • Tell us a bit about yourself 
 
 

 Water Conservation – Importance/Responsibility (10 minutes) 
 

  We’re all told to conserve our use of natural resources  

  How much importance do you place on conservation?  Different 
than other members of your household?    

  What about water conservation and efficiency?   Is that important? 

  Do you think we need to reduce our water use? 
  • Why or why not? 

    Probe 

    Positives/Negatives 
  

 • For you personally, how often do you think about a need to conserve  
  water  in your daily life? 
  • Could you be doing more? 

  Do you conserve water?    

   Why/why not? 

    Probe 

 • How? 
  • Explore changes in behaviour 

   • Full loads in washing machine and dishwasher 
   • Running water while washing dishes, brushing teeth, etc. 
   • length of showers 

• Greywater capture? 
   • Outside water use 

    • Watering lawn/garden 
    • Washing cars/driveways?  
    • Pools/hot tubs, etc. 

• Use of rain barrels  
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• The Water System (10-15 minutes) 
 

 • What do you know about the water system and how it works here in 
Guelph? 

  • Water/wastewater/stormwater 
   • Probe for understanding from the entire group 
 

 • What about between wastewater and stormwater? 
  • What is the difference? 

  • Check for understanding and probe 
 
 • Follow up on wastewater – How does the wastewater system work,  

  what can you tell me? 
  • Knowledge of the system and process 

 
 
• Water System Costs (10-15 minutes) 

 
 • When you get your bill for water, how much attention do you pay? 

  • Why/why not? 
  • Has this changed over the past couple of years? 

   • Why/why not? 
   • Listen for any comments related to billing changes 
  • Anyone know how much water they use per month on average? 

  • You don’t have to tell us the amount if you don’t want, but do  
   you know what your water use costs you in a month? 

   • Is it seasonal?   Do you use much more water in the  
    summer to fill a pool or wash cars, for example? 
  

 • What are the components of your water bill?   What are you paying 
 for? 

  • Listen for reference to water and wastewater and stormwater 
charges and how they are charged  

  • What goes into the cost for water? 

   • Listen for any comments about fixed and variable rate 
    structure, and rate increase  

 • Discuss system where users are charged for water in and water out    
 based on water in 
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• Wastewater Charges (30 minutes) 
 

 • The City of Guelph is beginning a planning process to help ensure the 
long-term planning and success of the water utility.     As part of that  

process, the City will be looking at the water rate structure for all  
customers.   It is recommended that all water utilities review their rate  
structure about every 5 years or so as a best management practice 

 • This research is one of the first steps in the process, and will lead to a  
  larger conversation about water rates and the water system 

 • Another step in the process is reviewing what other municipalities in  
  Ontario are doing 
 

 • What can you see or think of related to wastewater and water charges  
  that could be improved or done differently? 

  • Have you had any challenges or concerns related to water  
   charges? 
   • Listen for concerns about costs when people have a pool  

    or a large lawn, or an unknown leak, high water bill, etc. 
 

 • The current rate structure has been in place for some time, and  
  charges everyone the same rate for water regardless of situation 

 • Some other municipalities in Ontario have begun programs to adjust  
  rates with rebates or exemptions for a few reasons 
  • For example, for residential users, there are some programs  

   being offered to provide some relief seniors and others on fixed  
   incomes who need it 

  • How important is it that Guelph considers these programs? 
   • Why/why not? 
   • What do you think is fair or reasonable?   When is it not? 

 
 • Other potential program options could be: 

  • Lifeline Rates 
   • A reduced rate for the first 7-10 m3, the amount defined  
    as being needed to meet a customer’s basic water needs,  

    then a higher rate for greater water use  
   • Or, for qualified customers (low income, fixed income  

    seniors) a fixed monthly fee that includes the first 7-10  
    m3, then a variable rate afterwards, that increases as  
    water use increases 

  • Other options?  
   • Targeted Relief 

   • Low/No Fixed Monthly Fee 
   • Rebates if on Ontario Disability or Ontario Words 
   • Water leak forgiveness 

   • Adding a water meter that measures outside water use so  
    that water does not go back into the wastewater system 

   • Rebates if using greywater 
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 • For each option listed, discuss: 

  • initial reactions 
  • Fairness 

  • Acceptability 
  • Pros/cons 
 

• Another area to consider is the business community, specifically those  
 who are manufacturing.    

 
  • Considering the jobs they bring or keep in the community,  
   should they receive some consideration on the wastewater  

   charge side if a significant portion of the water they use is not  
   put back into the system for treatment? 

• Many manufacturers have to use water in their process to cool equipment or  
 wash down product, etc.   In this case the water may evaporate or because it  
 is contaminated, is not treated by the Guelph water system.   Or, companies  

 like Cargill and Sleeman’s will use a lot of water in the product they make 
 

• Why/why not receive consideration? 
 • Explore sentiments towards business exemptions 

 
 
 

WRAP-UP 
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Appendix 2 – Survey Questionnaire  
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