
Kirkwood Meadows Public Utility District 

Communications Committee 

SPECIAL MEETING NOTICE 
 

Distribution Date: May 24, 2022 

 
NOTICE IS HEREBY GIVEN that the Communications Committee of the Kirkwood Meadows 
Public Utility District has called a Special Meeting of the Committee to be held on Tuesday, 
May 31, 2022 at 10:30 AM via Zoom at: https://us02web.zoom.us/j/83328221900 
 
IMPORTANT NOTICE REGARDING COVID-19 AND TELECONFERENCED MEETINGS: 

Based on mandates by the Governor and the Alpine County Health Officer to shelter in place 
and the guidance from the CDC, to minimize the spread of coronavirus, please note the 
following changes to the District’s ordinary meeting procedures: 

• The District offices are not open to the public at this time. 

• The meeting will be conducted via video and teleconference. 

• All members of the public seeking to observe and/or to address the Committee 
may participate in the meeting telephonically or online, as described below. 

 
 

HOW TO PARTICIPATE / OBSERVE THE MEETING: 
 

Telephone: Call Zoom at (669) 900-6833 and enter Meeting ID# 833 2822 1900 followed by 
the pound (#) key. 
 
Computer: Follow this link to join the meeting 
automatically:  https://us02web.zoom.us/j/83328221900 
 
Mobile: Open the Zoom mobile app on a smartphone and enter Meeting ID# 833 2822 1900 
 

ACCESSIBILITY INFORMATION: 
 

Committee meetings are accessible to people with disabilities and others who need 
assistance.  Individuals who need special assistance or a disability-related modification or 
accommodation (including auxiliary aids or services) to observe and/or participate in this 
meeting and access meeting-related materials should contact Jessica Gillies, Clerk of the 
Board, at least 48-hours before the meeting at (209) 258-4444 or jgillies@kmpud.com 
Advanced notification will enable the District to swiftly resolve such requests and ensure 
accessibility. 

https://us02web.zoom.us/j/83328221900
https://us02web.zoom.us/j/83328221900
mailto:jgillies@kmpud.com


Kirkwood Meadows Public Utility District 

Communications Committee 

SPECIAL MEETING NOTICE 
 

Distribution Date: May 24, 2022 

 

1) Customer Survey Results. Discussion and possible action. Pgs. 3-72 

2) Fire Safety Seminar Series. Discussion & possible action. 

a) Future Seminar Topics 

3) Future Topics 

4) Next Meeting/Staff Recommendation:  Monday, June 20, 2022, 10:30 AM. 

 

 

The Kirkwood Meadows Public Utility District is an equal opportunity provider and employer. 

 
In compliance with the Americans with Disabilities Act, if you are a disabled person and you need a disability-related 

modification or accommodation to participate in this meeting, please contact the District at (209) 258-4444, by email to 

jgillies@kmpud.com.  Requests must be made as early as possible, and at least two business days before the meeting. 

mailto:jgillies@kmpud.com


Communication Committee Meeting: May 31, 2022 

Agenda Item: 1. 

STAFF REPORT 

2022 Customer Survey Results Metric Comparison, 2020 vs. 2022 
 

 

Background: 
 

The Bi-Annual Customer Survey was distributed to 732 customer accounts on April 25, 2022 via 

the District’s Report Server Messaging System and the U.S Postal Service. Of the 732 customer 

accounts that received a survey, 456 were sent a link to the survey via email, and 267 were sent a 

paper survey via USPS, as based on customer preferences indicated through their accounts on 

kmpud.com. In total there were 86 responses received. All paper surveys received were manually 

entered into Survey Monkey. The cost to send the paper survey was $1 dollar per survey 

including paper, envelopes, and postage with the addition of eleven hours of total staff time.  

 

Contained in today’s meeting packet is the complete 2022 Customer Survey results and a 

comparison between the 2020 and 2022 Customer Surveys.  Questions in the 2022 Survey that 

were not congruent with questions in the 2020 survey were not included in the comparison. Both 

the 2020 and 2022 surveys were sent to each account holder and the responses were tracked to 

ensure that only one survey from each account was received. 

 

Recommendation: 

 

Due to costs, staff time spent preparing and sending the paper version of the survey, and the 

relatively low rate of return, staff recommends ceasing distribution of the paper version of the 

Customer Survey for future surveys. 

 

Prepared By: 
 

Jessica Gillies 
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2022 Customer Satisfaction Survey

1 / 47

1.16% 1

18.60% 16

19.77% 17

29.07% 25

31.40% 27

Q1 How clear and easy to understand is your monthly billing statement?
Answered: 86 Skipped: 0

TOTAL 86

# WHY? DATE

1 There are so many changes. 5/23/2022 12:45 PM

2 Too many line items. 5/23/2022 12:27 PM

3 Just need to look at items listed. 5/23/2022 12:15 PM

4 Billing structure is confusing and not equitable. 5/9/2022 12:38 AM

5 Too many lines. For example meter charges should be included in base fee. Also instead of
previous month data, it would be more useful to have same month of previous year, as usage
is seasonal.

5/6/2022 3:05 PM

6 As it is anyway two pages some space would make it easier to read. 5/6/2022 1:06 PM

7 Itemization and usage charges are clear. Basis for the fixed base rates is unclear. 4/26/2022 9:15 PM

8 Different components of the charges clearly spelled out 4/26/2022 11:46 AM

9 billing categories make sense 4/26/2022 10:01 AM

10 The fuel adjustment fee needs a better explanation. It should state the cost of the additional
fees x the cf. Having the administrative fees lumped in with the propane cf seems misleading.
Why are admin fees completely based on cf usage?

4/26/2022 5:21 AM

Not clear or easyNot clear or easy  toto
  understandunderstand  1.16% (1)1.16% (1)
  Not clear or easy to
 understand 1.16% (1)

Somewhat clear andSomewhat clear and  easyeasy
  18.60% (16)18.60% (16)
  Somewhat clear and easy
 18.60% (16)

Clear and easy Clear and easy 19.77% (17)19.77% (17)  Clear and easy 19.77% (17)

Very clear and easy Very clear and easy 29.07% (25)29.07% (25)  Very clear and easy 29.07% (25)

Extremely clearExtremely clear  andand
  easyeasy  31.40% (27)31.40% (27)
  Extremely clear and
 easy 31.40% (27)

ANSWER CHOICES RESPONSES

Not clear or easy to understand

Somewhat clear and easy

Clear and easy

Very clear and easy

Extremely clear and easy
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2022 Customer Satisfaction Survey

2 / 47

11 It is not clear what a "multiplier" is. Also, I don't see anywhere on my bill what the EDU for
electric (and other utilities) is and what the cost per EDU is.

4/25/2022 4:12 PM

12 It spells out everything needed to upderstand 4/25/2022 2:15 PM

13 Good summary section for each category 4/25/2022 2:12 PM

14 Could be better concerning fuel adjustment charge for propane 4/25/2022 1:40 PM
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2022 Customer Satisfaction Survey

3 / 47

46.51% 40

53.49% 46

Q2 Have you contacted our customer service staff during business hours
in the past six months?

Answered: 86 Skipped: 0

TOTAL 86

Yes Yes 46.51% (40)46.51% (40)  Yes 46.51% (40)

No (skip toNo (skip to  questionquestion
  #7)#7)  53.49% (46)53.49% (46)
  No (skip to question
 #7) 53.49% (46)

ANSWER CHOICES RESPONSES

Yes

No (skip to question #7)
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2022 Customer Satisfaction Survey

4 / 47

36.17% 17

25.53% 12

14.89% 7

10.64% 5

12.77% 6

Q3 On your most recent contact with our customer service staff, how
satisfied were you with the outcome?

Answered: 47 Skipped: 39

TOTAL 47

# WHY? DATE

1 They called back soon, now I need another call back and am waiting. 5/23/2022 2:36 PM

2 Very nice employees but hard to get answers. 5/23/2022 12:45 PM

3 I had a gas pressure issue, and your technicians came out very promptly and fixed my
problem!

5/13/2022 11:13 PM

4 Minimum information was provided. Staff did not volunteer relevant additional information. 5/6/2022 3:05 PM

5 Asking for senior discount. 5/5/2022 10:54 AM

6 Sent an email with a snow removal question, the response I got pretty much told me to get
lost.

5/5/2022 9:03 AM

7 I asked that propane meter be re-inspected after I had installed additional protections from
snow intruding from the sides. I was told inspections were backlogged. I never heard anything
until last week's email saying my meter is not compliant. However, it does not provide any
details or reference the date of KMPUD's inspection. I suspect it has not been re-inspected
since I made the modifications.

4/26/2022 3:29 PM

8 CS proactively contacted me about running water. I was extremely grateful as this is a second
home and I was able to resolve the issue when notified

4/26/2022 10:01 AM

Extremely satisfied Extremely satisfied 36.17% (17)36.17% (17)  Extremely satisfied 36.17% (17)

Very satisfied Very satisfied 25.53% (12)25.53% (12)  Very satisfied 25.53% (12)

Satisfied Satisfied 14.89% (7)14.89% (7)  Satisfied 14.89% (7)

Somewhat satisfied Somewhat satisfied 10.64% (5)10.64% (5)  Somewhat satisfied 10.64% (5)

Not at allNot at all  satisfiedsatisfied  12.77% (6)12.77% (6)  Not at all satisfied 12.77% (6)

ANSWER CHOICES RESPONSES

Extremely satisfied

Very satisfied

Satisfied

Somewhat satisfied

Not at all satisfied
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2022 Customer Satisfaction Survey

5 / 47

9 Extremely helpful in explaining the fuel adjustment billing 4/26/2022 5:21 AM

10 Didn't receive a reply 4/25/2022 9:04 PM

11 Brandy isn't competent and everyone who works there is defensive. 4/25/2022 4:38 PM

12 Mostly good! Some emails from KMPUD are not clear. And sometimes emails that I respond
to go without a response from KMPUD staff

4/25/2022 1:21 PM

13 I sent an email to "info" and did not get a response 4/25/2022 1:19 PM
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2022 Customer Satisfaction Survey

6 / 47

46.81% 22

31.91% 15

12.77% 6

2.13% 1

6.38% 3

Q4 How long did you have to wait before a representative was available to
help you?

Answered: 47 Skipped: 39

TOTAL 47

No wait at all No wait at all 46.81% (22)46.81% (22)  No wait at all 46.81% (22)

Short wait Short wait 31.91% (15)31.91% (15)  Short wait 31.91% (15)

Reasonable wait Reasonable wait 12.77% (6)12.77% (6)  Reasonable wait 12.77% (6)

Long wait Long wait 2.13% (1)2.13% (1)  Long wait 2.13% (1)

Extremely long wait Extremely long wait 6.38% (3)6.38% (3)  Extremely long wait 6.38% (3)

ANSWER CHOICES RESPONSES

No wait at all

Short wait

Reasonable wait

Long wait

Extremely long wait
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2022 Customer Satisfaction Survey

7 / 47

45.83% 22

22.92% 11

18.75% 9

6.25% 3

6.25% 3

Q5 How well did the customer service representative listen and answer our
question?

Answered: 48 Skipped: 38

TOTAL 48

Extremely well Extremely well 45.83% (22)45.83% (22)  Extremely well 45.83% (22)

Very well Very well 22.92% (11)22.92% (11)  Very well 22.92% (11)

Well Well 18.75% (9)18.75% (9)  Well 18.75% (9)

Somewhat well Somewhat well 6.25% (3)6.25% (3)  Somewhat well 6.25% (3)

Not at all well Not at all well 6.25% (3)6.25% (3)  Not at all well 6.25% (3)

ANSWER CHOICES RESPONSES

Extremely well

Very well

Well

Somewhat well

Not at all well
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2022 Customer Satisfaction Survey

8 / 47

45.45% 20

18.18% 8

11.36% 5

2.27% 1

22.73% 10

Q6 How long did you have to wait for the issue to be resolved?
Answered: 44 Skipped: 42

TOTAL 44

Resolved quicklyResolved quickly  overover
  the phonethe phone  45.45% (20)45.45% (20)
  Resolved quickly over
 the phone 45.45% (20)

Resolved in one day Resolved in one day 18.18% (8)18.18% (8)  Resolved in one day 18.18% (8)

Resolved in oneResolved in one  weekweek  11.36% (5)11.36% (5)  Resolved in one week 11.36% (5)

Took longer thanTook longer than  oneone
  week to resolveweek to resolve  2.27%2.27%
  (1)(1)

  Took longer than one
 week to resolve 2.27%
 (1)

Not resolved Not resolved 22.73% (10)22.73% (10)  Not resolved 22.73% (10)

ANSWER CHOICES RESPONSES

Resolved quickly over the phone

Resolved in one day

Resolved in one week

Took longer than one week to resolve

Not resolved
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2022 Customer Satisfaction Survey

9 / 47

4.71% 4

95.29% 81

Q7 In the past 6 months, have you placed a non-emergency call after the
office was closed for the day?

Answered: 85 Skipped: 1

TOTAL 85

Yes Yes 4.71% (4)4.71% (4)  Yes 4.71% (4)

No (skip toNo (skip to  questionquestion
  #9)#9)  95.29% (81)95.29% (81)
  No (skip to question
 #9) 95.29% (81)

ANSWER CHOICES RESPONSES

Yes

No (skip to question #9)
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2022 Customer Satisfaction Survey

10 / 47

10.00% 1

20.00% 2

30.00% 3

10.00% 1

30.00% 3

Q8 How long did you wait for the District's operations staff to respond to
your call?

Answered: 10 Skipped: 76

TOTAL 10

Within the hour Within the hour 10.00% (1)10.00% (1)  Within the hour 10.00% (1)

2-3 hours 2-3 hours 20.00% (2)20.00% (2)  2-3 hours 20.00% (2)

Same day Same day 30.00% (3)30.00% (3)  Same day 30.00% (3)

Next day Next day 10.00% (1)10.00% (1)  Next day 10.00% (1)

2 or more days 2 or more days 30.00% (3)30.00% (3)  2 or more days 30.00% (3)

ANSWER CHOICES RESPONSES

Within the hour

2-3 hours

Same day

Next day

2 or more days
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2022 Customer Satisfaction Survey

11 / 47

32.39% 23

39.44% 28

19.72% 14

7.04% 5

1.41% 1

Q9 Overall how helpful do you find the District's customer service staff?
Answered: 71 Skipped: 15

TOTAL 71

# WHY? DATE

1 But, very nice and polite. It seems there is not enough help. 5/23/2022 12:45 PM

2 Not Applicable. Haven't dealt with them. 5/23/2022 12:15 PM

3 Never asked for help. 5/23/2022 12:07 PM

4 We've not called customer service. There should be a Not Applicable answer 5/20/2022 4:59 PM

5 Everyone I have dealt with so far: Competent and helpful. Good communicators. 5/13/2022 11:13 PM

6 Staff often seems dismissive of concerns, and are often in respond in a manner which appears
that they are more concerned with their workload then what's best for the community and
seeing if there are ways to address concerns or improve processes in a realistic way to
improve community services.

5/9/2022 12:38 AM

7 Asking for senior discount. 5/5/2022 10:54 AM

8 When I asked about bags for recycling they were happy to give me a few to save frequent trips
to the office.

5/2/2022 9:11 AM

9 I see no difference in driveway snow removal whether I sign-up when the cabin is occupied, or
when it's not occupied. I understand there were staffing shortages this season. Shouldn't we be
partially reimbursed since KMPUD staffing was under budget?

4/26/2022 3:29 PM

Extremely helpful Extremely helpful 32.39% (23)32.39% (23)  Extremely helpful 32.39% (23)

Very helpful Very helpful 39.44% (28)39.44% (28)  Very helpful 39.44% (28)

Helpful Helpful 19.72% (14)19.72% (14)  Helpful 19.72% (14)

Somewhat helpful Somewhat helpful 7.04% (5)7.04% (5)  Somewhat helpful 7.04% (5)

Not helpful Not helpful 1.41% (1)1.41% (1)  Not helpful 1.41% (1)

ANSWER CHOICES RESPONSES

Extremely helpful

Very helpful

Helpful

Somewhat helpful

Not helpful
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2022 Customer Satisfaction Survey

12 / 47

10 When I have contacted the staff in the past, they have answered my questions 4/26/2022 11:46 AM

11 I contacted them once in the past for orange recycle bags and they were very helpful in getting
them to me!

4/25/2022 2:15 PM

12 Most questions I have seem to be answered accordingly 4/25/2022 2:12 PM

13 They do their level best to answer questions based on the information available 4/25/2022 1:40 PM

14 They are responsive and care 4/25/2022 12:02 PM
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2022 Customer Satisfaction Survey

13 / 47

50.59% 43

37.65% 32

4.71% 4

4.71% 4

2.35% 2

Q10 Each month the District prepares a newsletter to communicate
information about the projects that are working on and general items of

interest in Kirkwood. Do you generally:
Answered: 85 Skipped: 1

TOTAL 85

Read thisRead this  thoroughlythoroughly  50.59% (43)50.59% (43)  Read this thoroughly 50.59% (43)

Scan it Scan it 37.65% (32)37.65% (32)  Scan it 37.65% (32)

Save and read whenSave and read when  youyou
  have timehave time  4.71% (4)4.71% (4)
  Save and read when you
 have time 4.71% (4)

Rarely read it Rarely read it 4.71% (4)4.71% (4)  Rarely read it 4.71% (4)

Discard it uponDiscard it upon  receiptreceipt  2.35% (2)2.35% (2)  Discard it upon receipt 2.35% (2)

ANSWER CHOICES RESPONSES

Read this thoroughly 

Scan it

Save and read when you have time

Rarely read it

Discard it upon receipt
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2022 Customer Satisfaction Survey

14 / 47

Q11 Do you have suggestions for how the newsletter might be improved or
have requests regarding topics to be covered? If so, please list your ideas.

Answered: 23 Skipped: 63

# RESPONSES DATE

1 Paper again. 5/23/2022 12:27 PM

2 It's good the way you have it! 5/23/2022 12:22 PM

3 Maybe for the version sent via email, have a short blurb with a link to the longer story. So all
topics can more or less be seen on one screen at once.

5/18/2022 2:30 PM

4 Maybe some ideas for out of ski season activity recommendation. With some staff being all
the time there should be plenty of "secrets" to share.

5/6/2022 1:06 PM

5 Senior discount 5/5/2022 10:54 AM

6 If newsletters are covering important topics, it should be read by each homeowner and we
know that doesn't happen. Make newsletters more formal, signatures?

5/4/2022 4:21 PM

7 None 5/4/2022 3:00 PM

8 Energy saving tips are always appreciated given the high price of energy. 5/2/2022 9:11 AM

9 No 5/2/2022 6:56 AM

10 Community suggestion/concerns section for future topics. 4/29/2022 5:58 AM

11 In the late fall, include an article on best practices for winter driving. i.e. In addition to carrying
chains, be prepared for getting stuck by carrying water, food, down sleeping bag, gloves,
headlamp, road flares, TP, small snow shovel and perhaps a satellite emergency messaging
device.

4/26/2022 3:29 PM

12 NONE 4/26/2022 11:13 AM

13 Appreciate the effort put into the newsletter 4/26/2022 5:21 AM

14 Continue to collaborate with Vail and KCA to leverage a valley wide approach to
communications.

4/25/2022 6:28 PM

15 No 4/25/2022 4:43 PM

16 Your inspection process is a disaster. The front line people who answer the phone and field
questions are great. One level in from that person/those people and it is a disaster to deal with
you.

4/25/2022 4:38 PM

17 No suggestions. The newsletter is helpful. 4/25/2022 4:18 PM

18 No real suggestions but I enjoy the newsletter and it seems a good way to pass on important
info

4/25/2022 2:12 PM

19 The newsletter is good 4/25/2022 1:40 PM

20 address the slow snow clearing more: after the one mention of it, we had little snow for 2 mos.
When we had snow again, no significant clearing until afternoon the following day. Something
needs to change

4/25/2022 12:59 PM

21 It is great the way it is 4/25/2022 12:02 PM

22 Too frequent, spam. 4/25/2022 8:46 AM

23 no 4/22/2022 10:49 AM
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2022 Customer Satisfaction Survey

15 / 47

Q12 If you are familiar with the District's website, do you have suggestions
for how the District's website could be improved? If so, please list your

ideas.
Answered: 30 Skipped: 56

# RESPONSES DATE

1 No 5/23/2022 12:22 PM

2 Managing automatic payments online rather than having to submit a form would be a nice
improvement. Being able to see current payment method and change payment method if
desired/needed.

5/22/2022 11:04 AM

3 Provide yearly total of usage in meter info window. As a general UI feature, the sum of
whatever represented data should be shown, so we do not have to take a calculator to
compute it.

5/6/2022 3:05 PM

4 Its easy to find meeting agendas, but somehow I cannot find minutes 5/6/2022 1:06 PM

5 I find it a bit hard to navigate. Always have to search (because I can’t remember) how to find
the link for snow removal/dates I’m going to be in Kirkwood.

5/6/2022 5:58 AM

6 Senior discount 5/5/2022 10:54 AM

7 Nope 5/4/2022 4:21 PM

8 None 5/4/2022 3:00 PM

9 It would be great if there was a way to better utilize the digital electricity, propane, and water
metering to monitor a vacation home. Some way to set occupancy/vacation statuses and
usage levels that would generate an automatic warning. Would be even better if AI could
monitor the usage and alert for usage that is abnormal for occupancy or vacancy without
having to set discrete warning levels.

5/2/2022 11:34 PM

10 It is functional. 5/2/2022 9:11 AM

11 No idea 5/2/2022 6:56 AM

12 None 4/29/2022 5:58 AM

13 allowing online payments/bank transfers without service charge 4/28/2022 12:06 PM

14 Add an important documents tab on the front page header 4/27/2022 12:32 PM

15 NONE 4/26/2022 11:13 AM

16 No suggestions at this time 4/26/2022 5:21 AM

17 the scheduling for snow removal could be a more direct link 4/25/2022 9:01 PM

18 No 4/25/2022 4:43 PM

19 Please list the board members' names and email addresses. 4/25/2022 4:38 PM

20 No suggestions; the website is easy to use. 4/25/2022 4:18 PM

21 Export my usage data / provide an API to be able to analyze my own utility usage. 4/25/2022 4:12 PM

22 No suggestions. I go there to pay my bill, check my meter usage, etc. 4/25/2022 2:12 PM

23 I'm not familiar 4/25/2022 1:40 PM

24 Make it possible to download an entire year's set of billing information (or a summary of kWh
and gas, as well as dollar amount of each bill and total bill) in a single spreadsheet. If memory
serves, it was only possible to download one month at a time.

4/25/2022 1:35 PM

18



2022 Customer Satisfaction Survey

16 / 47

25 Getting to the managing snow removal section…seems to be a little complicated. Not sure
how to improve it though?

4/25/2022 1:19 PM

26 Could make it easier to navigate to setting arrival/departure dates for plowing 4/25/2022 1:17 PM

27 ok 4/25/2022 12:59 PM

28 I needs a review to update old info and make it easier to get the packets before the meeting 4/25/2022 12:02 PM

29 The new layout is better, less clutter. 4/25/2022 8:46 AM

30 no 4/22/2022 10:49 AM
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2022 Customer Satisfaction Survey

17 / 47

37.21% 32

30.23% 26

0.00% 0

15.12% 13

17.44% 15

Q13 The District provides its customers the ability to remotely and
securely monitor your ongoing water, propane, and electrical usage from
kmpud.com once you register and link to your property on the website.

Have you found this valuable for you and your Kirkwood home?
Answered: 86 Skipped: 0

TOTAL 86

Extremely valuable  Extremely valuable  37.21% (32)37.21% (32)  Extremely valuable  37.21% (32)

Somewhat valuable Somewhat valuable 30.23% (26)30.23% (26)  Somewhat valuable 30.23% (26)

I was not aware I was not aware 15.12% (13)15.12% (13)  I was not aware 15.12% (13)

I have not signedI have not signed  upup
  for this servicefor this service  17.44%17.44%
  (15)(15)

  I have not signed up
 for this service 17.44%
 (15)

ANSWER CHOICES RESPONSES

Extremely valuable 

Somewhat valuable

Not valuable at all

I was not aware

I have not signed up for this service
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2022 Customer Satisfaction Survey

18 / 47

79.76% 67

20.24% 17

Q14 The District provides its customers the ability to sign up for
emergency notifications (via phone call, text, or email) for issues related to
KMPUD services and local emergencies like wildfires. Have you signed up

to receive emergency notifications?
Answered: 84 Skipped: 2

TOTAL 84

Yes Yes 79.76% (67)79.76% (67)  Yes 79.76% (67)

No (skip toNo (skip to  questionquestion
  #17)#17)  20.24% (17)20.24% (17)
  No (skip to question
 #17) 20.24% (17)

ANSWER CHOICES RESPONSES

Yes

No (skip to question #17)
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2022 Customer Satisfaction Survey

19 / 47

31.34% 21

38.81% 26

25.37% 17

1.49% 1

2.99% 2

Q15 If you answered Yes to question #14, what is your level of satisfaction
with the emergency notification service?

Answered: 67 Skipped: 19

TOTAL 67

# WHY? DATE

1 Haven't gotten a notification yet, thankfully 5/13/2022 11:13 PM

2 Very little experience with it so far - only recently signed up 5/2/2022 2:01 PM

3 Never received the notifications via text 5/1/2022 6:25 AM

4 Some notifications not related to kirkwood. 4/29/2022 5:58 AM

5 Haven't received notifications yet 4/28/2022 12:06 PM

6 Emergency communication during Caldor Fire was initially sparse, sporadic, and insufficiently
specific to Kirkwood, but improved during the course of the fire.

4/26/2022 9:15 PM

7 Appreciated the information during the fire last summer 4/26/2022 11:46 AM

8 Did not notify customers of Board changes to Ordinance 21-01. 4/26/2022 9:49 AM

9 Sometimes snow removal texts seem very delayed. 4/25/2022 6:28 PM

10 Timely notification of driveway plowing is helpful. Thanks! 4/25/2022 4:38 PM

11 Notified timely when necessary 4/25/2022 2:15 PM

Extremely satisfied Extremely satisfied 31.34% (21)31.34% (21)  Extremely satisfied 31.34% (21)

Very satisfied Very satisfied 38.81% (26)38.81% (26)  Very satisfied 38.81% (26)

Satisfied Satisfied 25.37% (17)25.37% (17)  Satisfied 25.37% (17)

Somewhat satisfied Somewhat satisfied 1.49% (1)1.49% (1)  Somewhat satisfied 1.49% (1)

Not at allNot at all  satisfiedsatisfied  2.99% (2)2.99% (2)  Not at all satisfied 2.99% (2)

ANSWER CHOICES RESPONSES

Extremely satisfied

Very satisfied

Satisfied

Somewhat satisfied

Not at all satisfied
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12 Updates for emergencies are a good thing! 4/25/2022 2:12 PM

13 Works very well 4/25/2022 1:40 PM

14 We had a water breakage, but the alert came the next day. And, the PUD was unable to turn
off the water, which was frustrating.

4/25/2022 1:35 PM

15 I was made aware of a problem before it really got out of control. I just wish there was a way
that you could immediately resolve the problem. It is sometimes hard to get someone out there
in a timely matter.

4/25/2022 1:34 PM

16 I haven't gotten any emergency notifications so all is good. 4/25/2022 1:19 PM

17 Great work on Caldor 4/25/2022 8:46 AM

23



2022 Customer Satisfaction Survey

21 / 47

17.57% 13

17.57% 13

51.35% 38

13.51% 10

Q16 The District website, kmpud.com includes recordings of Board
meetings, Board agendas, packets, meeting minutes, other meeting

notices and District news. Is this a convenient way for you to stay informed
about these issues facing the District?

Answered: 74 Skipped: 12

TOTAL 74

Yes, I find itYes, I find it  veryvery
  informativeinformative  17.57%17.57%
  (13)(13)

  Yes, I find it very
 informative 17.57%
 (13)

I appreciate thatI appreciate that  thethe
  information isinformation is  available,available,
  and Iand I  review it as oft...review it as oft...
  17.57% (13)17.57% (13)

  I appreciate that the
 information is available,
 and I review it as oft...
 17.57% (13)

I know that theI know that the  informationinformation
  isis  available when Iavailable when I  havehave
  time.time.  51.35% (38)51.35% (38)

  I know that the information
 is available when I have
 time. 51.35% (38)

I do not use thisI do not use this  sectionsection
  of theof the  kmpud.comkmpud.com
  websitewebsite  13.51% (10)13.51% (10)

  I do not use this section
 of the kmpud.com
 website 13.51% (10)

ANSWER CHOICES RESPONSES

Yes, I find it very informative

I appreciate that the information is available, and I review it as often as possible.

I know that the information is available when I have time.

I do not use this section of the kmpud.com website
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34.88% 30

65.12% 56

Q17 Due to COVID-19, District Board and Committee meetings take place
via video/teleconference on Zoom. Have you attended a Board or

Committee meeting on Zoom?
Answered: 86 Skipped: 0

TOTAL 86

Yes Yes 34.88% (30)34.88% (30)  Yes 34.88% (30)

No No 65.12% (56)65.12% (56)  No 65.12% (56)

ANSWER CHOICES RESPONSES

Yes

No
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22.62% 19

77.38% 65

Q18 When the District returns to in-person meetings, would you prefer to
attend in-person?

Answered: 84 Skipped: 2

TOTAL 84

Yes Yes 22.62% (19)22.62% (19)  Yes 22.62% (19)

No No 77.38% (65)77.38% (65)  No 77.38% (65)

ANSWER CHOICES RESPONSES

Yes

No
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Q19 Currently, the District provides Electricity, Propane, Water,
Wastewater, Fire/Emergency Response, Snow Removal, Solid Waste and

maintains a Playground. Please evaluate the District's performance in
providing the following service(s). Comments to support your evaluation

are welcome.
Answered: 85 Skipped: 1

1.30%1.30%  1.30%

1.19%1.19%  1.19%

5.88%5.88%  5.88%

10.39%10.39%  10.39%

8.33%8.33%  8.33%

6.02%6.02%  6.02%

28.24%28.24%  28.24%

37.66%37.66%  37.66%

32.14%32.14%  32.14%

28.92%28.92%  28.92%

65.88%65.88%  65.88%

50.65%50.65%  50.65%

58.33%58.33%  58.33%

65.06%65.06%  65.06%

Electrical
Service

Propane Service

Solid Waste

Water/Wastewate
r
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65.88%
56

28.24%
24

5.88%
5

0.00%
0

 
85

50.65%
39

37.66%
29

10.39%
8

1.30%
1

 
77

58.33%
49

32.14%
27

8.33%
7

1.19%
1

 
84

65.06%
54

28.92%
24

6.02%
5

0.00%
0

 
83

45.78%
38

39.76%
33

9.64%
8

4.82%
4

 
83

41.79%
28

50.75%
34

5.97%
4

1.49%
1

 
67

# COMMENTS DATE

1 We don't have propane. Energy continues to be way too expensive. 5/20/2022 4:59 PM

2 The new electric rates are VERY discriminatory against full time residents and do not
encourage conservation. The new rates greatly benefit the trophy homes that are seldom used.
And the rates do not adequately compensate for the peak power used by ski lifts for only 1/2
of the year.

5/19/2022 7:52 PM

3 Thank you, everything works and is mostly an afterthought. 5/18/2022 2:30 PM

4 I think there is significant room for improvement in all the services the KMPUD provides. The
KMPUD's role it to serve the community to the best of its ability. The bottom line is not, and
should not always be the KMPUD's top priority! Although clearly making financially sound
decisions in the operations of the KMPUD is important it seems that the importance, and

5/9/2022 12:38 AM

4.82%4.82%  4.82%

1.49%1.49%  1.49%

9.64%9.64%  9.64%

5.97%5.97%  5.97%

39.76%39.76%  39.76%

50.75%50.75%  50.75%

45.78%45.78%  45.78%

41.79%41.79%  41.79%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Excellent Good Fair Poor

Snow Removal

Playground

 EXCELLENT GOOD FAIR POOR TOTAL

Electrical Service

Propane Service

Solid Waste

Water/Wastewater

Snow Removal

Playground
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reason for the KMPUDs existence, of providing community services and serve the community
to the best of its ability, has been lost.

5 Switching from OutValley to valley generators should be smooth. It often trigger an outage and
mess up electronic devices, that sometimes need to be reprogrammed.

5/6/2022 3:05 PM

6 I appreciated the updates on the wildfire approaching Kirkwood. 5/5/2022 3:04 PM

7 Playground in a playground. Waste of money. 5/5/2022 10:54 AM

8 Propane - we all know the issues with storage capacity limits. Solid waste - dumpsters are not
secured against wildlife. It seems like dumb luck that Kirkwood doesn't have a bear problem
yet. Probably not KMPUD's fault, but I don't understand how solid waste is so incredibly
expensive. I pay as much a year in the Bay Area for heavily used service, vs in Kirkwood
most residences are used a couple weekends a month for a couple months a year. Water -
taste is typically good, but it is so incredibly expensive. It seems like there is no economy of
scale going on with the wastewater system. Not a solution, but in the long run it seems like it'd
be cheaper for everyone to have their own septic system. Snow removal - generally good but
sometimes it seems like there is gratuitous plowing and blowing. Do you really need to come
into my complex's parking lot at 1 AM and wake everyone up to blow the small pile of snow
that was pushed onto the storage ramp earlier in the day? I would rather the workers just sit
around and get paid or do some preventative maintenance than wake everyone up late at night
to accomplish little.

5/2/2022 11:34 PM

9 Too early to comment - only recently signed up 5/2/2022 2:01 PM

10 The snow removal at the back of Timber Ridge is often slow and means we can't access our
car/garage for days. There is always a first pass within 24 hours which clears a thin path so we
can access the front door and garage door but because one has to reverse out and turn on the
drive there is not enough room to get a vehicle in and out until the whole drive is clearer. This
is problematic as we use our car for school/work commute to South Lake and when big storms
roll in we have to rely on the generosity of friends to park in their different complexes so we
can go about day to day tasks. For the playground, it would be nice to have this facility for
longer, putting it up earlier in the season and taking it down later.

5/2/2022 9:11 AM

11 Snow removal has got me down hill for the last 3 years. Improvement going in a logical path,
but no return to move cars and complete removal. Dangberg needs this service as many high
use residents and full time people and we run out of plowed spaces.

4/29/2022 5:58 AM

12 I hate having to drive to Loop Road to dump trash 4/28/2022 9:10 PM

13 Excellent reliability and convenience. Snow Removal was great this year! 4/28/2022 8:37 AM

14 I would give a better score if the services weren't so expensive for what I get. 4/26/2022 9:23 PM

15 Snow removal is phenomenal. Propane nearly running out during the December snowstorm
was problematic. Trash and recycling bins at Loop Rd are often filled to overflowing. Would
love to have a community compost bin and wood chipping services.

4/26/2022 9:15 PM

16 I object to having to buy "renewable" electricity instead of carbon free electricity. Renewables
are not necessarily carbon free, destroy hundreds of square miles of open space, rely heavily
on subsidies, and are forcing retirement of existing carbon-free sources of electricity.

4/26/2022 3:29 PM

17 snow removal always seemed a bit behind, parking on Fremont towards Merrill has been a bit
challenging on snow days

4/26/2022 10:01 AM

18 We understand the need to protect propane meters however the process for evaluating the
meters seems poorly done. The requirements capricious and not logically applied

4/26/2022 9:56 AM

19 Drop the playground efforts and expeditors. 4/26/2022 9:49 AM

20 Looking forward to the playground being completed 4/26/2022 8:16 AM

21 The playground was not complete the last time we were there in fall 4/26/2022 5:21 AM

22 Electric service rating is hurt by bizarre and counterproductive new baserate system. 4/25/2022 9:04 PM

23 Would like to see bbq propane tank refill service resume. 4/25/2022 6:28 PM

24 Would like a few more days of propane supply on hand. It is stressful when we almost run out
as a valley.

4/25/2022 4:38 PM
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25 Good job with snow removal. Love the clean water. More dumpsters for yard waste this
summer would be nice.

4/25/2022 2:12 PM

26 KMPUD provides good service. Snow removal especially good this year 4/25/2022 1:40 PM

27 I live in Sun Meadows 3&4. While the solid waste IS removed, we need a better collaboration
between Sun Meadows 1, 2, 3&4 and KMPUD to ensure appropriate use of the dumpsters in
the Sun Meadows Garage. There has also been disagreement about responsibilities for snow
removal around Sun Meadows 1, 2, 3&4. Snow removal has been excellent, but KMPUD has
not been a good partner in negotiating fair and equitable boundaries between Sun Meadows 1,
2, 3&4, Base Camp, and roads for which KCA/KMR has responsibilities.

4/25/2022 12:42 PM

28 I am not aware of the playground so no comment 4/25/2022 12:23 PM
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55.29% 47

35.29% 30

9.41% 8

0.00% 0

Q20 Overall, how would you rate the District as a provider of services for
the Kirkwood community in meeting your expectations?

Answered: 85 Skipped: 1

TOTAL 85

Excellent Excellent 55.29% (47)55.29% (47)  Excellent 55.29% (47)Good  Good  35.29% (30)35.29% (30)  Good  35.29% (30)

Fair  Fair  9.41% (8)9.41% (8)  Fair  9.41% (8)

ANSWER CHOICES RESPONSES

Excellent

Good 

Fair 

Poor
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28.92% 24

71.08% 59

Q21 Do you have a private driveway contract for snow removal?
Answered: 83 Skipped: 3

TOTAL 83

Yes Yes 28.92% (24)28.92% (24)  Yes 28.92% (24)

No (skip toNo (skip to  questionquestion
  #23)#23)  71.08% (59)71.08% (59)
  No (skip to question
 #23) 71.08% (59)

ANSWER CHOICES RESPONSES

Yes

No (skip to question #23)
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44.44% 12

25.93% 7

22.22% 6

7.41% 2

0.00% 0

Q22 If Yes, what is your overall satisfaction with the service?
Answered: 27 Skipped: 59

TOTAL 27

# PLEASE INDICATE YOUR HOA SO WE CAN UNDERSTAND CUSTOMER SATISFACTION
BY HOA:

DATE

1 Juniper Ridge 5/13/2022 11:13 PM

2 Edelweiss 5/5/2022 3:04 PM

3 Lost Cabin 5/2/2022 11:34 PM

4 KMA 4/29/2022 5:58 AM

5 KMA 4/26/2022 3:29 PM

6 Juniper Ridge 4/26/2022 11:46 AM

7 Snowcrest 4/26/2022 12:39 AM

8 Palisades 4/25/2022 6:28 PM

9 Meadowstone. You guys rocked it this year. thank you 4/25/2022 1:40 PM

10 KMA 4/25/2022 1:21 PM

11 East meadows 4/25/2022 1:19 PM

12 east meadows 4/25/2022 1:17 PM

Extremely satisfied Extremely satisfied 44.44% (12)44.44% (12)  Extremely satisfied 44.44% (12)

Very satisfied Very satisfied 25.93% (7)25.93% (7)  Very satisfied 25.93% (7)

Satisfied Satisfied 22.22% (6)22.22% (6)  Satisfied 22.22% (6)

Somewhat satisfied Somewhat satisfied 7.41% (2)7.41% (2)  Somewhat satisfied 7.41% (2)

ANSWER CHOICES RESPONSES

Extremely satisfied

Very satisfied

Satisfied

Somewhat satisfied

Not at all satisfied
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13 no driveway 4/25/2022 12:59 PM

14 Juniper Ridge 4/25/2022 12:02 PM

15 Juniper Ridge 4/22/2022 10:49 AM
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28.57% 24

28.57% 24

21.43% 18

16.67% 14

4.76% 4

Q23 What is your overall satisfaction with the Snow Removal Service for
your Homeowners Association (HOA)?

Answered: 84 Skipped: 2

TOTAL 84

ExtremelyExtremely  satisfiedsatisfied  28.57% (24)28.57% (24)  Extremely satisfied 28.57% (24)

Very satisfied Very satisfied 28.57% (24)28.57% (24)  Very satisfied 28.57% (24)

Satisfied Satisfied 21.43% (18)21.43% (18)  Satisfied 21.43% (18)

Somewhat satisfied Somewhat satisfied 16.67% (14)16.67% (14)  Somewhat satisfied 16.67% (14)

Not at allNot at all  satisfiedsatisfied  4.76% (4)4.76% (4)  Not at all satisfied 4.76% (4)

ANSWER CHOICES RESPONSES

Extremely satisfied 

Very satisfied

Satisfied

Somewhat satisfied

Not at all satisfied
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28.05% 23

19.51% 16

3.66% 3

29.27% 24

19.51% 16

Q24 Thinking about Snow Removal services, do you utilize the online
services to (1) tell the District when you are in residence and (2) receive
notifications when your driveway/HOA is plowed and how do you rate it?

Answered: 82 Skipped: 4

TOTAL 82

Very satisfied Very satisfied 28.05% (23)28.05% (23)  Very satisfied 28.05% (23)

Satisfied Satisfied 19.51% (16)19.51% (16)  Satisfied 19.51% (16)

Dissatisfied Dissatisfied 3.66% (3)3.66% (3)  Dissatisfied 3.66% (3)

Have not signed up Have not signed up 29.27% (24)29.27% (24)  Have not signed up 29.27% (24)

Unaware theUnaware the  serviceservice
  existsexists  19.51% (16)19.51% (16)
  Unaware the service
 exists 19.51% (16)

ANSWER CHOICES RESPONSES

Very satisfied

Satisfied

Dissatisfied

Have not signed up

Unaware the service exists
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11.59% 8

7.25% 5

47.83% 33

27.54% 19

5.80% 4

Q25 Regarding Snow Removal services, do you believe the District rates
are:

Answered: 69 Skipped: 17

TOTAL 69

ExtremelyExtremely  reasonablereasonable  11.59% (8)11.59% (8)  Extremely reasonable 11.59% (8)

Very reasonable Very reasonable 7.25% (5)7.25% (5)  Very reasonable 7.25% (5)

Reasonable Reasonable 47.83% (33)47.83% (33)  Reasonable 47.83% (33)

Somewhat reasonable Somewhat reasonable 27.54% (19)27.54% (19)  Somewhat reasonable 27.54% (19)

Not reasonable atNot reasonable at  allall  5.80% (4)5.80% (4)  Not reasonable at all 5.80% (4)

ANSWER CHOICES RESPONSES

Extremely reasonable

Very reasonable

Reasonable

Somewhat reasonable

Not reasonable at all
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Q26 The District's core responsibilities include management of water,
wastewater, electricity, propane, solid waste, and snow removal. These are
our main priorities. Additionally, non-core responsibilities and projects are
evaluated on an annual basis and added to our strategic priorities when

possible. Considering the list below, please rank in order of preference the
projects and services you believe to be most important.

Answered: 79 Skipped: 7

26.39%26.39%  26.39%

21.13%21.13%  21.13%

37.50%37.50%  37.50%

18.06%18.06%  18.06%

16.90%16.90%  16.90%

31.94%31.94%  31.94%

22.22%22.22%  22.22%

15.49%15.49%  15.49%

15.28%15.28%  15.28%

13.89%13.89%  13.89%

19.72%19.72%  19.72%

12.50%12.50%  12.50%

19.44%19.44%  19.44%

26.76%26.76%  26.76%

2.78%2.78%  2.78%

Ensure the
availability...

Institute a
regular...

Support
deployment o...
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19.44%
14

13.89%
10

22.22%
16

18.06%
13

26.39%
19

 
72

 
2.82

26.76%
19

19.72%
14

15.49%
11

16.90%
12

21.13%
15

 
71

 
3.14

2.78%
2

12.50%
9

15.28%
11

31.94%
23

37.50%
27

 
72

 
2.11

27.03%
20

16.22%
12

25.68%
19

18.92%
14

12.16%
9

 
74

 
3.27

30.77%
24

39.74%
31

16.67%
13

12.82%
10

0.00%
0

 
78

 
3.88

12.16%12.16%  12.16%

18.92%18.92%  18.92%

12.82%12.82%  12.82%

25.68%25.68%  25.68%

16.67%16.67%  16.67%

16.22%16.22%  16.22%

39.74%39.74%  39.74%

27.03%27.03%  27.03%

30.77%30.77%  30.77%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1 2 3 4

5

Transition
from a...

Provide EMS
level emerge...

 1 2 3 4 5 TOTAL SCORE

Ensure the availability of public EV charging stations.

Institute a regular curbside summer chipping program.

Support deployment of heat pump retrofits.

Transition from a volunteer fire department level of
services/capabilities to a paid fire department.

Provide EMS level emergency medical services through
the fire department.
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16.46% 13

26.58% 21

24.05% 19

12.66% 10

20.25% 16

Q27 Effective March 2022, the KMPUD, Vail/Kirkwood Mountain Resort,
and 18 Kirkwood HOAs became a recognized NFPA Firewise Community.
The goal of Firewiase is to engage residents on ways to mitigate wildfire

risks. Are you willing to help make Kirkwood fire safe by volunteering your
time? Please indicate level of support.

Answered: 79 Skipped: 7

TOTAL 79

10+ hours 10+ hours 16.46% (13)16.46% (13)  10+ hours 16.46% (13)

5-10 hours 5-10 hours 26.58% (21)26.58% (21)  5-10 hours 26.58% (21)

1-5 hours 1-5 hours 24.05% (19)24.05% (19)  1-5 hours 24.05% (19)

0 hours 0 hours 12.66% (10)12.66% (10)  0 hours 12.66% (10)

Cash donation Cash donation 20.25% (16)20.25% (16)  Cash donation 20.25% (16)

ANSWER CHOICES RESPONSES

10+ hours

5-10 hours

1-5 hours

0 hours

Cash donation
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Q28 In accordance with California law, KMPUD collects money to fund
programs for public benefit. Please rank in order of preferences for how

you think KMPUD should spend money allocated for public benefit.
Answered: 75 Skipped: 11
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4.23%4.23%  4.23%

48.57%48.57%  48.57%

13.43%13.43%  13.43%

27.94%27.94%  27.94%

18.31%18.31%  18.31%

22.86%22.86%  22.86%

23.88%23.88%  23.88%

29.41%29.41%  29.41%

28.17%28.17%  28.17%

14.29%14.29%  14.29%

32.84%32.84%  32.84%

27.94%27.94%  27.94%

49.30%49.30%  49.30%

14.29%14.29%  14.29%

29.85%29.85%  29.85%

14.71%14.71%  14.71%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1 2 3 4

Energy
Efficiency (...

Low-income
Support (For...

Use of
Electricity...

Use of
Electricity...
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49.30%
35

28.17%
20

18.31%
13

4.23%
3

 
71

 
3.23

14.29%
10

14.29%
10

22.86%
16

48.57%
34

 
70

 
1.94

29.85%
20

32.84%
22

23.88%
16

13.43%
9

 
67

 
2.79

14.71%
10

27.94%
19

29.41%
20

27.94%
19

 
68

 
2.29

 1 2 3 4 TOTAL SCORE

Energy Efficiency (For example, provide rebates for new, more
efficient electric appliances, smart thermostats, or lights.)

Low-income Support (For example, direct bill relief or larger rebates
for customers with income below a certain threshold.)

Use of Electricity Instead of Propane (For example, provide rebates
for converting propane home heating to use an electric heat pump or
propane cooking appliances to electric.)

Use of Electricity Instead of Gasoline (For example, provide rebates
for EV charging.)
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4.76% 4

95.24% 80

Q29 If KMPUD decides to implement a program to provide financial
assistance to low-income customers, while the exact definition of low-

income would be pending a study, do you qualify for federal or state low-
income programs?

Answered: 84 Skipped: 2

TOTAL 84

Yes Yes 4.76% (4)4.76% (4)  Yes 4.76% (4)

No (skip toNo (skip to  questionquestion
  #31)#31)  95.24% (80)95.24% (80)
  No (skip to question
 #31) 95.24% (80)

ANSWER CHOICES RESPONSES

Yes

No (skip to question #31)
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62.50% 5

37.50% 3

Q30 If you answered yes to question 30., if you were required to provide
proof of income, e.g., your tax return, would you participate?

Answered: 8 Skipped: 78

TOTAL 8

Yes Yes 62.50% (5)62.50% (5)  Yes 62.50% (5)

No No 37.50% (3)37.50% (3)  No 37.50% (3)

ANSWER CHOICES RESPONSES

Yes

No
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Q31 Please provide any other comments as to how the District might
improve any of the services provided to the community.

Answered: 39 Skipped: 47

# RESPONSES DATE

1 Can you have our HOA bill come directly debited from account (autopay)? 5/23/2022 2:46 PM

2 For the 45 years I have been a customer of KMPUD, the service is more than fine. Be careful
of creeping costs to your customers.

5/23/2022 2:30 PM

3 I haver an apartment at The Meadows. Some of your questions do not apply. 5/23/2022 12:22 PM

4 Snow removal improved from beginning to end of season - good job. 5/23/2022 11:58 AM

5 Incentive HOAs to implement EV charging. Right now it's mostly a focus on homes, but
helping the condos retro-fit would really help move along the semi-public charging infra.

5/22/2022 11:04 AM

6 Find some way to reduce the cost of electricity. And shifting to minimum monthly payments is
not the same as reducing your obligation, not a solution.

5/20/2022 4:59 PM

7 Bring back our original PUD. We are not a big city and the service provided by KMPUD has
gone way downhill since we made the mistake of hiring a manager from a big city. The KMPUD
must investigate the voter fraud that occurred during the last PUD election that was instigated
by members of the KMPUD Board of Directors.

5/19/2022 7:52 PM

8 During winter, i’d find a current cleared streets map to be helpful. And knowledge of when the
plows are out or when they plan to start again.

5/18/2022 2:30 PM

9 Focus on how the best level of service can be provided to the community as the top priority
and organize staffing and financial structure of operations around this rather than being stuck
in an existing model which may not provide the best end results and restrict what is possible in
providing these services and general progress.

5/9/2022 12:38 AM

10 It feels sometimes that community services beyond the basics (water, WW, waste, electricity
and propane) are viewed as a burden by district staff. However, the district is the recipient of a
percentage of Kirkwood property taxes and therefore its duties includes other community
services (fire, parks, ...).

5/6/2022 3:05 PM

11 I cannot believe there are low income customers in Kirkwood. Why even consider such a
support.

5/6/2022 1:06 PM

12 Senior discount. 5/5/2022 10:54 AM

13 The trust I have in KMPUD is eroding, for the electricity rate change we were told $.13/kwh
and a small increase in yearly spending. It feels like a bait and switch as the electricity is
$.22/kwh and a big increase in yearly cost. And there is yet one more price increase. We're
told our electricity comes from 100% renewable, it should therefore not vary with the price of
gas. The purpose of snow removal is to provide residents with safe access to their property.
Not just for roads and private driveways. It is important to also not pill up snow on the path to
the home, where residents have to climb up a snow wall.

5/5/2022 9:03 AM

14 Deed restricted housing. 5/4/2022 4:21 PM

15 Currently we are not very happy with new electric rate structure. Since the new plan was active
(about 8 months duration) we have used substantially less electricity. 1,432 KWH compared to
the 1,875 KWH that were used for the same months during the prior year. However, we have
paid $2,149 for the 1,432 KWH compared to $1,373 that we paid for 1,875 KWH under the old
plan. So we have paid nearly twice the cost for a lot less power. Frustrated with that outcome.

5/4/2022 3:00 PM

16 I would love for KMPUD to host fast EV chargers in the valley. It would be a great revenue
opportunity for KMPUD as well.

5/2/2022 11:34 PM

17 Thank you for the survey - having only recently joined - it's too early for me to comment on 5/2/2022 2:01 PM
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most of these questions.

18 The cost of energy is so high it deters us from building a home locally and the same for our
peers, we would like to see more families move to Kirkwood and grow our local community, is
there a way to make energy more affordable.

5/2/2022 9:11 AM

19 N/a 5/2/2022 6:56 AM

20 I believe in public support to reduce utilities costs for all. Bills have exceeded expectations for
all of us as all living expenses have increased. And we haven’t seen our new property taxes
yet. Very unhappy about the board taking property taxes away from utilities that we all agreed
it should go there!

4/29/2022 5:58 AM

21 Figure out a way to lower rates significantly. They are insane and the new rate structure has
made it worse for homeowners who are full-time residents.

4/28/2022 9:10 PM

22 Focus on utilities. EV chargers, playground, chipping, storm drain maintenance should not be
done with KMPUD staff. A Community Services District should be formed for additional non-
utility services.

4/28/2022 8:37 AM

23 The propane meter protection program is terrible. As a Kirkwood homeowner for 50 years, our
meter is by far better protected now than ever before. This is the professional opinions of three
of the homeowners who are licensed professional engineers (in Civil, Structural and
Mechanical). Yet we can't get a straight answer out of the KMPUD staff about the specific
deficiencies with our meter protection. We just get the repeated threats that they will cut us off.

4/26/2022 3:29 PM

24 Reduce costs by not funding non-essential services 4/26/2022 9:49 AM

25 Do not eliminate propane. 4/26/2022 6:46 AM

26 Please return the service of filling individuals propane tanks 4/26/2022 5:21 AM

27 I continue to be baffled by method for determining baseline rate in new billing structure. Not the
mechanics of it, but the inequity. Homes that previously used electricity for heating - an
activity the district wants to encourage- are punished with a higher baseline rate going forward.
Homes that used gas have a lower baseline rate, and if they convert to electricity will now pay
a far lower rate for identical use as an identical home that was doing the right thing all along.
The unfairness of this is greatly compounded by the fact the existing electricity heated homes
were predominantly the least valuable homes in the value. In essence, the district has chosen
to punish the owners of the least valuable properties while rewarding the most affluent
homeowners. I understand that as a resort community, equity concerns generality don't go
beyond share holder equity, but this system just seems unconscionable.

4/25/2022 9:04 PM

28 In my part of the state, public service announcements are run, requesting that we minimize
electricity use between 4 and 9pm. I would slow down the move to electricity until the grid is
more reliable.

4/25/2022 9:01 PM

29 Na 4/25/2022 4:43 PM

30 I really support providing relief to the very few low income residents we have in the valley. We
need to take care or our community.

4/25/2022 4:38 PM

31 The District needs to increase the number and efficiency of EV chargers. 4/25/2022 4:18 PM

32 Two main priorities we'd like to see focus on would be EV or Tesla super charging options. This
is good for the whole valley. The chipping program must be given priority. Its vital to reduce the
ladder fuels. In addition dumpsters for wood, stumps, forest debris is appreciated.

4/25/2022 2:12 PM

33 Nothing comes to mind 4/25/2022 1:40 PM

34 Would like to see electrification supported in the valley, including adoption of heat pumps and
induction cooktops, to reduce usage of gas.

4/25/2022 1:35 PM

35 I didn’t realize I get a snow removal notice if the plow drives by my location… but didn’t
actually plow it. This is confusing.

4/25/2022 1:19 PM

36 institute a beautify Kirkwood program. Provide reasonably priced irrigation rates rather than
having your district manager cut off this benefit without approval of Board of Directors or
district customers. Consider replacing District Manager with one more community minded.

4/25/2022 1:11 PM

37 Make the water meter remote reading more reliable in winter deep snow conditions. Antenna 4/25/2022 1:03 PM
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located above the snow pack?

38 chipping as noted above for safety! 4/25/2022 12:59 PM

39 As I ranked above, my number one issue is EV charging. We're hoping to dispose of our one
remaining gasoline car next year and only use our EVs to get to Kirkwood. The current
Chargepoint chargers are really problematic: there's too few of them, they're often broken (only
three have ever worked), they're often busy, they're slow (we need 50kW charging minimum!),
they're mispriced (you get charged 35 cents a minute if your car completes charging at 3am
and you don't move it!), and they're inconveniently located—I'd love something in our
Meadowstone garage! Thanks for your consideration!

4/25/2022 12:43 PM
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Q32 Please provide your name, so that the District can follow up with you
on you comments (optional).

Answered: 35 Skipped: 51

# RESPONSES DATE

1 Bob Cushing 5/23/2022 2:30 PM

2 Caroline Scott 5/23/2022 12:27 PM

3 Annemarie Rosengreen TM229 5/23/2022 12:22 PM

4 Jim Streng 5/23/2022 12:07 PM

5 James Hinton 5/23/2022 12:03 PM

6 Benjamin Billings 5/22/2022 11:04 AM

7 Jessica Cole 5/18/2022 2:30 PM

8 Alexander Klaiber 5/13/2022 11:13 PM

9 There was a bug in the survey as I could not respond to all choices in question 28 as one was
disappearing upon further choices selection. My choices were 4 for both low income program
and use of electricity instead of propane.

5/6/2022 3:05 PM

10 Wolfgang Helfricht, MS#103 5/6/2022 1:06 PM

11 Edmond Funtanelas 5/5/2022 10:54 AM

12 Aaron Smud. 1430 Kirkwood Meadows Drive. Base Camp # 40. 5/4/2022 3:00 PM

13 Matt Dussing 5/2/2022 11:34 PM

14 Suki Cheyne, sukicheyne@hotmail.com 5/2/2022 9:11 AM

15 Sheela Pai Cole 5/2/2022 6:56 AM

16 Libby culver 4/29/2022 5:58 AM

17 Jack Longinotti 4/26/2022 4:07 PM

18 Larry Parker 4/26/2022 3:29 PM

19 Greg Ruthenberg 4/26/2022 10:01 AM

20 Sandra Koch McFarren 4/26/2022 9:56 AM

21 Bernie Benz Lot #2, KMA 4/26/2022 9:49 AM

22 Art Taylor 4/26/2022 6:46 AM

23 Maureen ODonnell 4/26/2022 5:21 AM

24 Devin Martin 4/25/2022 9:04 PM

25 Mark Shevitz 4/25/2022 9:01 PM

26 Dolan Beckel 4/25/2022 6:28 PM

27 Na 4/25/2022 4:43 PM

28 Patrick O'Donnell (415) 601-2624 4/25/2022 1:40 PM

29 Ken Harrison 4/25/2022 1:32 PM

30 Marty Hollander 4/25/2022 1:19 PM
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31 Laurence Lacey 4/25/2022 1:11 PM

32 Dick Baxter 4/25/2022 1:03 PM

33 Drew Harman - MS 406 4/25/2022 12:43 PM

34 Gene Avakian 4/25/2022 12:23 PM

35 Bob Epstein 4/25/2022 12:02 PM
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2020 and 2022 Customer Survey

COMPARISON
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Q1: How clear and easy to understand is your monthly billing statement?

20222020
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Q2: Have you contacted our customer service staff during business 

hours in the past six months?

20222020
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Q3: On your most recent contact with our customer service staff, how 

satisfied were you with the outcome?

20222020
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Q4: How long did you have to wait before a representative was available 

to help you?

20222020

55



Powered by

Q5: How well did the customer service representative listen and answer 

our question?

20222020
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Q6: How long did you have to wait for the issue to be resolved?

20222020
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Q7: In the past 6 months, have you placed a non-emergency call after the 

office was closed for the day?

20222020
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Q8: How long did you wait for the District's operations staff to respond to 

your call?

20222020
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Q9: Overall how helpful do you find the District's customer service staff?

20222020

60



Powered by

Q10: Each month the District prepares a newsletter to communicate 

information about the projects that are working on and general items of 

interest in Kirkwood. Do you generally:

20222020
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Q13: The District provides its customers the ability to remotely and 

securely monitor your ongoing water, propane, and electrical usage from 

kmpud.com once you register and link to your property on the website. 

Have you found this valuable for you and your Kirkwood home?

20222020
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Q14: The District provides its customers the ability to sign up for 

emergency notifications (via phone call, text, or email) for issues related 

to KMPUD services and local emergencies like wildfires. Have you 

signed up to receive emergency notifications?

20222020
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Q15: If you answered Yes to question #14, what is your level of 

satisfaction with the emergency notification service?

20222020
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Q16: The District website, kmpud.com includes recordings of Board 

meetings, Board agendas, packets, meeting minutes, other meeting 

notices and District news. Is this a convenient way for you to stay 

informed about these issues facing the District?

20222020

65



Powered by

Q17: Due to COVID-19, District Board and Committee meetings take place 

via video/teleconference on Zoom. Have you attended a Board or 

Committee meeting on Zoom?

20222020
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Q20: Overall, how would you rate the District as a provider of services for 

the Kirkwood community in meeting your expectations?

20222020
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Q21: Do you have a private driveway contract for snow removal?

20222020
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Q22: If Yes, what is your overall satisfaction with the service?

20222020
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Q23: What is your overall satisfaction with the Snow Removal Service for 

your Homeowners Association (HOA)?

2020 2022
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Q24: Thinking about Snow Removal services, do you utilize the online 

services to (1) tell the District when you are in residence and (2) receive 

notifications when your driveway/HOA is plowed and how do you rate it?

20222020
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Q25: Regarding Snow Removal services, do you believe the District rates 

are:

20222020
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