Relationship Between Water Service and Consumer’s Satisfaction in Barangay New Visayas, Santo Tomas, Davao del Norte
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Abstract

[bookmark: _Hlk225862502]Access to safe water is a fundamental human right and a foundation of community health, yet inconsistent delivery often weakens public trust. This quantitative study investigated the connection between water service, measured by reliability, quality, and responsiveness, and consumer’s satisfaction in Barangay New Visayas, Santo Tomas, Davao del Norte. By surveying 264 households and analyzing data through the mean and Pearson’s r, the research found that service quality significantly influences consumer’s satisfaction. While overall satisfaction remains high due to reliable access, the study revealed that length of residency influences expectations, as long-term residents perceive service differently than newer residents. Crucially, the data highlighted that despite high trust levels, there is a pressing need for the water provider to improve the physical quality of the water, specifically regarding its color, odor, and taste. Ultimately, by addressing these sensory details and enhancing communication, the provider may better meet household expectations and ensure a more reliable service for every family in the neighborhood. These improvements are essential for maintaining the delicate balance between utility management and the daily needs of the residents, fostering a healthier and more trusting community for all individuals involved, regardless of how long they have lived in the area.
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Introduction 
THE PROBLEM AND ITS SETTING

Water is the most essential element for all life on Earth; without it, survival is not possible. Reflecting the indispensability of this resource, the quality and reliability of its service delivery become the foundation of a functioning society, bridging the gap between raw natural supply and human necessity. Consequently, as Peter H. Gleick (1998) stated, consumer satisfaction is directly linked to the efficiency of this service, as users assess the value of their utility providers against established standards of accessibility and quality. However, when water utilities prioritize consistent delivery and potability, they fulfill a fundamental human right, securing both public health and community trust. In the end, having a reliable water system means that every person in the community can live a healthy life and feel sure that their basic needs will always be met.
‎According to the World Bank (2025), meeting rising global demand requires massive public and private infrastructure investments to fix inefficient systems, as seen in Papua New Guinea, where residents still face difficulties accessing water free from microorganisms and pollution. Meanwhile, in the Philippines, ensuring equitable access is especially difficult in rural regions where investigations, such as those by Yazawa (2024), have identified dangerous bacteria, such as E. coli in community faucets and wells. This threat necessitates ongoing testing and physical system checks by local health organizations to safeguard the public from waterborne outbreaks nationwide.
Locally, residents of Barangay New Visayas are experiencing significant operational issues with their water service, necessitating urgent corrective measures from the MEEDMO waterworks. Currently, only six out of ten puroks have access to the system, leaving Purok Maguintalonan, Pomelo, Lawaan, and Apitong entirely without public water service. In serviced areas, unannounced peak-time interruptions are followed by dirty, brownish, or over-chlorinated water. Even when provided with service by the MEEDMO waterworks, residents chose to use manual strainers to cover their faucets and buy mineral water for consumption. Furthermore, reports from Purok Narra indicate that the MEEDMO waterworks supply remains insufficient, prompting residents to seek connections from private entities and companies to meet their basic needs, highlighting a critical gap in the utility’s reach and reliability. According to recent research by the Philippine Institute for Development Studies (2025), these gaps in water access are often due to the limited capacity and outdated equipment of local water districts. The study shows that when public services cannot keep up with demand or provide clean water, families are forced to find other ways to obtain the water they need for their daily life.
According to Ngema et al. (2024), addressing water supply issues is critical for reducing poverty, improving health outcomes, and fostering sustainable development in rural areas. Moreover, the findings and suggestions from this study have the potential to significantly enhance residents’ daily routines and long-term health of residents in Barangay New Visayas. By addressing the gap between public expectations and service inadequacies, this research focuses on three components: water quality (color, cloudiness, and chemical smell), supply reliability (sudden cut-offs), and service responsiveness (lack of timely warnings). Improving water quality will lower the risk of waterborne diseases, ensuring water is safe for consumption. At this time, greater reliability allows residents to meet daily needs without the stress and financial burden of seeking alternative sources. Indeed, contemporary research underscores that user satisfaction in rural water governance is fundamentally driven by uninterrupted supply and the absence of sensory issues like turbidity or unpleasant odors (Biswas et al., 2025). Stronger responsiveness through honest, timely communication will enable the community to prepare for interruptions, ultimately elevating consumer satisfaction and rebuilding public confidence in the local government and MEEDMO waterworks.
Guided by Sustainable Development Goal 6 (Global Goals, 2024b), this research addresses the public health and service situation in Barangay New Visayas. The current water service falls short of fundamental human rights standards, as discoloration, cloudiness, and chemical odors pose health risks that require action by the MEEDMO waterworks. This is compounded by an unreliable supply, forcing families to spend time and financial resources on alternative sources. Furthermore, the utility's responsiveness and communication gaps prevent the community from preparing for emergencies or ensuring safety. This study aims to provide a fair and factual analysis of these interconnected problems to support lasting improvements, establishing a secure water system that meets local needs while aligning with global SDG 6 targets.
Statement of the Problem
This study aims to examine the relationship between water service and consumer’s satisfaction in Barangay New Visayas. Specifically, this study seeks to answer the following questions:
1. [bookmark: _Hlk213266016]What is the level of water service in terms of:
1.1 [bookmark: _Hlk213271087]water quality (color, odor, taste);
1.2 supply reliability; and,
1.3 service responsiveness? 
2. What is the level of consumer’s satisfaction in terms of:
2.1 [bookmark: _Hlk213271342]service performance;
2.2 expectation; and,
2.3 overall consumer’s satisfaction?
3. Is there a significant relationship between the water service and consumer’s satisfaction in Barangay New Visayas?
4. Is there a significant difference between the water service and consumer’s satisfaction when grouped according to age, gender, and length of residency?

Hypotheses
Ho1: The null hypothesis is tested at a 0.05 level of significance, stating that there is no significant relationship between water service and consumer’s satisfaction in Barangay New Visayas. However, the statistical analysis reveals a significant correlation between these variables; consequently, the null hypothesis is rejected.
[bookmark: _Hlk225528198]Ho2: The null hypothesis is tested at a 0.05 level of significance, stating that there is no significant difference in the level of water service and consumer’s satisfaction when respondents are classified according to age, gender, and length of residency. However, the statistical analysis reveals a significant difference specifically in the length of residency; consequently, the null hypothesis is partially rejected.
Theoretical Framework
This research is built upon the established principles of the Expectation-Confirmation Theory (ECT), the foundational model for assessing customer satisfaction (Oliver, 1980). The framework demonstrates that satisfaction is a step-by-step cognitive process that involves comparing expectations and experience. According to Alsokkar et al. (2024), the process begins when customers form an expectation (the standard held before using the service). After using the water, users evaluate the system’s actual performance. Additionally, the core of ECT involves confirmation, which results from comparing that performance against original expectations. If the experience meets or exceeds these standards, consumers reach a state of positive confirmation. Ultimately, ECT provides a structured framework for training the path from perceived service quality to the final level of consumer satisfaction in Barangay New Visayas.
The variables of this study align with the ECT model to demonstrate a logical progression. The three main service factors (water quality, supply reliability, and service responsiveness) directly shape the consumer's perceived service performance. This performance is crucial because it moves the consumer to the next stage, the Expectation Confirmation/Disconfirmation (Hasan et al., 2024). This confirmation variable serves as a bridge, explaining how service delivery shapes the consumer’s final perception. When performance results in positive confirmation, it leads to high overall consumer’s satisfaction (Leong et al., 2024). Additionally, age, gender, and length of residency serve as moderator variables to examine whether the impact of service issues varies across groups.







CONCEPTUAL FRAMEWORK
  INDEPENDENT VARIABLES                DEPENDENT VARIABLESWater Service

· water quality;
· supply reliability; and
· service responsiveness.
Consumer’s Satisfaction

· service performance;
· expectation; and
· overall consumer’s satisfaction.
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[bookmark: _Hlk213271443]		             MODERATING VARIABLESDemographic Profile

· age;
· gender; and 
· length of residency.





	


Figure 1.  Conceptual Framework of the Study
[bookmark: _Hlk223460151]

METHODOLOGY

This chapter outlines the research design, respondents, data collection tools and techniques, and data analysis methods used to gather information relevant to water service and consumers’ satisfaction.
Research Design
This study employs a quantitative research design, which is fundamentally concerned with testing objective theories by examining the relationship among variables. As Creswell (2023) stated, quantitative research primarily relies on numerical data collected with structured instruments, enabling for statistical analysis to generalize findings and establish relationships. This approach enables the researcher to measure and analyze the factors influencing consumers’ perception of water service using structured survey tools. The study is further classified as non-experimental because it observes and measures variables as they naturally exist without any active intervention or manipulation by the researcher, a characteristic of non-experimental inquiry (Fraenkel et al., 2022).
Additionally, the specific method employed is the descriptive-correlational approach, which involves systematically collecting data to describe a phenomenon and then determining the degree of relationship between two or more variables. This method is effective for showing how changes in one variable are related to changes in another, which is a key function of correlational research (Johnson & Christensen, 2021). The procedure involves administering a structured survey instrument to residents to gather quantitative data on their perceptions of water service attributes, specifically, water quality and service responsiveness and their levels of satisfaction and expectation. However, design is well-suited because it allows for the identification of which specific aspects of water service are the strongest predictors of consumer’s satisfaction in Barangay New Visayas without needing to alter the actual service.
Research Subject
According to Barangay Nutrition Scholar (BNS) 2025 data, Barangay New Visayas had 1,034 households, of which only 840 are currently served by MEEDMO waterworks. Using the RAOSOFT calculator, the study determined the appropriate sample size by incorporating a 5% margin of error, a 95% confidence level, and a 50% response (Salman et al., 2023). Given a total household size of 840, the calculated sample size indicated 264 respondents, representing 31.42% of the household. This sample size ensures statistical reliability and representativeness of the study's findings on water service and consumers’ satisfaction in the barangay, making it sufficient for the analysis. 


	Respondents
	Population
	Sample
	Percentage

	[bookmark: _Hlk216869972]Households of Barangay New Visayas
	
840


	
264
	
31.42%



Table 1: Distribution of Respondents

[bookmark: _Hlk214989493]The study utilized proportional stratified random sampling to determine the sample size for each stratum, thereby ensuring the statistical validity of the findings. This method remains essential to guarantee that the sample achieves proportional representation across six geographical puroks within Barangay New Visayas (Creswell, 2018). According to the allocation formula nh = n (Ahmed, 2024), a total of 264 households were selected from the population of 840 households to ensure a representative distribution across all six areas.
Table 2: Summary of Household and Sample Size per Stratum
			Purok
	Households 
(Nh) 
	Sample 
(nh)
	Percentage (%)

	[bookmark: _Hlk216870438]Ipil-Ipil
	103
	32
	12.12%

	Mahogany
	124
	39
	14.77%

	Malabago
	197
	62
	23.48%

	Molave
	153
	48
	18.18%

	Narra
	143
	45
	17.05%

	Talisay
	120
	38
	 14.40%

	Total
	840
	264
	100%



On the other hand, strict inclusion criteria established participation parameters, requiring all residents to be at least 18 years of age. Additionally, respondents must demonstrate community commitment through at least 3 years of residency and provide informed, voluntary consent before data collection.
Research Instruments
Water Service. The primary data-gathering tool is a researcher-adapted-modified questionnaire based on the well-known SERVQUAL Model (Parasuraman et al., 1988). This instrument is multidimensional and specifically designed to assess water service by examining at expectations and what residents actually receive to determine overall consumer satisfaction. Questionnaires were modified to use simpler terminology so that the study could accurately and easily measure consumer’s perceptions regarding the water service provided by MEEDMO waterworks. The instrument contained a 12-item survey questionnaire comprising 3 indicators: water quality (4 items), supply reliability (4 items), and service responsiveness (4 items).  In the original development of the scale, Parasuraman and his team reported Cronbach’s Alpha scores ranging from 0.80 to 0.92 across different service sectors. Thus, this confirms that the tool is highly reliable for measuring the gap between resident’s expectations and the services they actually receive from MEEDMO waterworks. 
Moreover, all responses are anchored on a 5-point Likert scale ranging from 5-strongly agree, 4-agree, 3-moderately agree, 2-disagree, and 1-strongly disagree. The following scale, range, descriptive equivalent, and interpretation were used to determine how well the water service was in Barangay New Visayas.

LIST 1. Descriptive Interpretation of Mean Scores for Water Service Availability
	Scale
	Range of                                    Means
	Descriptive
Equivalent
	Interpretation

	
5
	
4.20 – 5.00        
	
Very High         
	
The water service is strongly evident.

	4
	3.40 – 4.19
	High
	The water service is evident.

	3
	2.60 – 3.39
	Moderate 
	The water service is moderately evident.

	2
	1.80 – 2.59
	Low
	The water service is rarely evident.

	1
	1.00 – 1.79
	Very Low
	The water service is not evident.


	
[bookmark: _Hlk219543576]Consumer’s Satisfaction.  The researchers use an adapted-modified survey questionnaire for the dependent variable, drawing directly from the empirical findings of Ong et al., (2023) from their study “Determination of Factors Affecting Customer Satisfaction towards 'Maynilad' Water Utility Company: A Structural Equation Modeling-Deep Learning Neural Network Hybrid Approach”. This measurement framework is further justified by its consistency with standard service quality models that directly link service performance to customer satisfaction (Brady & Cronin, 2021). The instrument contained a 12-item survey questionnaire comprising 3 indicators: expectation (4 items), service performance (4 items), and overall consumer’s satisfaction (4 items). In their published research, the satisfaction measurement model demonstrated excellent internal consistency. The specific indicators, which are the expectation, service performance, and satisfaction, achieved a Cronbach’s Alpha score of 0.928. This high score proves that the instrument is a very stable and accurate tool for measuring consumer satisfaction with their water service. 
	Scale
	Range of                                    Means
	Descriptive
Equivalent
	Interpretation


	
5

	
4.20 – 5.00        
	
Very High         
	
The consumer’s satisfaction is strongly manifested.

	4
	3.40 – 4.19
	High
	The consumer’s satisfaction is manifested.

	3
	2.60 – 3.39
	Moderate
	The consumer’s satisfaction is moderately manifested.

	2
	1.80 – 2.59
	Low
	The consumer’s satisfaction is rarely manifested.

	1
	1.00 – 1.79
	Very Low
	The consumer’s satisfaction is not manifested.


 Moreover, all responses were anchored on a 5-point Likert scale ranging from 5-strongly agree, 4-agree, 3-moderately agree, 2-disagree, and 1-strongly disagree. The following scale, range, descriptive equivalent, and interpretation were used to figure out how well the water service was in Barangay New Visayas.
LIST 2 . Descriptive Interpretation of Mean Scores for Consumer Satisfaction

Data Gathering Procedure								To gather the information required for the study, the researchers followed these procedures:
Modification of Questionnaire. To gather necessary data, the researchers modified an existing questionnaire. The researchers created an adapted-modified questionnaire and put a lot of effort into making it objective, understandable, and closely aligned with the study’s main goal. Furthermore, by ensuring the instrument was precisely aligned with the research objectives, this preparation ensured that the results were both valid and informative. 
Validation and Approval of the Questionnaire. The validation procedure involved obtaining necessary permits and integrating key input from several bodies, including the three research panels, the research adviser, and an external validator. Following this thorough validation, the completed questionnaire was formally submitted to the three ethics committees and underwent ethical review. 
Letter of Intent Submission. Following the validation and approval of the questionnaires, a letter seeking approval to conduct the study was submitted and signed by the research adviser and research director. The researchers then began the data collection immediately upon receiving formal authorization.
Conduct of the Study. This procedure ensured that the study adhered to all relevant ethical standards. Respondents were fully informed about the study's objectives and were assured that their involvement was entirely voluntary. To uphold each respondent’s rights and minimize potential risks, the researchers clearly communicated that their autonomy and confidentiality would fully safeguarded throughout the study.
Distribution and Retrieval of Questionnaires. The researchers promptly commenced distributing and collecting the questionnaires promptly after securing all necessary official permissions. To effectively handle the logistics of distribution and retrieval, a tight collaboration was formed with the barangay officials of Barangay New Visayas. Respondents had a set amount of time to finish the surveys. Additionally, the surveys were collected as soon as they were finished, placed in a sealed envelope, and handled carefully to avoid any loss or unauthorized alteration of responses, thereby maintaining the confidentiality and integrity of the gathered information.
Data Tabulation and Analysis. After all completed surveys were collected, the raw data for statistical analysis were prepared. Before the actual calculations began, the researchers methodically organized the data, making the necessary checks to ensure accurate counting and sorting, then handed it to a licensed statistician for further analysis. The numerical results from this final analysis served as the foundation for the study’s conclusions and were used to formulate specific recommendations for enhancing water provision in Barangay New Visayas.
Statistical Treatment of Data
Mean. The study used the mean as the statistical treatment to examine Statements of the Problem 1 and 2, which sought to evaluate consumer’s satisfaction and water service levels among Barangay New Visayas residents. The mean is an ideal measure for this study, as it allows the researchers to quantify and clearly establish the numerical level of consumer’s perceptions, thereby identifying the strengths, weaknesses, and specific areas for service improvement (Salkind, 2017).
Pearson's correlation coefficient (Pearson r). The hypothesis in Problem Number 3, which addressed the relationship between water service and consumer’s satisfaction, was examined using Pearson r. Gravetter & Wallnau (2021) state that this test provides the necessary statistical evidence to formulate informed, practical recommendations for improving water service in Barangay New Visayas, Santo Tomas, Davao del Norte.
T-Test: The significant difference in water service and consumer’s satisfaction when classified by gender was examined using the independent samples t-test. As Bluman (2018) stated, the t-test is essential for determining if there is a genuine statistical difference between the means of two independent groups (male and female), providing clear evidence on whether the perceptions of male and female residents differ significantly regarding water service and satisfaction.
Analysis of Variance (ANOVA): The significant differences in water service and consumer satisfaction by age and length of residency were examined using a one-way ANOVA. This robust technique analyses mean differences among three or more groups (Gravetter et al., 2021), providing the statistical evidence needed to identify specific demographic groups that need targeted improvement strategies to satisfaction.

Ethical Considerations
This research was grounded in a firm commitment to the ethical standards of the Santo Tomas College of Agriculture, Sciences, and Technology (STCAST) Ethics Committee. To ensure full accountability, the researchers secured formal permission from the research director to proceed with the study. Moreover, every step of the process was strictly designed at protecting all respondents. A detailed risk analysis was conducted to prevent any physical, psychological, or socio-economic harm. Above all, the researchers prioritized the rights of the respondents by obtaining clear, voluntary consent and ensuring their safety and interests remained the top priority throughout the study.
Social Value. This study addressed the water service gaps and consumer’s dissatisfaction identified in the Background of the Study, providing a blueprint for data-driven infrastructure improvements and policy reforms which may enhance the quality of life in Barangay New Visayas. To the field of Education, it contributed empirical data on Expectation-Confirmation Theory within a rural Public Administration context, which may serve as a practical reference for students and researchers. For society at large, the findings provided local authorities with the evidence to justify investments, which may ultimately lead to safer, more reliable water access for the community.
Informed Consent. The researchers sought express consent from the adult respondents before data collection by personally distributing an Informed Consent Form (ICF) that detailed the study's purpose, the nature of participation, and confidentiality. To ensure full understanding and transparency, the researchers verbally explained the ICF's contents, providing only truthful information to avoid any deceit. Participation was strictly voluntary with no coercion, and there was a total absence of inducement as no material gifts or money were offered to entice the respondents.
Vulnerability of Research Respondents. The respondents were not considered a vulnerable population, as they were adult water consumers capable of providing independent and voluntary consent. To further protect them from potential social or personal harm, the researchers strictly maintained anonymity, ensuring that no individual identities were linked to the data or revealed in the final output. To lessen any perceived vulnerability during the study, the researchers ensured that the survey process was non-intrusive and did not influence the respondents' decision to participate.
Risk, Benefit, and Safety. The study was classified as low-risk because it did not pose any physical, psychological, or socio-economic threats to the respondents. The researchers ensured that the questionnaire was strictly academic and did not include any items that were psychologically invasive or sensitive. To further minimize potential risks, the benefits of improved water service delivery in the community were highlighted, ensuring that the positive outcomes for society significantly outweighed any minor inconvenience to the respondents.
Data Privacy and Confidentiality. The researchers collected only essential data, ensuring that respondents' names and identities were never reflected or disclosed in the manuscript, publications, or oral presentations. Participation was entirely voluntary, allowing respondents to skip any items or withdraw from the study at any time without penalty or explanation. To secure all records, hard copies were stored in envelopes and kept in locked cabinets, while digital files were maintained in password-protected folders until they were shredded or deleted upon the study's completion.
Justice. To ensure fair selection of respondents and avoid bias, the researchers used proportional stratified random sampling across the various barangay’s puroks. While no monetary reimbursement was provided as respondents did not incur expenses, the researchers ensured just compensation for their time through professional treatment and by sharing the study's beneficial findings. To maintain scientific validity and a fair distribution of risks and benefits, the study underwent a series of academic defenses, and all research tools were strictly validated by experts.
Transparency. The researchers clearly outlined the process, nature, and extent of participation so that respondents could make a fully informed decision on whether to participate. Furthermore, the study’s findings were made available to the respondents should they have wished to know the results. The final data presented precisely reflected the statistical outcomes without any alterations to ensure the integrity of the study.
Adequacy of Facilities. The researchers possessed all the necessary resources to conduct the study effectively, including personal PCs and stable internet connections for data processing and analysis. Access to the college library provided a wide range of academic materials and references to support the research framework. These facilities ensured that the research was executed thoroughly and met all formal institutional requirements.
Community Involvement. The school's academic community was involved in the study, with the research director, panel chairman, panel members, and research adviser providing professional guidance to ensure the study was conducted properly. Validators also helped by checking if the survey questions were clear and correct, while the results were shared with other researchers and students during the research colloquium. To make the study useful, the findings were shared with the Sangguniang Barangay of New Visayas during their session. The initiative allowed the local leaders to use the actual results to improve their services, while presenting the study to school leaders helped them see how research could be used to solve real community problems.


[bookmark: _Hlk223552601]

RESULTS AND DISCUSSION

This chapter presents the analysis of data gathered from residents in six puroks of Barangay New Visayas served by MEEDMO waterworks. The results are structured around water service indicators and consumer’s satisfaction levels to address the study's specific objectives.
Demographic Profile of Respondents
	The respondents involved in this study provided personal details, including their sex, age, and length of residency. These demographic characteristics, gathered the responses from 264 local residents, are organized and illustrated in the tables below.
Table 3. Age of Respondents
	Age
	Frequency
	Percentage

	18-30 years old 
	169
	64.01%

	31-40 years old 
	33
	12.50%

	41-50 years old
	30
	11.36%

	51-60 years old 
	21
	7.95%

	61 years old and above
	11
	4.16%

	Total
	264
	100%


Source: Researcher
		Table 3 presents the demographic profile of the respondents by age. Out of the 264 total respondents, the data showed a wide age range though one group was significantly larger than the others. The majority of the respondents were 18–30-year-old bracket, with 169 individuals accounting for 64.01% of the total sample. The 31–40 age group succeeded this bracket at 12.50% (33 respondents) and the 41–50 age group at 11.36% (30 respondents). The participation rate decreased in the older brackets, with 7.95% (21 respondents) were 51–60 years old, and the smallest group was those 61 years old and above at 4.16% (11 respondents).
          The findings indicate that young adults were heavily represented in the study, and there was a clear downward trend in participation as age increased. However, it implies that younger residents were either more accessible to the survey or more interested in the study’s topic. While older age groups (51 and above) were present, their smaller numbers mean their specific viewpoints have a lighter impact on the overall average compared to the dominant 18–30 group.
Table 4. Sex of Respondents
	Sex
	Frequency
	Percentage

	Female
	151
	57.20%

	Male
	113
	42.80%

	Total
	264
	100%


[bookmark: _Hlk223553425]    Source: Researcher
Table 4 shows the gender distribution of the 264 respondents involved in the study. According to the data, there were more female respondents than male respondents. Specifically, 151 respondents (57.20%) were female, while 113 respondents (42.80%) were male. The results indicate a fairly balanced representation of both sexes, though females made up the majority of the sample. With a difference of about 14.40%, the female perspective was slightly more represented in the findings. However, since both groups had over 100 representatives, the data remains diverse enough to reflect views from both genders. This distribution suggests that the survey was well received by both males and females in the community, providing a comprehensive view of residents' responses.							                          Table 5. Length of Residency of Respondents
	Length of Residency
	Frequency
	Percentage

	Less than 3 years
	13
	4.92%

	3 to 5 years
	10
	3.79%

	6 to 8 years
	13
	4.92%

	9 to 11 years
	11
	4.17%

	12 years and above
	217
	82.2%

	Total
	264
	100%


Source: Researcher
Table 5 presents the profile of the 264 respondents by the length of time they had lived in the area. The data shows a very high concentration of long-term residents. Specifically, of 217 individuals (82.2%) had lived in the area for 12 years or more. The remaining respondents were distributed in smaller numbers across the other categories: 4.92% had stayed for less than 3 years, 3.79% for 3 to 5 years, 4.92% for 6 to 8 years, and 4.17% for 9 to 11 years.		The findings indicate that the study was predominantly composed of long-term residents. Having over 82% of the respondents living in the community for more than a decade suggests that the survey responses were based on a deep, long-term experience with the local water provider. However, it is particularly important for this study, which talks about local service, as these respondents had likely observed changes and patterns in the community over many years. While newer residents were included in the sample, their small numbers mean the overall results primarily reflect the perspectives of established community members.

Table 6. Summary on the Level of Water Service
	Indicators
	Mean
	SD
	Descriptive Equivalent

	1. Water quality (color, odor, taste)
	3.51
	1.00
	High

	2. Supply reliability
	3.74
	0.98
	High

	3. Service responsiveness
	3.59
	0.92
	High

	Overall 
	3.61
	0.97
	High



The findings summarized of the independent variable, Level of Water Service, along with the overall weighted mean for each indicator. Table 6 reveals that the indicator with the highest mean score was supply reliability with a score of 3.74, while color, odor, and taste had the lowest mean score (3.51).
​This indicates a steady flow of water to help residents with their daily chores, but the water’s appearance and smell are not yet at the best possible level. Nevertheless, the total average weighted mean score for the level of water service was 3.61, with a standard deviation of 0.97, indicating that service is generally rated as "high”.
Therefore, the findings show that the residents had a water system that enabled them to complete their daily tasks because water usually remained running and available at any time. Because they could count on the water being there, they felt more secure in their day-to-day lives. Moreover, it is clear that the different parts of the water service, such as color, odor, taste, and availability, significantly affect how people in the community feel about their living conditions.
However, looking closely at the numbers, the scores for water quality and service responsiveness were lower than the reliability score. This suggests that while water is consistently delivered, the physical state of the pipes and the speed of repairs in certain areas of the barangay are not as high. This happens because managing a large water system is difficult, and some parts of the barangay are located in areas the main water lines cannot easily reach. Because water could not reach these higher or distant locations, some residents had to connect to private entities or water supply. Thus, this results in an uneven experience, with some people having high reliability while others struggle with accessibility. 
This idea finds support from El-Khattabi et al. (2024), who stated that providing basic services, such as water, is the most important factor in making a community a good place to live. Additionally, Olivera et al. (2023) pointed out that when people can always rely on their water and electricity, they feel much less stressed. This allows people to focus on their work and family without worrying about running out of essentials. He further observed that a reliable service makes people feel safe and happy, which makes the whole neighborhood a better place to be.
[bookmark: _Hlk223878620]Table 7. Summary on the Level of Consumer’s Satisfaction

	Indicators
	Mean
	SD
	Descriptive Equivalent

	1. Service performance
	3.71
	0.94
	High

	2. Expectation
	3.57
	0.97
	High

	3. Overall Consumer’s Satisfaction
	3.45
	0.98
	High

	Overall
	3.58
	0.96
	High



Table 7 summarizes consumer’s satisfaction with water service, highlighting the average scores for each category. The highest score was for service performance at 3.71, while overall consumer’s satisfaction received the lowest score of 3.45. This means that while the waterworks was doing a great job with the actual work and daily tasks, the overall impression residents had of the service had not yet reached its full potential. Overall, the combined average score reached 3.58, which demonstrates that customers consistently rate the service positively. 
Therefore, the findings show that the residents had a water system they could trust to work well and support their household needs. Because the performance score was higher than what they expected (3.57), people felt more confident that the utility was fulfilling its responsibility to the community. This consistent level of service minimized daily disruptions for residents, thereby fostering greater public confidence in the competence of the local administration.
Based on the specific data points, the overall satisfaction score was slightly lower than the scores for performance and expectations. This suggests that, even though the water is running and the system is functioning well, office’s handling of public inquiries or concerns was not as quick as residents had hoped. Since managing many consumers is difficult, some people may have felt their individual issues were not noticed right away. Thus, this indicates that the technical reliability of the supply was stronger than the overall experience of the users during the study period.
In addition to these findings, the data reflect how the physical delivery of a utility serves as the foundation for broader community trust. This idea is supported by Fisk and Grove (2024), who argue that service’s success depends on how well it manages the "human element”. They pointed out that even when a system is technically perfect, its interaction with people determine its long-term reputation. Furthermore, their work suggests that when a utility is consistent and dependable, it reduces resident’s stress and strengthens the public’s loyalty to the service provider.
[bookmark: _Hlk223878683]Table 8. Significance of The Relationship Between Water Service and Consumer’s Satisfaction
	Variables Correlated
	Mean
	r
	p-value
	Decision on Ho
	Decision on Relationship

	Water service 


Consumer’s Satisfaction
	3.61


3.58
	




0.877**
	




<0.001
	




Rejected
	




Significant



Table 8 presents the statistical findings on the relationship between water service and consumer satisfaction. The data indicate that water service had an average mean score of 3.61, while consumer satisfaction had an average score of 3.58. The calculated Pearson correlation coefficient is 0.877, indicating a strong positive relationship between the variables. Since the p-value was less than 0.001, the null hypothesis was rejected, confirming that there is a statistically significant relationship between water service and the consumer satisfaction of residents of Barangay New Visayas.
This strong correlation suggests that the level of water service was the primary factor influencing resident’s perceptions. The findings indicate that maintaining water service directly led to a higher sense of fulfillment among consumers. The water service is a key driver of public perception because a high level of service strongly associated with high consumer satisfaction. Thus, these results highlight the imperative of sustaining water service standards to support the daily needs of the community.
Moreover, the findings of this study are supported by recent research by Jou et al. (2023), who investigated the factors affecting public utility systems. Their study concluded that service levels are the most critical determinant of perceived satisfaction, and they asserted that when providers meet performance benchmarks, it strengthens the relationship between the service and the user. Furthermore, Timalsina and Adhikari (2025) argued that, in the context of essential resources such as drinking water, consumer satisfaction serves as an important performance indicator. Their research highlights that provider’s ability to manage distribution effectively ultimately dictates the level of public trust and community support.
Additionally, the significant relationship found in this study aligns with the work of Salkauskiene and Balvociute (2025), who noted that the environment in which a service is delivered is fundamental to achieving institutional goals. They posited that administrators can drive measurable improvements in satisfaction by focusing on sustainable service upgrades and responsive consumer interactions. Together, these contemporary studies validate the conclusion that the link between water service and consumer satisfaction is inseparable and that prioritizing the water service is the most effective way to maintain high levels of satisfaction in the public sector. 
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	Sum of Squares
	df
	Mean  Square
	F
	Sig

	Between Groups
	.285
	4
	.071
	.147
	.964

	Within Groups
	125.275
	259
	.484
	
	

	Total
	125.560
	263
	
	
	



consumer’s satisfaction when grouped according to age
	
	Sum of Squares
	df
	Mean  Square
	F
	Sig

	Between Groups
	1.098
	4
	.275
	.459
	.766

	Within Groups
	154.825
	259
	.598
	
	

	Total
	155.924
	263
	
	
	



Table 9 indicates that age does not have a statistically significant impact on respondent’s perception of water service or their level of consumer satisfaction. For water service, the analysis yielded a p-value of .964, while consumer satisfaction resulted in a p-value of .766. Since both of these values were significantly higher than the standard 0.05 alpha level, the null hypothesis was accepted. This confirms that evaluations of service quality and overall satisfaction remained consistent across different age groups, suggesting that the utility provider delivered a uniform experience to all residents during the study period. 
The lack of a significant difference implies that the core drivers of satisfaction, such as water pressure, reliability, and billing accuracy, are valued similarly by both younger and older generations. The high "within groups" sum of squares compared to the "between groups" sum of squares shows that individual household experiences varied much more than the differences between age categories. Consequently, there is no statistical evidence to suggest that the service provider needs to segment its delivery or communication strategies based on age, as the current standards appeared to meet the expectations of the entire demographic spectrum equally during the study period.
The finding that age is not a significant predictor of satisfaction aligns with recent scholarly research in the public utility sector. According to Ong et al. (2023), who conducted a study on water utility customers in the Philippines, satisfaction is primarily driven by "confirmation" (the meeting of expectations) and "service performance" rather than individual demographic traits. Their research suggests that when a utility provider meets the fundamental expectations of its consumers, the resulting satisfaction levels are homogenous across various age groups.
Furthermore, Abanyie et al. (2023) evaluated household satisfaction with urban water supply. They found that while technical performance and reliability are the primary determinants of user perception, demographic characteristics such as age do not yield statistically significant differences. They argue that because water is a vital resource with no substitute, consumers develop a collective set of expectations that transcend generational differences, which explains the high p-values observed in this study.
Table 10. Significance of the Difference Between:

water service when grouped according to gender
	                   Grouping
	N
	Mean
	SD

	
	
	
	

	Female


Male
	151
	3.6275
	.69581

	
	113
	3.5996
	.68717



	
	t
	df
	Sig (2-tailed)
	Mean
Diff.
	SD
Error
Diff.
	95% Confidence Interval Difference


	
	
	
	
	
	
	Lower
	Upper

	Equal Variances                 assumed
                Equal variances not                   assumed
	.324
	262
	.746
	.02793
	.08609
	-.14159
	.19745

	
	.325
	242.993
	.745
	.02793
	.08594
	-.14135
	.19720



consumer’s satisfaction when grouped according to gender
	                   Grouping
	N
	Mean
	SD

	
	
	
	

	Female


Male
	151
	3.6280
	.76102

	
	113
	3.5066
	.77976



	
	t
	df
	Sig (2-tailed)
	Mean
Diff.
	SD
Error
Diff.
	95% Confidence Interval Difference


	
	
	
	
	
	
	Lower
	Upper

	Equal Variances                 assumed
                Equal variances not                   assumed
	1.269
	262
	.206
	.12140
	.09566
	-.06697
	.30977

	
	1.265
	238.205
	.207
	.12140
	.09600
	-.06772
	.31052


Table 10 indicates that gender does not significantly influence perceptions of water service or overall consumer satisfaction. For water service, the mean scores for females and males were nearly identical: 3.6275 for females and 3.5996 for males. The independent samples t-test yielded a p-value of .746, which is well above the standard significance level of .05. This suggests that both men and women perceived the quality of water service, including factors like pressure, clarity, and consistency, similarly, as these were physical realities experienced uniformly by all members of a household during the study period.
Similarly, the results for consumer satisfaction showed no statistically significant difference between genders (p-value= .206). While females reported a slightly higher mean satisfaction score of 3.6280 compared to male’s 3.5066, the difference was statistically negligible. The 95% confidence interval for this difference included zero, further confirming that gender is not a predictor of satisfaction levels. These findings imply that the service provider’s current operational strategies meet the basic expectations of the entire consumer base without favoring or neglecting any specific gender demographic. 
The finding that service perceptions are consistent across gender aligns with recent research in the Philippines. According to Mata et al. (2022), as cited in recent 2025 evaluations of Philippine public service delivery, satisfaction with essential utilities is primarily driven by "procedural transparency" and "responsiveness" rather than demographic identifiers. Their data indicate that when a utility complies with standardized rules and delivers prompt service, it creates a "social contract" that is viewed similarly by all citizens, regardless of gender, mirroring the non-significant t-test results in this study.
Furthermore, a study by Mokhlis (2023) on the influence of service quality across gender lines highlights that "tangibles" and "reliability" are critical dimensions that equally determine satisfaction for both male and female customers. Mokhlis argues that in the context of public administration and essential services, the functional performance of the service, such as the actual delivery of water, overrides gender-specific expectations. This suggests that the way consumers in the community evaluated their level of contentment directly influenced to the operational performance and the consistent delivery of the water supply during the study period. 
Table 11. Significance of the Difference Between:
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	Sum of Squares
	df
	Mean  Square
	F
	Sig

	Between Groups
	14.025
	4
	3.506
	8.142
	.000

	Within Groups
	111.535
	259
	.431
	
	

	Total
	125.560
	263
	
	
	



consumer's satisfaction when grouped according to length of residency
	
	Sum of Squares
	df
	Mean  Square
	F
	Sig

	Between Groups
	14.272
	4
	3.568
	6.524
	.000

	Within Groups
	141.651
	259
	.547
	
	

	Total
	155.924
	263
	
	
	


	Table 11 shows a significant difference in perceptions of water service across residency lengths. With an F-value of 8.142 and a significance level of .000, the data confirms that how long a resident has lived in the community directly influenced their assessment of the water utility. Since the p-value was less than 0.05, the null hypothesis was rejected. This indicates that residents who had stayed in the area for many years had different viewpoints than newer residents, likely because long-term residents had witnessed the historical changes and the reliability of the water system over a longer period.
Furthermore, the study finds a significant difference in consumer satisfaction across different lengths of residency, as indicated by an F-value of 6.524 and a significance level of .000. This suggests that satisfaction levels were not uniform; instead, they varied with the duration of a resident’s stay in the barangay. Newer residents might have evaluated their satisfaction based on expectations from previous locations, while those with long-term residency based their satisfaction on the consistency of the service they had received over decades. This significant result highlights that the local water service may consider the length of residency as a key factor in understanding the diverse needs and complaints of its consumers.
Adeleke et al. (2023) support these findings by showing that the time a person has lived in an area is a main factor in how they see a utility’s performance. Their research suggests that long-term residents develop a “service memory.” This means they compare the current water service to the best and worst times they have experienced over many years. Because of this, their level of satisfaction depends on many different factors than those of the newer residents. People who have just moved in usually judge the service based only on their recent experiences and what they expect from the water system they actually have.
Additionally, Sealmoy et al. (2025) also point out that staying in one place for a long time often leads to “neighborhood attachment.” This can actually lead to lower satisfaction scores when the service fails. According to their study, long-term residents expect public services to grow and get better over time. When the water service stays the same or gets worse despite their loyalty to the community, they feel more disappointed than new residents do. This confirms the ANOVA (Analysis of Variance) results, showing that the length of residency acts as a lens that shapes how people perceive the quality and reliability of their water.

















SUMMARY, CONCLUSION, AND RECOMMENDATIONS

This chapter presents the study’s primary findings, the conclusions derived from the data, and the recommendations for potential implementation. The results are structured to directly address the research objectives and provide a clear overview of the study's outcomes.
SUMMARY OF FINDINGS
The study determines that the level of water service in Barangay New Visayas is high, as evidenced by an overall average of 3.61. Among the indicators, supply reliability emerged as the strongest, with a mean of 3.74 (High), while water quality and service responsiveness also maintained strong levels, with means of 3.51 (High) and 3.59 (High), respectively. Correspondingly, consumer satisfaction is high, with an average score of 3.58. Within this variable, service performance achieved the highest mean of 3.71 (High), followed by consumer expectations at 3.57 (High) and overall consumer’s satisfaction at 3.45 (High). These results demonstrate that both the technical delivery of the utility and residents’ perceived satisfaction are consistently high.
Regarding the relationship between the two main variables, the statistical analysis revealed a Pearson correlation coefficient of 0.877, indicating a strong positive relationship between water service and consumer’s satisfaction. With a recorded p-value of less than 0.001, which fell well below the 0.05 significance level, the first null hypothesis (Ho1) was rejected. This confirms that the quality and reliability of the water service are significant drivers of resident satisfaction in the community.
Additionally, regarding demographic differences, the results indicate that age and gender do not significantly influence perceptions. The age test resulted in p-values of 0.964 for water service and 0.766 for satisfaction, while gender yielded p-values of 0.746 and 0.206, respectively. Accordingly, the second null hypothesis (Ho2) was accepted for these categories. Notably, a significant difference was observed based on residency length, with F-values of 8.142 for water service and 6.524 for consumer’s satisfaction, both at the 0.000 significance level. Therefore, the null hypothesis (Ho2) is rejected for the length of residency, indicating that the duration of a resident's stay significantly shapes their evaluation of utility.
CONCLUSION
The descriptive findings reveal a high level of water service in Barangay New Visayas, which shows that the utility provider effectively meets the community's fundamental needs through efficient administrative and technical management. High ratings in supply reliability, service responsiveness, and water quality indicated that the infrastructure performed optimally and met accessibility standards. Furthermore, the high level of consumer satisfaction indicates that residents' experiences align with their expectations, confirming that service delivery is consistent with established benchmarks for local water utilities. Based on the Expectation-Confirmation Theory, these high scores imply that the actual service met or exceeded consumers’ expectations, indicating a strong sense of public trust.
Moreover, the inferential analysis demonstrates a strongly significant relationship between water service delivery and consumer satisfaction. The rejection of the first null hypothesis confirms that improvements in quality and reliability directly drive resident satisfaction, proving that satisfaction is a measurable result of the provider’s technical performance. Additionally, the rejection of the second null hypothesis regarding the length of residency indicates that the duration of time a resident has lived in the area significantly shapes their perception. In contrast, the acceptance of the null hypotheses for age and gender proves that these demographic factors do not influence how the utility is evaluated. These results support the study’s theoretical underpinnings by confirming that service performance and historical experience are the primary determinants of public perception.
Regarding the mediation effect and the study's anchor proposition, the findings suggest that the "institutional memory" within the system shapes expectations, acting as a critical factor in how service is evaluated. This confirmed that the length of residency is a significant factor in confirming or disconfirming of expectations over time. These results support the study’s anchor theory, demonstrating that historical experience is a key driver of how current performance is perceived. By effectively closing the gap between promised and delivered service, the provider maintains a sustainable model for community satisfaction.
RECOMMENDATION
Based on the findings and conclusions of the study, the following recommendations are offered to improve water service delivery and guide future research:
1. ​ The utility provider may prioritize improving water quality indicators, notably color, odor, and taste, as these factors received the lowest scores in the study. To ensure a viable response, the provider may designate maintenance personnel for Barangay New Visayas to oversee local water tanks and distribution assets. Personnel may facilitate faster repairs and preventive maintenance to reduce sediment buildup and discoloration. Beyond quality, these personnel may manage a proactive maintenance calendar to minimize unexpected service interruptions and unannounced cut-offs. Since the study identified a strong positive relationship between water service and consumer satisfaction, this primary point of contact may strengthen the bond between the provider and residents by providing real-time feedback and early notice of scheduled maintenance. By addressing technical issues at the source, the provider may proactively protect public trust and guarantee a reliable water supply.
2. To bridge gaps in service perception, the Barangay New Visayas administration may act as a bidirectional link between residents and the MEEDMO Waterworks. The barangay may establish dedicated social media group chats and an SMS hotline to ensure all households, regardless of internet access, receive real-time announcements. Conversely, these channels may allow residents to report technical concerns directly to the barangay. By systematically gathering and forwarding these reports to the provider, the barangay ensures faster response times and creates a transparent "paper trail" more accurate than verbal complaints. This multi-channel approach increases administrative accountability and ensures that all residents, regardless of their length of residency, possess a structured voice in service delivery.
3. Future studies may expand geographical coverage to include unserved areas within the barangay, specifically focusing on Indigenous Peoples (IP) areas, to address social equity gaps and identify overlooked barriers to accessibility. To enhance service delivery, research may investigate the impact of integrated communication strategies, such as regular consultative meetings and the use of social media platforms for real-time engagement. Furthermore, establishing a framework for close monitoring and feedback loops is vital for operational reliability. Researchers may also conduct a comparative analysis between Barangay-managed and LGU-managed systems, such as the Municipal Economic Enterprise Development and Management Office (MEEDMO) waterworks, evaluating them based on maintenance speed, billing transparency, and consumer trust. These avenues would provide a data-driven blueprint for the local government to adopt an inclusive, people-centered, and sustainable management model for water service delivery.
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