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Attended Annual Meeting

Yes
10.7%

89.3%



Ratings — Top-2 Box

Cost

Customer Service

Keeping you informed
Accurate, understandable bills
Response

Reliability

Reputation

Environmentally Conscious
Community Involvement

Overall

43.4%
| 79.3%
71.3%
| 79.1%
77.9%
| 80.2%
78.4%
73.3%
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77.7%
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Ratings - Mean

Cost | 3.37
Keeping you informed 3.96

Environmentally Conscious | 4.06
Overall 4.08

Community Involvement 4.10
Customer Service 4.13

Response 4.13
Reputation 4.15

Accurate, understandable bills 4.16
Reliability 4.18




Contacted Customer Support
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Reasons for Calling
Customer Support

New service
Pay bills 34.8%
Problem with bill

Outage 43.6%

Surges/Power quality 7.1%

Service installation 8.0%
Advice 6.3%
Meter reading 3.6%

Other 9.9%
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Other Product Interest
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Have Internet Access

Home
32.7%

Neither
52.1%

Work
1.8%

Both
13.4%



Have High speed/Dial-up Access

Neither
40.5% Dial-up

46.4%

High
speed
13.1%



Need Broadband
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Advertising Awareness

Magazine |G 56 4%

Direct Mail 7— 35.9%
Bill stuffers 7_ 23.9%
Newspaper [ 19.6%

TV 7— 14.0%

Billboards |l 9-7%

Radio F 6.7%
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Read Bill-Stuffers

76.2%
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Preferred Means of Communication

Billboards
Radio
Newspaper
Internet/Emaill
TV
Magazines
Bill Stuffers

Direct Mail 67%

Co-op Newsletter 68%

0% 20% 40% 60% 80% 100%



Read Monthly Newsletter
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Usefulness of Newsletter
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Visited Website

Yes
8.3%

91.7%



Why Visit the Website

Billing question

Customer service question
Internet

Needed contact info

New service

Online billing

Other

Other service/product
Power outage

Service specifications

0%

14.3%

28.6%
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Years as Member

38.4%

25.7%

14.1% 11.6%

1 -5 Years

10.2%

20+ Years 6 - 10 Years 16 - 20
Years

11-12
Years



Home Energy Type

Don't
Know
0.4%

Both
42.3%
All
electric
55.8%

1.5%
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Respondent Gender

Male

45.99
Female o

54.1%




Own or Rent

Rent
9.3%

Own
90.7%
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Respondent Education
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23.3%
11.2%
College Graduate
graduate School



100% -

80%

60%

40%

20%

0% -

Respondent Income

34.9Y%

° 30.9%
23.0%
<$25K $25K to $50K to

$50K $100K

(o)
7.6% 3.6%
] —
$100K to >$150K
$150K



Ratings by Age

Under 21 22to 30 31to 40 41 to 50 51 to 60 60+
Top-2 Box
Cost 17.6% 39.6% 28.1% 31.0% 44.8% 60.5%
Customer Service 52.9% 74.6% 68.7% 75.8% 82.1% 86.5%
Keeping you informed 47.1% 60.4% 62.1% 67.6% 74.1% 79.8%
Accurate, understandable bills 70.6% 77.6% 72.3% 75.6% 80.0% 84.6%
Response 58.8% 70.9% 69.2% 76.9% 80.5% 83.4%
Reliability 70.6% 76.7% 71.3% 78.7% 82.1% 85.4%
Reputation 58.8% 73.5% 69.7% 74.2% 81.8% 85.3%
Environmentally Conscious 56.3% 70.9% 63.2% 69.8% 73.0% 82.1%
Community Involvement 62.5% 68.0% 66.8% 73.8% 73.1% 84.6%

Overall 58.8% 75.2% 64.4% 74.9% 80.9% 84.8%



