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Who Are Our Customers?

 Rate Class Focus
e Service Focus
o Special Customer Focus

Customer Count I Residential

359,033

B Small Comm
32,381

O Medium Comm
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O Large Comm
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What Our Customers Want

...environmentally responsible, safe,
low cost and reliable power

From SCL Mission Statement
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Customer Service Channels

* Account Executive Office
 Account Services / Credit & Collections
* Electric Service Reps / Engineers
* Large Project Management
 Operations / Field Crews
« Communications and Public Affairs
« Web-site

~. & Other City Departments
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How We Gather Customer
Requirements / Feedback

* General Feedback
* Direct Customer Solicitations
e Customer Focus Groups
« Satisfaction Surveys
* Programs and Services
* Hearing Officer
 Mayor’s Public
K Engagement Imtlatlve

&
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How We Respond to
Customer Feedback

* Personalized Problem Solving

 JD Power Action Plan
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Future Customer Planning

* Customer Relationship
Management System

* Long Range Customer Service
Plan
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Total Industry

Customer Satisfaction Index - First Quartile Customer Satisfaction Index - Second Quartile

2010 Change

Index from
Ranking 2009
1 Clark Public Utilities 7 720 23
2 Salt River Project [—————1 708 12
3 Jackson EMC [————1 707 2
4 Omaha Public Power Distnct [ 693 0
5 Sacramento Municipal Utility District [———"71 691 2
] NOVEC 21 690 0
7 Santee Cooper [ 688 (18)
8 MidAmerican Energy [——————1 687 24
9 SECO Energy [ 684 4
10 Sawnee EMC [ 682 18
11 Portland Genaral Electric [ 677 15
12 Clay Electric Conperative [ 676 7
13 Southwestem Electric Power [ 665 35
13 Tacoma Power [ 665 14
15 Intermountain Rural Electnic Assoc. 1 664 (22)
LI1=3: 0 F— 141 137

17 Seattle Gity Light [—————] 662 16
17 Southern Maryland Electric Coop ] 667 19
19 APs [ 661 16
20 Mississippi Power ] 659 27
21 Southern California Edison [ 658 6
21 Xoel Energy - South C———"—"9 658 45
23 Snohomish County PUD [ 657 18
24 Duke Energy - Carolinas ] 656 2)
24 EPB ] 656 46
24 Idaho Power [ 656 3
24 Indianagolis Power & Light [————1 658 i
24 Kentucry Utilities 1 656 4
24 Xeel Energy - Midwest [————"77 656 14
30 KCP&L ] 655 9
30 Oklahoma Gas and Electric [ 855 6

Industry Average = 630

2010
Index

Ranking

CPS Energy

Tugson Electric Power
We Energies

Progress Energy Carolinas
Rocky Mountain Power
Austin Energy

Georgia Power
Pademales Electric
Middle Tennessee EMC
Avista

Entergy Mississippi
Alabama Power

Gulf Power

Alliant Enzrgy

Central Maine Power

El Paso Electric
Wisconsin Public Service
Florida Power & Light
Huntsville Utilities
Orlando Utilities Commission
Pacific Power

Puget Scund Energy
San Diego Gas & Electric
Pacific Gas and Electric
Louisville Gas & Elecinc
Diominion Virginia Power
Entergy Texas

Rochester Gas & Electnc
Entergy Louisiana

PHM

[———1 646
[——1 645
———1 645
1645
———1 645
E— 645
—
——1 843
——] 638
——1 63
[——1 63
———163%

834

—
— 634

Change
from

2008
(1)

17
38
22
58

6

Industry Average = 630

2010
Index

Cobb EMC

Duke Energy - Midwest
Nashville Electric Service
South Carolina Electric & Gas
Cleco Power

Indiana Michigan Power

PPL Electric Utlities
Withlacoochee River Electric Cocp
Knoxville Utlities Board

Xoel Energy - West

‘Westar Energy

Central Vermont Public Service
AmerenlE

Detroit Edison

o and Gas
PECO Energy

Allegheny Power

Ohio Edison

MNorthWestern Energy
Public Service Go. of Oklahoma
Met-Ed

Penelec

Consumers Enzrgy

Entergy Arkansas

Pann Power

Tampa Electric

L. A Dept. of Water & Power
NSTAR

AEP Chio

Atlantic City Electric

Dayton Power & Light

Public Service E

Customer Satisfaction Index - Third Quartile

Change

from

2008
—— 632 (6)
[————1 632 23
[—1 632 33
——1 632 g
[————1 630 22
——1 630 15
[———1 630 (11)
————1 630 (5)
—— 627 14
—— 627 12
———1 6% 5
[—— 624 ]
————1 62 17
————1 62 7
[———1 620 12
[——— 618 15
——1 617 g
——1 617 23
——1 615 14
———1 615 23
—— 612 7
———1 612 (6)
——1 611 13
——1 611 ]
—— 611 13
[———1 610 (5)
[———1 809 (1)
——1 609 12
——1 508 3
[———1 508 20
[—— 508 a7

Industry Average = 630

2010
Index

Ranking
93

109
10
M
12
13
13
115
16
186
118
19
120
120

Jersey Central Power & Light
N Energy

ComEd

Public Service of New Hampshire
Western Massachusefts Electric
Duquesne Light

JEA

Lee County Electric Cooperative
New Yerk State Electric & Gas
Toledo Edison

Baltimore Gas and Electric
Papco

Ameren llinois Utilities
Memphis Light, Gas & Water
National Grid

The llluminating Company
Progress Energy Florida
Delmarva Power

Gon Edison Company of New York
Orange & Rockland

Empire District Electnc

NIFSCO

Vectrsn

Appalachian Power

Kentucky Power

United llluminating

Long Island Power Authority
Central Hudson Gas & Electric
Connecticut Light & Power

——] 584
—— 584
——— 561
——— 579
—1 579

Customer Satisfaction Index - Fourth Quartile

Change
from
2009

26
8
22
0
"
26
2
(43)
13
20
26

Industry Average = 630




Midsize Segment

Customer Satisfaction Index - First Quartile Customer Satisfaction Index - Second Quartile

2010 Change 2010 Change
Index from Index from
Ranking 2009 Ranking 2009

1 Clark Public Utilifies 720 23 17 Snchomish County PUD 657 18

2 Jackson EMC 707 2 18 EPB 856 46
3 Omaha Public Power District 693 0 18 Idaho Power 656 3
4 NOVEC | 680 0 18 Indianapolis Power & Light 656 11

5 Santee Cooper ] 688 (18) 18 Kentucky Utiites [____] 656 )
6 SECOEnergy [ 634 4 2 Tuoson Blectric Power [ 654 18
7 Sawnee EMC [ 682 18 3 Austin Energy [ 650 2
8 Clay Electric Cooperafive : 676 7 23 Pedemales Electric : 650 19
9 Southwstem Eiectric Power [ 665 35 2% Middle Tennesses EMC [ 649 12
9 Tacoma Pawer [ 665 14 % mista [—] 648 2

1 Intermountain Rural Electric Assoc. 664 (22) 26 Entergy Mississippi : 548 60
12 Calarado Springs Utilities : 663 (13) 28 Gulf Power : 647 (14)
13 Seattle City Light | 662 16 29 El Paso Electric 646 21
13 Southemn Maryland Electric Coop | 662 19 29 Wiscensin Public Service : 646 23

15 Mississippi Power 858 27 31 Huntsville Utilities 645 20
16 Xcel Energy - South 658 45 kil Crlando Utilities Commission 645 (6)

Segment Average = 634 Segment Average = 634
Customer Satisfaction Index - Third Quartile Customer Satisfaction Index - Fourth Qua
2010 Change 2010 Change
Index frem Index from
Ranking 2008 Ranking 2009
33 Louisville Gas & Electric 538 3 47 Atlantic City Electric : 608 20

18 47 Dayton Power & Light 808 a7
49 Public Service of New Hampshire : 604 0
50 Western Massachusetts Electric 603 1
51 Jes [ 602 2
51 Lee County Electric Coaperative : 602 (43)
53 Toledo Edison [ 601 20
Memphis Light, Gas & Water : 539 36
55 Delmarva Power : 597 33
14 56 Orange & Rockland : 591 12
57 Empire District Electic [ 587 25
57 nPsco [ ] 587 53
59 Vestren 1 586 (5)
60 Kentucky Power : 584 (13)
United luminating [ ] 584 3)

62 Central Hudson Gas & Electric 579 14
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34 Entergy Texas

34 Rochester Gas & Electric
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ar Nashwille Electric Service

39 Cleco Power
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39 Withlaconches River Electric Coop

41 Knawiille Utilities Board
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42 Central Vermont Public Service
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43 NorthWestern Energy

43 Public Service Co. of Oklahoma
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46 Penn Power

Segment Average = 634 Segment Average = 634




Seattle City Light

West Midsize Segment
Overall Customer Satisfaction Index 2010 Performance
. Change
West Midsize Segment
from Seattle West Rank Rank
2009 City Midsize  within within
o Light Segment Segment Industry [Industry
Clark Public Utities 0 B | overalicsi 862 §52  5of12 630 170121
Power Quality & Reliability 744 730 40f12 695 13 of 121
Tacoma Power 885 % price 591 52 20f12 537 11of121
I in Rural Blectic As - - Billing & Payment 720 715 50of 12 703 36of121
1t tal b 3
niermountain fural HIeCtic Aot @2) | Gorporate Gifizenship 602 585 4of2 563 17of12i
- Communications 584 591 10of 12 569  41of 121
Colorado Springs Utilities :I 663 (13) .
Customer Service 664 699 110f 12 705 1120f121
e Historical Performance
Seattle City Light 662 16
Change from
i 2010 2009 2009
Snohomish County PUD :I 857 18
Overall C8I 862 646 164
:I Power Quality & Reliability 744 726 184
Idaho Power 656 3
Price 591 573 184
ill 174
Tucson Electric Power 654 18 Billng & Payment 120 703
Corporate Citizenship 602 583 194
12
WEST MIDSIZE SEGMENT AVERAGE : 652 1 | Communications o8 °12
Customer Service 664 654 10
Avisia | 48 % Customer Awareness - % Answered Yes
El Paso Flectric 846 2 Seattle  West
City Midsize
PNM PN 5 Light Segment Industry
Familiar with environmental efforts 42% 36% 30%
NorthWestern Energy 615 14 Aware of donations or sponsorships 12% 22% 168%
Aware of plans for conservation/efficiency programs 3% 27% 24%
Utility employees volunteering in community 9% 14% 10%
Component Gap Analysis
Seattle City Light by WEST MIDSIZE SEGMENT AVERAGE
670 1
+6.46 662
660
+3.66
652 -2.87 +2.04
a7 2 Ea
650 1 . - . e
640
630
WEST MIDSIZE Customer Communications Billing & Corporate Power Quality & Price Seattle
Index SEGMENT Service (13%) Payment Citizenship Reliability (22%) City Light
, AVERAGE (6%) (19%) (13%) (27%)
Components’
“ The component gap analysis may not equal the difference due to rounding A Significant increase from previous year at 90% confidence level

+ ‘(Brand Index - WEST MIDSIZE SEGMENT AVERAGE Index) * Component/Attribute's Importance Weight ¥ Significant decrease from previous year at 80% confidence level




The 2010 Electric Utility Residential Customer Satisfaction Study uses the same index model as 2008 and

2009. The Power Quality & Reliability, Price, and Billing & Payment components have the most impact on
overall satisfaction.

Residential Customer Satisfaction Component Weights

Index Model

Customer
Service

6% Power Quality &

_Communications Reliability

Corporat
Citizenship | -

13%, !
Billing&

Payment
19%

2

~ g seattle city 1light
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