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Introduction

The Customer Satisfaction Survey included the following areas for
investigation:

 Awareness and ratings of North  Attleborough Electric
Department;

 Satisfaction with customer and field service contact;
. Collecting customer perception on issues pertaining to rates;

Importance of education efforts by North Attleborough Electric
Department;

. Measure customer preference for communication with North
Attleborough Electric Department;

. Importance of new products and services; and
. Demographics.
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Methodology

The survey included 200 interviews with customers of North
Attleborough Electric Department.

All telephone interviews were conducted from CRPP headquarters
located in Trumbull, Connecticut. Research was conducted primarily
during the hours of 9:00 a.m. and 5:00 p.m. weekdays.

The survey was conducted November 10 D20, 2008.

Statistically, a sample of 200 surveys represents a margin for error of
+/-7.0% at a 95% confidence level.
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Highlights

On Awareness E

. There appears to be some confusion among business customers with
regard to NAEDQ organizational structure. When asked, nearly one-
guarter of all respondents, 23.0%, reported NAED is an independent,
private company, while over half, 56.0%, believed it is a publicly
owned municipal utility and one-fifth, 21.0%, reported to be Qunsure O
of the utility @ organizational structure.
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Highlights

When rating town departments on a scale of one to ten where one
meant very good and ten meant very poor, North Attleboro Town
Departments received high positive ratings when Qlon ® know O
responses were removed from the data.

The department that received the highest positive rating (1-4) was
the Electric Department and the department that received the lowest
positive rating was the Department of Public Works.
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Highlights

On Customer and Field Service Contact E

. Impressively, among those (35.0%) respondents having had contact
with NAED in the past, 97.1% reported to be either  Qrery satisfied O
(90.0%) or omewhat satisfied O (7.1%) with the customer service
employee that handled their call, email or visit.
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Highlights

When asked, nearly three-quarters of all respondents, 73.5%,
suggested it is either Qrery easyO (45.5%) or omewhat easy O

(28.0%), in general, to reach the proper person at NAED who can
help them.
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Highlights

Similarly, just over three-quarters of all respondents, 76.5%,
suggested it is either Qrery easy O(47.5%) or Bomewhat easy O(29.0%)
to obtain the information or assistance required from NAED.

Among those (13.0% or 26 respondents) reporting a visit from a field
service employee in the past, all respondents, 100.0%, reported being
either Qrery satisfied O(88.5%) or Gomewhat satisfied O(11.5%) with
the way the field employee handled the visit.
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Highlights

On RateskE

When asked about NAED rates for electrical service, over one-third of

all respondents, 37.5%, reported NAED rates are  Gabout the same as
other electrical providers, Owhile a smaller number, 22.5%, reported
NAED rates are Qower than other service providers. O Remaining
respondents reported NAED rates are either (higher than other
service providers O(13.5%) or Qunsure O(26.5%).

Further, more than one-third of all respondents, 38.5%, reported
either Gervice is significantly more important than rates 0O(28.0%) or
Gervice is only somewhat more important than rates 0O(10.5%).
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Qv Highlights

A clear majority of all respondents surveyed, 98.0%, reported to be
either Qrery committed O(63.0%) or Gomewhat committed O (35.0%)
to reducing energy usage and keeping electric costs down at their

business.

A similar majority of all respondents surveyed, 94.0%, also believe It
is either Qvery important O(57.0%) or Somewhat important O(37.0%)
for NAED to provide energy conservation tools and education to their

busir How important for NAED to provide energy conservation
tools and education to your business?

2008

Very important

57.0%

Somewhat important

370

Somewhat unimportant

35

Not at dl important

2.0

Don®know/ unsure

05

Total important

4.0

Total unimportant

9.5

measure. inform.
allide.

North
/@ Attleborough
w Electric

Department
A Customer Owned Utilif lity
SO oty S 109




Highlights

On ServiceE

more
power

Among those business customers (27.5%) recalling an outage lasting

than five minutes, the clear majority, 90.9%, reported their
was restored either  Qrery promptly O (63.6%) or omewhat

promptly O(27.3%).

Recall outage? 2008
Yes 27.5%
No 68.5
Don®know/ unsure 4.0
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Highlights

Ve

On Communication E

While half of those surveyed, 50.5%, reported reading QllOor Cat
least someO of NAEDGB newsletter called GBGeneral Managers
Newsletter, 034.0% do not read it and 14.5%, did not recall receiving
GGeneral Managers Newsletter Ofrom NAED in the past.
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Highlights

Impressively, among those reading QllOor Gt least some O of

the

GGeneral Managers Newsletter Oin the past, the clear majority, 92.1%,

suggested the newsletter is either Qrery good 0(20 8%) or o
(71.3%) when it comes to being informative, concise and easy to
read.

When asked how they would prefer to receive information about
North Attleborough Electric Department when they need it, business
respondents reported the following as their top preferences:

 Direct mail (36.5%);

. Telephone contact (26.5%);
 Bill insert (16.0%);

. Internet/email (8.5%); and

. Face to face meetings (7.0%).

odO
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Highlights

Importantly, nearly one-fifth of all business respondents, 17.5%,

reported visiting North  Attleborough Electric Department @ website

at wvw.NAELECTRIC.com in the past.

Respondents were read a list of services provided by North
Attleborough Electric Department and then asked to indicate those
which they were aware of. In declining order, awareness of services
were recorded as follows:

. Drop-box payment (70.5%);

. Online payment of bills (69.0%);
 Credit card payment (50.0%); and

. Power Saver Rebate Program (37.5%).
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SV Relationship with
i NAED

Impressively, 95.0% of all respondents surveyed described their
relationship with North Attleborough Electric Department as either
(an advocate of NAED O (6.5%), (oyal customer O (16.5%) or a
atisfied customer O(72.0%).
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Highlights

When asked, one-fifth of all respondents, 20.0%, suggested they
would like to be visited by an NAED representative who could

provide information on various products and services available from
the utility.

Additionally, one-fifth of all respondents, 21.5%, suggested their
business would benefit from attending an informative session at
NAEDGQ office on topics such as electric power, projected future rates
for electricity and possible options for expanding their business.
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Highlights

On New Products and Service E

The large majority of respondents, 88.0%, suggested it is either Qrery
important O (38.5%) or Gomewhat important O (49.5%) for NAED to
offer new products, services and technologies in order to stay
competitive.

 In addition, over one-quarter of all respondents, 28.0%, reported to
be either Qrery willing O(11.5%) or Gomewhat willing O(16.5%), to
pay a surcharge for GGreenOor (Renewable Opower if NAED was able
to provide it.
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D Willing to pay surcharge for
o  GBreenOor (Renewable O
Power?

49.5

Very willing Somewhat Somewhat Not at all Don't
willing unwilling willing know/ depends
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Highlights

Finally, more than one-third of all respondents, 36.0%, reported to

be either Qrery willing O (17.0%) or Gomewhat willing O (12.5%) to
reduce their electricity usage, for an incentive, during peak periods
when system energy consumption is high.
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Thank you for the opportunity to present

Any Questions?
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