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TO: DIVISION OF APPEALS

DIVISION OF AUDITING AND FINANCIAL ANALYSIS
DIVISION OF COMMUNICATION

DIVISION OF ELECTRIC AND GAS

DIVISION OF RESEARCH

DIVISION OF WATER AND WASTEWATER

DIVISION OF LEGAL SERVICES

[T E ]

FROM: DIVISION OF RECORDS AND REPORTING (SANDERS)

RE: CONFIDENTIALITY OF CERTAIN INFORMATION

DOCUMENT NO:@iAR4=08= >

DESCRIPTION: Certain info in audit of electric service
guality and reliability,

SOURCE: Gulf Power Company

pockeT No:___ SSILEER-RI

The above material was received with a request for
confidentiality (attached). Please prepare a recommendation for
the attorney assigned to the case by completing the section below
and forwarding a copy of this memorandum, tcjether with a brief
memorandum supporting your recommendation, to the atiorney. Copies
of your recommendation should also be provided to the Division of
Records and Reporting and to the Division of Appeals.

L ———————— PR B e e e e e e

Please read each of the following and check if applicable.

The document (s) is (are), in fact, wha* the utility asserts
it (them) to be.

Jff The utility has provided enough details to perform a
reasoned analysis of its request.




BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

IN RE: Florida Public Service Commission

Review of Electric Service Quality and Docket No.: Undocketed Audit
Relinbility Date: January 20, 1998
/
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SOUEST F "ONFIDE 55

The information provided herein should be maintained as proprictary confidential
business information pursuant to Section 366.093 and Rule 25-22.006, F.A.C.

EXHIBIT "A"

Provided 1o the Division ol Records and Reporting
under separate cover as confidential information




FPSC Audit Doc. ment/Record Request
Electric Service Quality Audit
Gulf Power Company
April 14, 1997

6. Identify any goals, objectives, and/or benchmarks relating to distribution maintenance.
ANSWER:

Gulf's goal is to maintain a level of service that customers expect and can afford, while
reducing the costs associated with maintenance of the system by identifying and planning
specific distribution programs to accomplish this goal. Gulf uses its Public Opinion
Research, Distribution Line Clearing Cost Goals, Line Clearing Reliability Goals and its
Distribution Trouble Reports Outage Summary as benchmarks.
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Strengths and Weaknesses of Gulf Power

Strengths and Weaknesses of Gulf Power (% Agree)

Jan/ Marc/ May July  Sep/ Nov/ Jan/
Feb. April Juse Augut Oct  Dec.  Feb
1996 1996 1996 1996 1996 1996 1997
(Base)  (200) (200) (2000 (200) (200) (200) (200)

Auributes % % % % % % %
Suengths
Mainaining reliable service 92 2 9% 92 91 9 94
Providing crvect bills 90 88 57 2 -n 90 2
Restoring service quickly when kgossowt 89 88 2 89 14 90 86
Energy efficiency advice B +7 80 80 n 81 B4
Keeping you infermed 84 78 80 7 80 u n
Friendly/courteous employees &8 &} &) 80 &4 85 80
efficiendy m e 74 80 8l 74 m
Good citizen of the community 86 2 2 L ¥ ” £ n
Keeping rates reasonable 64 64 64 68 68 66 69
Handling : ; 7 6 -7 n 7 76 68
Caring about customers as individuals % 64 65 64 70 66 68
Weaknesses
Providing safety education 74 66 67 i 7 66 66
A well managed 66 62 63 66 n 61 [
Concerned about the ¢ 62 6l 54 -+ 68 62 35 60
Planning wisely for future 54 52 0 -6 58 54 54
Strengths and Weaknesses of Gulf Power (% Disagree)
Jan/ Marh/ May/ July/ Sepr/ Nov./ JanJ
Feb. April June August Oct. Dec. Feb
1996 1996 1996 1996 1996 1996 1997
(Base) (2000 (200) (2000 (2000 (00) (200) (200)
Atributes % % % % % b bil
Keeping rates reasonsble n 20 18 1} 1% 20 19
Restoring service quickly when it goes out 8 4 2 -3 10 6 g
Caring about customers as individuals 6 =12 9 13 9 ] ]
Keepizg you informed [ [ ] ] 6 s é
Operating efficiently 6 6 4 ] 6 6 4
Planning wisely for future 6 ] 7 6 6 4 4
A well managed company 4 5 2 -+ 6 6 B 4
Energy efficiency advice 3 =+ 8 6 5 6 3 2
Maintaining relisble service 6 B 1 4 6 3 2
Handling requests 4 7 B L] 5 L] 6
Concerned about the environment 9 6 5 3 3 2 3
Good citizen of the community 2 4 2 2 4 2 2
Providing correct bills 4 8 4 - 10 - 3 4 2
Friendly/courous employees 2 = 6 2 -+ 6 3 4 4
Providing safety education 4 4 4 3 2 2 4
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ESOQ-1 Item Number 26

CONFIDENTIAL

This document consists of pages | - 190. Each page in its entirety is confidential, including all
tables, graphs and accompanying text.




26.  Provide a blank copy of any customer satisfaction surveys performed by the
company in the last 5 years.

Answer;
Blank copies of surveys are provided for 1992 through 1996.
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1992 Customer Satisfaction Survey

Residential Customers
Same survey used for Commercial and Industrial Customers

Residential Customers who had an active contact with the
company




THE MARKETING WORKSHOP, INC.
Norcross, GA _30082
92-3049-Res

| Residential I

(ASK TO SPEAK WITH "HEAD OF HOUSEHOLD" STATUS RESPONDENT.) Hello, | am calling

from Compass Marketing Research, a national public opinion research firm. We are conducting a

bh;hl smy on some issues of local interest and we would like to ask for some opinions in your
use

1.

If utilities were graded like students in school, based upon your experience, what grade from
Um1mu'?1uynugivcywr{HEAD FIRST ITEM ON Lls#un the job they do in satistying
customers

(ROTATE) Write in Grade
Electriccompany ......... I e AT

Cable COMPANY ... v vvvvvveennnnns

How concemed is your electric company about satisfying customers with the service it
m concerned, somewhat concemed, somewhat unconcerned or very
u

Veryconcemed .........con00nvnn 1
QONOMIMIND ¢ 2o o e 66 000 s 2
VMW ............. 2
NOT READ) Not sure ...........5

Generally speaking, would you say your overall opinion of your electric company is very
tavorable, somewhat favorable, somewhat unfavorable, or very unfavorable?

Veryfavorable ...............00.. 1

VOIS s v s se e snnsee 2
Somewhat unfavorable . ............. 3
Veryunfavorable . . ................ 4
(DO NOT READ) Notsure . .......... 5

If you had the opportunity to choose your su r of electricity, would you be very likely,
somewhat likely, somewhat unlikely, or very uniikely to choose your current electric company?

Verylikely .......coc00unvnvnnn 1
Somewhat likely .................. 2
Somewhat unlikely ................ 3
Very unlikely ........... vy M B, 4
(DO NOT READ) Notsure ........... 5




10.

2
Howmmy:'u.mme reliability ¢’ the electric power supplied by youralmncuﬁuﬁ,

—that is keeping number and durs.on of service interruptions down—are you very
satisfied, somewhat satisfied, somewhat cissatisfied, or very dissatisfied?
Vorysatised ... ....cccaoeessene 1
Somewhat satisfied ................ 2
Somewhat dissatisfied .............. 3
Verydissatisfied .................. 4
(DgNOT READ) Notsure ........... 5
During the past month, did you call or visit an office of your electric company for any reasoi?
O TR s aToh o leore a 4o ave o5 o aa 4 1
Vished ....civlenercesssssosssses 2
Calledandvisited ...........c000.. 3
Didnotcallorvisit ................ 4
(DO NOT READ) rotsure ........... 5

COUMPOUBIY . . .covocvsssncnnns 1
Somewhat courteously . . ............ 2
Notcourteouslyatall . . . . ........... 3
(DO NOT READ) Notsure ........... 4

Wuﬂa-wuwmdmmm"ummm-, faily knowledgeable, or not
knowledgeabie at all?

Very knowledgeable ............... 1
mm & SRR 2
krw:l ............ 3
(DO NOT N U o0 00 50 0w 0 s 4
And, how satisfied were you with the way the electric co employee handled your call
or visit—very satisfied, somewhat satisfied, somewhat , or very dissatisfied?
“
Verysatisfied .................... 1
Somewhat satisfied ................ 2
Somewhat dissatisfied . ............. 3
Verydissatisfled .................. 4
(DO NOT READ) Notsure ........... 5

{ASK EVERYONE:) During the past month has your househoid experienced any electric
outages lasting longer than 5 minutes?

VBB iviiin b d e o alhic pumin sunis s s e e e 1
NO e s ata iyt aTste W sis e ee 8 e e iee W a e 2
(DO NOT READ) Notsure ........... 3




11.

12

13.

14.

185.

3

And, dufing the past month have your digital clocks and VCR's ever stopped operating for
very brief periods and blinked on and off, or not?

1 R T R T T 1
N0 i aiote = iamniein i oo b e aieisisnis oiuis 2
(DO NOT READ) Not sure . .......... 3

Thinking for @ moment about the management of your electric company, woulo you say that
mananamanrtut? is—very competent, somewhat competent, somewhat incompetent, or ve
incompete

Verycompetent ..........coc00s00 1
Somewhatcompetent . . . .. .......:.. 2
Somewhat incompetent . ............ 3

In your opinion, does electric company make it very easy, fairly easy, faldy difficult, or
very difficult to do ness with them?

::rynm ...................... ;
easy ..... A L P ———.
F’dwm o & & & & 8 = & @ ® & # & & & & & & 8 8 a
ngm ...... e A e S P 4
(DO NOT READ) Notsure . .......... 5

Do you consider the price you pay for elactricity to be low, reasonable, a little higher than
it should be, or much higher than it should be?

LW o s e 5 eia e o e e e e 1
Reasonable .......:c00cs00c00sss 2
A little higher than it should be ........ 3
Much thanitshouldbe ......... 4
(DO READ) Notsure ........... 5

How hard do you think your electric company is
prices down—are they working very hard, fairly hard, not very hard, or not hard at all?

Workhgvery hard . . .. ...oovvennnn 1
Working faidy hard . ............... 2
Notworkingvery hard .............. 3
Nntwoﬂdngﬁh:rndllaﬂ .............. “
(DO NOT YNOLBUM® . ..co0000as 5




16.

4

Now, for the next few questions I'd like vou to rate your electric company’s performance in
cerain areas. For example, how would you rate your electric company’s performance as it
relates to (READ ITEMS FROM LIST)—would you say they do an excellent, pretty good, not
so good or poor job at: (READ PHRASE)?

' Pretty Not so Not
(ROTATE QUESTIONS) Excellent  Good Good Poor Sure
a Providing emergency repairs
during disruptions of electri- ;
city service 1 2 3 B § =
b. Handling individual customer
complaints and problems 1 2 3 4 5

c. Being courteous in the Service
they provide 1 2 3 4 5

d. Responding promptly to questions

or requests for information 1 2 3 4 5 _
e. Accurately reading electric meters 1 2 a 4 5
f. Being careful about their impact

on the environment 1 2 3 4 5
g. Showing concem for customers’

safety in using electricity 1 2 3 4 5 -
h. Providing reliable electrical -

service 1 2 3 4 5
i. Having competent employees 1 2 3 4 5
| Attracting new business and

industry to the area 1 2 3 4 5
k. Being involved in the community 1 2 3 4 5
. Providing a good value for the '

money you spend on electricity 1 2 3 4 5
m. Caring about customers and not

taking them for granted 1 2 3 4 5




17.

18.

And, inthinking about the overall service: that your electric company provides—that s,
electrical service, customer assistance, anc other services—how satisfled are you with ihe
services provided by your electric company—very satisfied, somewhat satisfied, somewhat
dissatisfied, or very

Vory DBBRDEIIE 0 s h o aie o siciee oo s5.0s 00 1
Somewhat satisfied ................ 2
Somewhat dissatisfied .............. 3
Verydissatisfied .................. 4
(DONOT READ) Notsure ........... 5

Finally, I'd like to ask just a few classification questions... (DO NOT PAUSE)...
Which category best describes your age—is it between: (READ LIST)?

181028 s o i a0 T 5 h 3 i
25034 L ..o iR etateln s i e 2
LRI T SRR e e e e 3
BB BN i et e e s e 4
BB s i e s et v s s 5
B5 OF OVBP . .. il ia scninsioitB e e nin s m 6

(DO NOT READ) DK/NAJrefused .... 7
And, what was the last grade or level of school you completed? (READ LIST.)

Less than highschool ........... 1

ngrl Edmmmm - ® & & & @ 8 & & & g-

SOMB CONOOP s« oo 5 cvss0oceinse *
Collegegraduate ............... ;

m glm " 8 & & & & 8 B 8 & 8 & 8 8 & 8@

(DO NOT READ) Notsure ........ 6

(DO NOT READ) DK/NA/refused .... 7
Do you own or rent your homa?

0, | TP A AN RS P R i |
77 SR SRS T N R P e s 2
(DO NOT READ) DK/NA/refused .3
And finally, which category best describes your total household income for 1991? (READ
Ll

Under BB000 . 5nil oiiaTis ainisie s e 1
$5000upto $9999 ............ 2
$10000 upto $14999 . .......... 3
$15000 upto $24999 ........... 4
$25000 upto §$3498909 ........... 5
$35000upto $48.899 ........... 6
$50000 upto $74999 . .......... 7
75000 0rover .....o000 000000 8
(DO NOT READ) Not Sure 9
(DO NOT READ) DK/NA/refused 10
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b & Record but do not ask:

Male -1
Female -2

Thank you for your time and cooperation. Your opinions DO countl

Befors I}.h-lng up | would like to verify that | reached you at (READ THE P!!ONE NUMBER YOU |

Respondent’s Name Date
Respondent's Phone ( ) Interviewer's Name




E-IE mgm WORKSHOP, INC.
Qrcross, 30092 .
91.2848-C LAY ouT

:_.::_a:]a Commercial/industrial

SWITCHBOARD INTRODUCTION

Hello, my name Is ____, I'm calling from Compass Marketing Research, a national
public opinion research firm. We are conducting a brief survey among commercial and
industrial companies in The South and | would like 1o sneak to the person in your
company/organization who Is most knowledgeable about the types of energy your
company uses, such as electricity and natural gas at this location, and has contact with
your local utility companies? May | please @ his or her name, title and direct
telephone number.

Respondent Name.
Title:
Phone #.

RESPONDENT INTRODUCTION

Hello, my name Is _____, I'm calling from Compass Marketing Research, a national
public opinion research firm. We are conducting a brief survey among a
sample of commercial and industrial users of energy in The South and we
to include your opinions. You have our pl that this interview is being
completely off the record—that your identity and specific attitudes and opinions will be
held in strictest confidence. The interview should equire about 10 minutes of your
time.

(INTERVIEWER, BE SURE TO READ.) Your organization may have more than
one location In this state. In this Interview, we would like you to keep gll these
locations In mind when answering the questions.

Before we begin, | would like to confirm that you are the person in your company/
organization whc Is most knowledgeable about your company’s energy use and the
services you receive from your local electric gas company.

(IF YOU ARE SPEAKING TO THE APPROPRIATE RESPONDENT, CONTINUE TO Q.1. IF
NOT, ASK FOR A REFERRAL AND REPEAT RESPONDENT INTRODUCTION.)




2

If utilities were graded like students in school, based upon your experience, what grade fmm.

0 to 100 would you give you" (READ FIRST ITEM ON LIST) on the job they do in satistying |
customers? 4

(ROTATE) Wrlte In Grade BT CARDL
EIGCIiC COMPANY .. oo vvvnnnnnennnns (cos #-10)
Telephone COMPANY . . ..o vvvennnn.. (n-12)
GasCOMPANY . .vvvwvrororosnnnns (m -IL)

How concerned Is your electric company about satisfying customers with the service it
providﬁ—":;;y concerned, somewhat concerned, somewhat unconcernea or vary
unconce

Very concemed ...... A wilietn car

Somewhe! Concomed . . . . . .. .o 2 (1)

Somewhat unconcemed .. ...... 0000 3

\gg unconcermned .. ... . b v e 4 s
(DO NOT READ) Notsure ........... 5

If you had the opportunity to choose your supplier of electricity, would you be very likely,
somewhat likely, somewhat unlikely, or very unlikely to choose your current electric company?

T 2 \ &
Somewhat unfikely . ............... 3 ( ) ¥
Veryuniikely .....ccce0a00t00s00 4

(DONOTREAD) Notsure ........... 5

How would you rate the overall quality of service provided by your electric supplier—excellent,
pretty good, not 80 good, or poor?

EACO .. v 1 (s)
uos"“”.u":.?‘aa'::::::::::::::::::::i ‘
(DO NOT READ) Not sure - ... novo s B

How satisfied are you with the reliability of the electric power supplied by your electric utility
—that Is keeping the number and duration of service interruptions down—are you very

satisfied, 80 satisfied, somewhat dissatisfied, or very dissatisfied?
Vory satished . 5is o s co cssvsvavena 1
Somewhat satisfied ................ 2 ( 20 )
Somewhat diesatisfied .............. 3
Verydissatisfied .................. <
(DO NOT READ) Not sure . .......... 5




3

6. And.howwmﬂdroumnuﬂuqua!ltyofﬂupomrpmﬂdodbyyouriimdcmme
satisfactory, or is it subject to surges, dips and fluctuations?
mﬁfr}'ﬂ........ﬂ....uﬂ. ...... ;
0 . surges, fluctuations .....
(DO NOT JnNOtSUre ........... 3 (Qﬂ
7.  And, thinking for a moment about the price you pay for electricity, would you say the price
Is low, reasonable, a litle higher than It should be, or much higher than it should be?
L 1 T g T gt 1
Reasonable ..... ke wan e e e e e R
A little higher than itshouidbe ........ 3 ( )
Much higher than it should be . ........4 24
m" READ)NU'IIUH !on.loo---rs
7X.  As | read the following list of industries, please rate each one's performance as it relates o
being careful about Impact on the environment. Would you say (READ ITEMS ON
u&iﬂdﬂ [doee] an Excellent, Pretty Good, Not 80 Good, or Poor job as It relates to being
careful about their impact on the environment? (ROTATE LIST)
(DO NOT
Pretty Not So READ)
D ok Excellent Good Good Poor DK/NARF
| 43 @. Chemical plants in your area 1 2 3 4 5
“1 b. Your electric company 1 -2 3 4 5
) 5¢ ¢. Oil Refineries in your area 1 2 3 4 5
| 51 d. Steel mills in your area 1 2 3 4 5
) 52 e. Paper mills in your area 1 2 3 4 5
! 53 1. Textile mills in your area 1 2 3 4 5
8. Duringthogulmnth.ddyounnnrvlsltlnnfﬁudyournhctﬂcmmnyfurmynnan?
m‘“i @ & & ® & ® & & & & 8 §F 8 8 B EFEE 1
ma""‘ llllll & @ @ & ®» & @ & 0 @ @ g
Didnotcall orvist ............... 4 (23)
(DONOTREAD)NOtSUre . ......0000 5

v




4

9. Now, for the next few ¢ sestions I'd like you to rate your electric company’s performance jn
certain areas. For exar e, how would you rate your electric company’s performance gg jp
relates to (READ ITEMS FROM LIST)—would you say they do an excellent, pretty good, ngt
80 good or poor job at: (READ PHRASE)? ;

Pretty  Not 80 Not
(ROTATE QUESTIONS) Excellent  Good Good Poor Surg
(2¢ Being a reliable source of
) E information 4 3 2 1 5 .- 1
(25) b, Being careful about their
5) impact on the environment - 3 2 1 5 |
((20) ¢ co themselves in an
open and manner 4 3 2 1 5
(27) d. Keeping prices as low as possible 4 3 2 1 5
(2£) o. Providing reliable electric service 4 3 2 1 5
(-7,9) {. Taking an active role in the
community in which it operates 4 3 2 1 5
f.!o) g. Restoring power quickly during
emergencies 3 2 1 5
':.Il) h. Being courteous to customers 4 3 2 1 5
Responding promptly to cust
(3;0 : questions and problems o “ 3 2 1 5
(33) | Conducting their operatio
) ) Coaglictop ek gporsiors . N , 1 .

(39’) k. Caring about customers and not
taking ﬂ'lil'll for granted 4 3 2 1 5

(25) 1 Having knowledgeable, well trained _
employees 4

3 2 1 5
(3¢) m. Providing a good value for the
money you spend on electricity 4 3 2 1 5
(J?)n. Aftracting new business and
industry to the area 4 3 2 1 5

(J@a. Sending accurate bills 1 3 2 1 5

i




5
10. Al lhlnni nbnlldlrul. how satisied are you with the full package of services that your g

ectric
supplier provides o very satisfied, somewhat satisfied,
A o v oy e You very o6 Eomewhat
vwm LR B B N I T ] ® & % 8 B & @ 1
Somewhat satisfied . . . . .. ... i 2 (47)
Somewhat dissatisfied .............. 3
L S 4
(DO NOT READ) Notsure ........... 5 _
11, And, how satisfied would you say you are with the full package of services that your nat.:
gas supplier provides r,:u y r'gn-—lreyouww u‘t)isﬁad?samnwhu uusﬁ&d,:nll::n?:rhr:
, Or very ’
v.w m LR B N R I T I I I T I 1
Somewhat satisfied . .. ... ... ... M (4e)
Somewhat dissatisfied .............. 3
A e S 4
(DgNUT READ) Notsure ........... 5 )
CLOSING
And finally, I'd like fo ask just a few classification questions...
12.  Approximately how many people are employed at this location? ( " )
41l - 4§y

13. Does your company own or iease the building at this location?

M ............ & & & & 8 8 @ @ & & @ 1
A T S e P R L
mm ® & & @ & & 8 @ & & ® 8 B 8 ® B @ 8 8 8 @ a ( g
v Y T e 4

14.  And, finally, what is your title?. (46)

Thank you for your4ime and cooperation. Your opinions DD count!
gofom I}hmg up | would like to verify that | reached you at (READ THE PHONE NUMBER YOU

Respondent’'s Name, Date

Respondent's Phone ( ) {40 - 73) Interviewer's Name_T D ‘(_._5'?* ,ﬁ)_
Seq# from phone pages __CARD3 (roLs O - 48 )

compavy [carbl] Gous 7¢) QVER card ) tor (5%
IrxeEer  cope  (77-78 ) '
MW/H’MME ( 79 )

(S




ACTIVE CUSTOMER SURVEY
Revised April 3, 1991

Sequence Number Customer Class
CoatatDate ___/__/ CUlQCode
Rep. ID

Is this the (read name from samygse) housebold?

No - TERMINATE
Yes - CONTINUE

Hello, my name is with . (Research firm). We are
cooducting a short survey of people who have bad a receat costact with

Power. Tﬁmﬁhﬁmﬁlmhpﬂmmmh
contact with them receatly concerning electric service, an electric bill or something else.

Are you the person who contacted Power?

1) TELEPHONE

2 OFFICE VISIT

3) MAIL/OTHER (Ask Q-2, then skip to Q-5)
8 CAN'T RECALL ~ TERMINATE

® %%.? king back to that (Gl sk comtnc) WD o read list. Record all that

1) SERVICE TURNED ON TO A éﬁ'ﬁiﬂm

2) SERVICE TURNED ON TO AN HOME/BULLDING
3) TRANSFER /ACCOUNTING INFORMATION CHANE

4) SERVICE PROBLEM/INQUIRY

TO GET SERVICE TURNED OFF

REPORT A POWER OUTAGE

STREET/SECURITY/OUTDOOR LIGHTS

BILLING PROBLEM/COMPLAINT

83929




9)

BILL PAYMENT INQUIRY

BUDGET, BILLING PROBLEM
g /LEVELIZED -
12)  APPLIANCE QUESTION/PURCHASE
ﬁ; OTHER (EXPLAIN)
DE/NA/REFUSED
How do you fieel about the way the er service representative whom you
first spoks with handled your inquiry? (Read list)
1) VERY SATISFIED
2) SATISFIED

3)
4)
)]

%Tm
DK/REFUSED Enctmd, skip to Q-5.)

What specifically made you 1 (Response to Q-3)
i result of
D s T80 TSRy e 1 o ot o
1 YES
SKIP
§’) M’hﬂ-ﬂ)

a ower t
How do m foel bc’:?xbd unlnil Power provided at your

1)
2)
3)
4)
5

VERY SATISFIED

SATISFIED
DISSATISFIED
1i!Ini/“'lm-l:’,111'?&“‘&)lmt read, skip to Q-8.)

What specifically made you 7 (Response to Q-6)

-z-




Dﬂnm “n’o't'm'f* request was resolved to your satisfaction

1)
2)
3)
4)

ifQ-2=1o0r2,
%mz*umemm

1)
2)
3)

NO
NOT YET RESOLVED

DK/REFUSED

YES (Skip 1o Q-11)
NO
DK/REFUSED

If no, what was the reason the promised date was ot met?

T&hﬂﬁup-mmﬁ_rm,wamhdm
performance

in handling your inquiry or service request?

you

NO..
YES..

Domhnl‘mmuqudﬂmad Power to call
about?

GO TO Q14
SO THAT 1 CAN GET THE PROPER PERSON TO CONTACT YOU,
WOULD YOU TELL ME THE NATURE OF YOUR PROBLEM OR

QUESTION?

(Record nature of problem/question and geserate *Customers Who Wish To
Be Contacted” report)

otherwise, skip to Q-11) pid Power
they promised?




PLEASE GIVE ME YOUR NAME AND THE TIME OF DAY YOU CAN BE

REACHED:
CUSTOMER NAME:
TIME OF DAY DAY EVENING
FHONE NO:
Q14
ool AND Giseior, DO NOT ASK FOR MISSISSIPPI POWER.
* AR Bl ere e e
Yes - Generate "Customers Who Are Dissatisfied” report.
No - Costinue
CLOSING
Record sex
Ask for respondent’s name
Verify phone sumber

THANK YOU VERY MUCH FOR YOUR COOPERATION!

HW:CSS_QUES.WP ‘

Il




1993 Customer Satisfaction Survey

The 1992 Survey was used again in 1993 with the exception of the Key Account Survey.

Residential Residential Customers

Commercial/Industrial Same survey used for Commercial and Industrial Customers

Active Residential Customers who had an active contact with the
company
Key Accounts Key Accounts were given a separate survey. They were not

surveyed in the Commercial or Industrial survey.




THE MARKETING WORKSHOP, INC.
Norcross, GA 30082
92-3049-Res

| Residential I

(ASK TO SPEAK WITH "HEAD OF HOUSEHOLD" STATUS RESPONDENT 1‘4 Hello, | am calling

from Compass Marketing Research, a national public opinion research firm.

@ /e conducting a

brief survey on some issues of local Interest and we would like to ask for some cpinions In your
household.

1.

If utilities were graded like students in school, based upon your experience, what grade from
0 1; 100 v!?uld you give your (READ FIRST ITEM ON LIST) on the job they do In satistying
customers

(ROTATE) Write :n Grade
Blectriccompany .......-..-ccccass

Cablecompany ......sceoeesenesss

How concemned Is your electric company about satisfying customers with the service it
pmvidas—wm.d;y concemed, somewhat concemed, somewhat unconcemed or very
unconce

Veryconcemed .........couvueuus 1

............... 2
Somewhat unconcemed . ............ 3
Veryunconcemed . ... ....ccccorven 4
(DO NOT READ) Not sure . .......... 5

Generally speaking, would you say your overall opinion of your electric company is very
favorable, somewhat favorable, somewhat unfavorable, or very unfavorable?

Varyfavorable .......cccc0cvvvena 1

favorsble .........cc0000 2
Somewhat unfavorable .............. 3
Veryunfavorable . . . ... ccccoevvuvnss 4
(DO NOT READ) Notsure . .......... 5

If you had the opportunity to choose your supplier of electricity, would you be very likely,
somewhat likely, somewhat unlikely, or very unlikely to choose your current electric company?

Vory Bkl ......ccoconvvennnanns 1

mewhat likely ...........ccc0uuu 2
Somewhat unlikely .. ......c000000. 3
Very unikaly. . ....cccov00000000000 4
(DO NOT READ) Not sure ........... 5

18




10.

How satisfied are you with the rel bility of the electric power supplied by your electric utility
—that is keeping the number ard duration of service interruptions down—are you very
satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied?

Verysatisfied .................... 1
Somewhat satisfied ................ 2
Somewhat dissatisfied .............. 3
Verydissatisfied .................. 4
(DO NOT READ) Notsure ........... 5
During the past month, did you call or visit an office of your electric company for any reason?
Calot s S aviiee eceiiiis win soainieleeiay 1
) e e T R P R AR e 2
Calledandvisited ................. 3
Didnotcallorvisit ................ 4
(DO NOT READ) notsure ........... 5

(IF *CALLED" OR "VISITED" IN Q.6, ASK Q.7-9; ALL OTHERS SKIP TO Q.10, ASK:) How
courteously did the employee had contact with handie your call or visit —very
courteously, somewhat court , Or not courteously at all? ;

Was the employee had contact with very knowledgeable, faily knowledgeable, or not
knowledgeable at all?

Very knowledgeable ............... 1
mewhat knowledgeable . ........... 2
m uﬂ ® & & ® % 8 & & & & 8@ 3
(DO NOT )Notsure ........... 4

And, how satisfied were you with the way the electric company employee handled your call
or visit—very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied?

L
Verysatisfled .................... 1
SRRRIRE 5 e e et e 2
Somewhat dissatisfied .............. 3
Verydissatisfied ..........c000.0.. 4
(DO NOT READ) Notsure ........... 5

(ASK EVERYONE:) During the past month has you: household experienced any electric
outages lasting longer than § minutes?

y | PRI T R e R 1
RS e e TR B LSRR R RS 2
(DO NOT READ) Notsure . .......... 3




12.

13.

14.

185.

3

And, duriﬁq the past month have your digital clocks and VCR's ever stopped operating for
very brief periods and blinked on and off, or not?

RS R P 1 WP, NPT i 1
No lllllllllllllllllllllllllll 2
(DO NOT READ) Not sur@ ........... 3

Thinking for @ moment about the management of your electric mmpanr. wou''d you say that
um;ammr:t? is—very competent, somewhat competent, somewhat incompetent, or very

s
*

Verycompetent . ..........co0c000 1
Somewhat competent . . .. ......00 .. 2
Somewhat incompetent . ............ 3
Veryincompetent .........cc000000 4
(DO NOT READ) Notsure ........... 5

In your opinion, does your electric company make It very easy, fairy easy, fairly difficult, or
very difficult to do H.I!wl'ﬂll with them? " J

VOry O8BY . icccovvcccnvcsccrnrnos 1
Faily @88Y .......c000c0c0cc0a0e 2
Fadydifficult ...................0 3
Vory CIGR . ,55.c s s eaesscscacsosse 4
(DO NOT READ) Notsure ........... 5

Do you consider the price you pay for electricity to be low, reasonable, a litle higher than
it should be, or much higher than it should be? .

. I o T e e I I LR 1
PORBONRRIR; & ois s e s do'sninsessssesen 2
A little thanitshoudbe ........3
Much thanitshouidbe ......... 4
(DO NOT READ) Notsuré . .......... 5

How hard do you think your electric company is working to reduce its costs and keep electric
prices down—are they working very hard, faiy hard, nui very hard, or not hard at all?

Woridr:g YOI REN L 2 s ereisie a e e e e 1
Workdng faly hind .o o5 0 s asa0 0000w 2
Not working vh;r; ha::ln .............. 3
Not wo L e R e 4
(DO NDn'tll'naHD} Notsure ........... 5




16.

4

Now, for the next few questions I'd itke you to rate your elactric company’s performance in
certain areas. For example, how would you rate your electric comjp<ny’s performance as jt
relates to (READ ITEMS FROM LIST)—would you say they do an excellent, pretty good, not
so good or poor job at: (READ PHRASE)?

Pretty Not so Not

(ROTATE QUESTIONS) Excellent  Good Good Poor Sure
a. Providi trnlrnon:r repairs

during Eﬂlpﬂﬂl‘ll electri-

city service 1 2 3 L) 5
b. Handling individual customer

complaints and problems 1 2 3 4 5
c. Being courteous in the service

they provide 1 2 3 4 5
d. Responding to questions

or requests for | n 1 2 3 4 5
e. Accurately reading electric meters 1 2 3 4 5
{. Being careful about their impact

on the environment 1 2 3 4 5
g- Showing concem for customers’

safety in using electricity 1 2 3 4 5
h. Providing reliable electrical

service 1 2 3 4 5
i. Having competent employees 1 2 3 4 5
} Attracting new business and

industry to the area 1 2 3 4 5
k. Being invQived in the community 1 2 3 4 5
l. Providing a good value for the

money you spend on electricity 1 2 3 4 5
m. Caring about customers and not

taking them for granted 1 2 3 4 5




17.

18.

And, iri thinking about the ovorall services that your electric company provides—that g,
electrical service, customer assistance, and other services—how satisfied are you with the
services provided by your electric company—very satisfied, somewhat satisfied, somewhat
dissatisfied, or very dissatisfied?

VY SO C . o as s s e i e 1
Somewhat satisfied ................ 2
Somewhat dissatisfied .............. 3
Very dissatisfied ................. . 4
(DO NOT READ) Notsure ........... 5

Finally, I'd like to ask just a few classification questions... (DO NOT PAUSE)...
Which category best describes your age—is it between: (READ LIST)?

1O i it e vam e v ee 1
B0 anaTEei e e 2
35'0“ LA B ] [ ] I T I I ] 3
CTE B B I L S 4
SO WBE i T et e 60 e ssia b s 5
QO O OVER /o a8 o sl o) e e 0 % 5 00 6
(DO NOT READ) DK/NA/refused 7
And, what was the last grade or level of school you completed? (READ LIST.)
Less than highschool ........... 1
!él.l}:hndnﬂntﬂm ............ g
mecollege .......... .
w-m ............... ;
[ooum"“nsm'" D) Not sure ........ 8

8, S s 00 B o 1
mm lllll L I T ® 8 B B & = @® 2
(DO NOT READ) DK/NA/refused 3

UNEr - BBD00 by i n v e erarsie s e s 1
$5000 upto $9899 ...... Tl 2
$10000upto $149989 ........... 3
$15000upto $24989 ........... 4
$25000 up 10 $34909 . .......... 5
$35000 upt0 $40989 ........... 6
$50000 upto $74989 ........... 7
$S75000 Or OVOF .. ...ccocccvosnes B
(DO NOT READ) Not Sure ........ 9
(DO NOT READ) DK/NA/refused 10




. 6
b & Record but do not ask.

Male -1

Female -2

Thank you for your time and cooperation. Your opinions DO countl

Before I)‘runq up | would like to verify that | reached you at (READ THE PHONE NUMBER YQU
DIALED

Respondent’s Name Date

Respondent's Phone ( ) Interviewer's Name




THE MARKETING WORKSHOP, INC.
Norcross, GA 30092 :
91-2848-C

:_l_r;i_?la Commercial/industrial

LAY ovT

contact with

telephone number.

Respondent Name

Title: -

Phone #:

RESPONDENT INTRODUCTION 2

Hello, name is _____, I'm calling from Compass Marketing Research, a national
a random

completely off the M#mmmﬂcmw nions will be
E-!d in strictest confidence. interview :
me.

(INTERVIEWER, BE SURE TO READ.) Your organization may
one location In this state. In this Interview, we would like you to keep gll these
locations In mind whon answering the questions.

Before we begin, | would like to confirm that you are the person in your company/
organization who is most knowledgeable about r ccmpany’s energy use and the
services you receive from your local electric gas company.

:
:
g

(IF YOU ARE SPEAKING TO THE APPROPRIATE RESPONDENT, CONTINUE TO Q.1. IF
NOT, ASK FOR A REFERRAL AND REPEAT RESPONDENT INTRODUCTION.)




Hw‘ﬂﬂﬂmuumdlhmmm based upon your experience, what grade frp m

0 to 100 would you give your (READ FIRST ITEM ON LIST) on the job they do in satisfying
customers?

(ROTATE) Write in Grage * BECTY THROL
EIOCtiC COMPANY .+ . o v oevvveenennns (cos B-10)
Tolophone COMPANY .« .+« v v v v vvnn e (n-13)

CUNR CORIDONY 500 s siaiss & oara ata ole s (4-1e)

How concerned Is your electric company about satisfying customers with the service it
provides—very concerned, somewhat concerned, somewhat unconcerned or very

unconcerned?
Vorv onnoemed .. . creccssssssssens 1
sm?nwhdmm ........ 2 (”)
Somewhat unconcemed .........e00 3
vl;gunemmmod ................ 4
NOTREAD}leuu ........... 5

If you had the opportunity to choose your supplier of electricity, would you be very like
somewhat likely, somewhat unlikely, or very unlikely to choose your current electric mmpun:ey?

U R R 1
Somewhat likely .......... e alavas 2 D)
Somewhat unikely ...........oo.es ;
. & % @ & ® @ % 8 % % & 8 2 B W R0
NOT READ) Not 8Ure ........... 5

How would you rate the overall quality of service provided by your electric supplier—excelient,
pretty good, not so good, or poor?

ERORMIR Y 20 s s Ptk e oo sTale eTes 1 (lcl)
Proly oood . 'ccccensosssrssnccnsns 2
Nollagnod ......... T i
{Doué'i"nem”“;'n«ioi'.ﬁr'.'llIZ:ZZ:I:Ia

How llﬂlﬁod are you with the reliability of tha electric power supplied by your electric utility

number and duration of service interruptions docwn—are you very
ntisﬁod. ml satisfied, somewhat dissatisfied, or very dissatisfied?

.................... 1

Somewhat satisfied ................ 2 (Rﬂ)
Somewhat dissatisfied .............. 3

Verydissatisfied ............c0000. 4

(DONOTREAD) Notsure ........... 5




E

3

6. And, how would you assess the quality of the power provided byyuurnlactrlcmm,y__hn
salisfactory, or is it subject to surges, dips and fluctuations? |

mly " A P cessnncas ;
, Surges, fluctuations .....
(DO NOT JROLBUME .o covcvcnns 3 (:H\

!
|

7. And, thinking for a moment about the ﬁﬂl‘.:l you pay for electricity, would you say the prieg
is low, reasonable, a little higher than it should be, or much higher than it should be?

R A Sy PP T PP R - 1
mmm . 8 8 8B 8 " 8 8 ® & & & & & & @ @ II'IIE
A little higher than it should be ........ 3 ( )
Much rthan tshouldbe .........4 22
(PO READ) Notsur@ ........... 5

7X. As | read the following list of industries, please rate each one’'s performance as it relates to

~ being careful about their impact on the environment. Would you say (READ ITEMS ON
ﬁdﬂ [does] an Excellent, Pretty Good, Not S0 Good, or Poor job as it relates to being

| about their Impact on the environment? (ROTATE LIST)

: (DO NOT
Pretty Not So READ)
cad oL Excellent Good Good Poor DK/NARF
! 43 g. Chemical plants in your area 1 2 3 4 5
Y1 b. Your electric company 1 2 3 4 5
] 5¢ ¢. Oil Refineries in your area 1 2 3 4 5
| 51 d. Steel mills in your area 1 2 3 4 5
" 52 e. Paper mills in your area 1 2 3 “ 5
! 53 {. Textile mills in your area 1 2:-° 3 4 5
8.  During the past month, did you call or visit an office of your electric company for any reason?
Gl . S e i s deccnne e 1
c:nwtdvhﬂ-d ............... g
and 0 S e e
Did not call o Visit -« .. .. uuesnn 4 (a3)
(DONOTREAD) notsure . .......... 5




4

8. Now, for tht next few questions I'd | «e you to rate your electric aumpany'u pnrformm in
certain areas. For e e, how wculd you rate you rnhclricmmpunr as it
relates to (READ ITEMS FROM LIST)—would you say they do an e -nt. pmtty good, not
80 good or poor job at: (READ PHRASE)?

Not so Not
(ROTATE QUESTIONS) Excellent ﬁm Good Poor Sure
(2%) a Being a reliable source of
) information 4 3 2 1 5 .-
(25) b. Being careful about their
impact on the environment 4 3 2 1 5
{-?6') c. Conducting themselves in an
cpen and honest manner 4 3 2 1 5
(27) d. Keeping prices as low as possible 4 3 2 1 5
(2£) e. Providing reliable electric service 4 3 2 1 5 *
(29) t. Taking an active role in the
fi) community in which it operates 4 3 2 1 5
(3 g- Restoring power quickly during
) emergencies 4 3 2 1 ]
(Jf) h. Being courteous to customers 4 3 2 1 5
(32) i. Responding promptly to customer
questions and problems < 3 2 1 5
(33‘)1, Conducting their operations
efficiently i 3 2 1 5
(3?'7&, Caring about customers and not
uldnquun_'t for granted 4 3 2 1 5
(25) 1. Having knowledgeable, well trained _
employees 4 3 2 1 5
(3¢) m. Providing a good value for the
money you spend on electricity 4 3 2 1 5
(J?)n. Attracting new busine :s and
industry 1o the area 4 3 2 1 5
(33)1:. Sending accurate bills 4 3 2 1 5

u




10. Al lhinnl.mmidmd. how satisfied a.e you with the :ﬁ‘ W“ of mlcos that your um
supplier provides r organization—are you ve ied, some satisfied, 80
dasatisfisd, or vory dissaisfied? b Mewhat

V. m#t.il iiiiiiiiiiiiiii 1
L 2 (47)
Somewhat dissatisfied .............. 3
Very dissatisfied .............. arsarigig
(DO NOT READ) Notsure ........... 5

1. And, how satisfied would you say you are with the ful package of sll?rm:l}:ﬂ your natural
gas supplier provides your organization—are you very satisfied, somewhat satisfied, somewhai
dissatisfied, or very dissatisfied?

g:quﬂm ....... ST )
mewhat satisfied ........... cesns B &
Somewhat dissatisfied .............. 3 (q
\ggdmaﬂsﬁud .................. 4
(DO NOT READ) Notsure ........... 5
CLOSING
And finally, I'd like to ask just a few classification questions...
12. Approximately how many people are employed at this location? (.“ 4)
- 84

13. Does your company own or lease the building at this location?

WY o oietainidio s ainin e ois o e e 1
A IO B I P O AP LI p b Pt 2 Lt
NN F e s oo v o atniatos svoome s 3 ( 5>
T 4

14.  And, finally, what is your title? (4e)

Thank you for your ime and cooperation. Your opinions DO countl

gclnr- I)hang up | would like to verify that | reached you at (READ THE PHONE NUMBER YOU

Respondent’s Name Date

Respondent's Phone (  )_(£O = 7/) Interviewer's Name_ T D ( 57~ ,ﬂ)_
Seq.# from phone pages __CARDS (rovs 40 - 48 )

COMPANY j@ Cows 7€) Q VER cARD | ATA (5‘*)
IPrxkEer  cope (77-78) -
WAALE/FEMAE 79 )

a8




ACTIVE CUSTOMER SURVEY
Revised April 3, 1961

Sequence Number Customer Class
Rep. ID

Is this the (read name from scaple) household?

No - TERMINATE
Yes - CONTINUE

Hello, my name is with . (Research firm). We are
conducting a short survey of people who have had a receat coatact with

Power. Their records indicate that someone in your (bome/business) bas beea in
mﬁhnﬂ““mﬂnudﬂﬁ:bﬂumm
Are you the person who contacted Power?

1) YES, ~ CONTINUE

2) NO, but person is available -~ CONTINUE

3 mwum-mzmnmm
4) NO, don't recall contact ~ TERMINATE

1. Thinking back to your most recest contact
made over the telepbons or did you vicit one

1) TELEFPHONE
2) OFFICE VISIT .
3) MAIL/OTHER (Ask Q-2, then skip to Q-5
4 CAN'T RECALL ~ TERMINATE

= %ﬂf ing back 10 hat (cal o) et read list. Record all that

1) SERVICE TURNED ON 7O A NEW H UILDING

2) SERVICE TURNED ON TO AN EXISTING HOME/BUILDING
3) TRANSFER/ACCOUNTING INFORMATION CHANGE

4 SERVICE PROBLEM/INQUIRY

REPORT A POWER OUTAGE
STREET/SECURITY/OUTDOOR LIGHTS
BILLING PROBLEM/COMPLAINT

with Power,
of

this
i a7 (Do not read list.)

23989

29




9) BILL PAYMENT INQUIRY
/LEVELIZED

10)

u) BUDGET/LEVELIZED BILLING INQUIRY
12)  APPLIANCE QUESTION/PURCHASE

13)  OTHER (EXPLAIN)

14)  DE/NA/REFUSED

3. mauuhmwmmmupw“m

Grst spoke with handled your inquiry?
1) VERY SATISFIED

2) SATISFIED

3) DISSATISFIED

4) VERY DISSAT

5) DK/REFUSED not read, skip to Q-5.)
1 (Response to Q-3)

Did Power Sfbusiness result of
D s oy (D NGt read fist.) it .

1)

YES
D DeAcrse (Skipto G-

6. l{-ﬁ; I#‘I Mm?wni Power provided &t your

1) VERY SATISFIED

2)
3)

SATISFIED

i
'
9 PEmirvsen (Donotread, skip to Q-8.)
7. What specifically made you 7 (Response to Q-6)

3l




Do you feel that your inqui ice request was resolved to your satisfaction
o (Donotreadlist) a

1) YES

2) NO

%) NOT YET RESOLVED

) DK/REFUSED

(Ask Q-8 only if @2 = 1 or 2, otherwise, skip to Q-11) pid Power
provide electrical service to you by the date they promised?

1) YES (Skip to Q-11)

2) NO

3) DK/REFUSED

If no, what was the reason the promised date was not met?

Tﬁhﬂﬁummmﬁ_rm.hdopuhlm
w:thWWumm

1) VERY SATISFIED
2) SATISFIED

3) DISSATISFIED

4) VERY D

5 nmmmm

What can Power and its employees do to improve their customer
service efforts?

Do you have a specific problem or question you nced Power to call
you sbout? *

NO.. GO TO Q14
YES SO THAT | CAN GET THE PROPER PERSON TO CONTACT YOU,
WOULD YOU TELL ME THE NATURE OF YOUR PROBLEM OR

QUESTION?

mmdmdmfmmmmmwvmh?o
Be Coantacted® report)

3/




PLEASE GIVE ME YOUR NAME AND THE TIME OF DAY YOU CAN BE

REACHED:

CUSTOMER NAME:

TIME OF DAY: DAY EVENING

PHONE NO:
Q14
A e DO NOT ASK FOR MISSISSIPPI POWER.
4 e s e o ke g e

Yes - Generate “Customers Who Are Dissatisfied” report.

No - Continue ] :
CLOSING |
Record sex
Ask for respondent’s name
Verify pbone number .

THANK YOU VERY MUCH FOR YOUR COOPERATION!

HW:CSS_QUES.WP .

34




Q.2

1993 Key Account Suivey - Gulf Power Company
Questionnaire #00003

v.£
Hello, my name is . I'm calling for Gulf Power Company. May I Ye:
speak with && please.

Getting proper person

Hello, &&. My name is , and I'm calling for Gulf Power
Company. Did you recelve the survey we sent you several days ago?
(If "No", read survey PURPOSE statement). Would this be a
convenient time for you to answer the survey questions for us, or
would you prefer we reschedule you sometime within the next few

days?
Convenient now

Your organization may have more than one location in the South.
In this interview, we would like your answers to be based only on
locations in &&'s service territory. Pirst I‘d like you to think
about ENERGY EFFICIENCY. I'm going to read you a list of
statements concerning ENERGY MANAGEMENT and EFFICIENCY options.
Using a scale of 1 to 10 where 1 means Poor and 10 means
Excellent, please rate &k on each of the following. (Enter "1°

to continue)
(Continue)

Keeping you up-to-date on energy efficiency programs.
6

Responding to your requests for energy efficiency information or
service.

DK/RF

Understanding your energy efficiency needs and providing
solutions that meet them.

DK/RF




Q.9

Q.10

Q.11

Q.13

Q.14

Q.15

Overall, how satisfied are you with &&'s Energy Efficiency
Program? Please use a scale of 1 to 10, where 1 means Very
Dissatisfied and 10 means Very Satisfied.

DK/RF
Now thinking about the RELIABILITY of electric power to your
business, please rate &&k on each of the following using a 10
point scale where 1 means Poor and 10 means Excellent.

(Continue)

Coordinating planned power outages with your company.
9

Keeping unplanned power outages to a minimum,
Excellent

Restoring power in a timely manner.
Excellent

-

Being easy to reach to report a power outage.
Excellent

Informing you of approximately how long the power is going to be
off.

Excellent

Keeping the number of power interruptions lasting less than one
minute to a minimum.

Overall, how satisfied are you with the RELIABILITY of electric
r from &&? Please use a 10-point scale where 1 means Very
Digsatisfied and 10 means Very Satisfied.

Very Satisfied

3%




Q.17

Q.18

Q.20

Q.21

Q.22

How much of a problem is it for your business if you have a
power outage that lasts 1 minute or less? Is it......

A major problem
If your operation is interrupted by an ocutage lasting 1 minute

or less, what amount of time is required for you to return to
normal business operations?

Minutes 0
Hours 0
Days 4

Thinking about the QUALITY of electric power, that is, anything
that may interfere with your equipment or computers OTHER THAN a
power outage, please rate &k on each of the following. Please

use a 10-point scale, where 1 means Poor and 10 means Excellent.

(Enter "1* to continue)
(Continue)

Minimizing spikes, surges, or line noise that may adversely
affect sensitive electronic equipment.

Providing technical asaistance to help solve your power quality
problems.

Excellent

Providing information on power conditioning equipment.
* DK/RF
Overall, how satisfied are you with the QUALITY of electric
r? Pleasa use a 10-point scale whers 1 means Very
Dissatisfied and 10 means Very Satisfied.

Very Satisfied

s




Q.24

Q.25

Q.26

Q.27

Q.28

Q.25

Q.30

Q.31

Now I'm going to read you a list of statements concerning your
ELECTRIC BILL, and the PRICE you pay for electricity. Using a
scale of 1 to 10, where 1 means Poor and 10 means Excellenr®,
please rate && on each of the following. (Enter "1" to

Continue)

(Continue)
Providing clear and understandable billing formats.

DK/RF
Ensuring that you are on the right electric rate.

DK/RF
Providing a good value for the money.

8
Providing rates that are c titive compared to other
Southeastern electric utilities.
Working hard to control cousts to keep rates down in the future.

[:]
Overall, how satisfied are you with the PRICE you pay for
electricity? Please use a 10-point scale where 1 means Very
pissatisfied and 10 means Very Satisfied.

6
Approximately what percent of your total budget is for electric
power? (Don’t Know = 99)

Enter ¥ 99
1f another electric supplier offered you a lower price, would

your decision to stay with && be based on price alone?
No

3




Q.33

Q.34

Q-35

Q.37

Q.JB

Q.39

Q

Other than PRICE, what OTHZR FACTORS would affect your decision
to change electric suppliers? (PROBE - DO NOT READ LIST - CHOOSE

UP TO 3 ANSWERS)
Other

(Explain "Other® in Q32)

corporate decision

If another electric supplier made you an offer to provide
electric service to your business, would you give && the
opportunity to match the offer?

Yes

Do you have an account rep at && who periodically calls or
visics you?

Yes

In the last 12 months, have you been contacted by your account
rep?

Yes

And in the past 12 mnntha, how many times has your account rep
contacted you ......

No. of Times (DK = 99) 48

Do you consider the number of contacts to be.....
About right

For what reasons did your account rep contact you? (DO NOT READ
LIST - CHOOSE UP T0 3 )

Discuss pricing options
Other

(Explain "Other* in Q39).
modifications
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Q.43

Q.44

Q.45

1

Q.47

Q.48

Q.48

Using a scale of 1 to 10 where 1 means Poor and 10 means
Excellent, please tell me how you would rate your account rep’'s
performance on each of the following. (Enter "1*" to Continue)

(Continue)
Having adequate technical knowledge about your business
operations.

Excellent

Having the ability to follow through and get the job done.
Excellent

Possessing good human relations skills.
Excellent

Making recommendations that meet your specific energy needs.
Excellent

Keeping you informed on all energy matters relating to your
business.

Excellent

Treating you as a valued business partner.
Excellent

Providing youd with timely forecasts on future prices that can be
used in your planning process.

Excellent

Overall, how satisfied are you with the Ecrformancc of your
account rep on servicing your account? Please use a 10-point
scale where 1 means Very Dissatisfied and 10 means Very

Satisfied.
Very Satisfied
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Q.51

Q.52

Q.53

Q.54

Q.55

Q.56

Q.57

Q.58

Q.59

How could your account rep better service your account and meet
your needs? (DO NOT READ LIST - CHOOSE UP TO 3 ANSWERS)
DK/RF

(Explain *Other® in Q50)

On a scale of 1 to 10, where 1 means Poor and 10 means
Excellent, please tcll me how you would rate &&'s performance AS
A COMPANY on each of the following. ( "1" to Continue)

Having the technical knowledge about your business operations.

Having the ability to follow through and get the job done.

-
-

Caring about customers and not taking them for granted.
Making recommendations that meet your specific caergy needs.

Feeping you ‘informed on all energy matters relating to your
business.

Treating you as a valued business partner.

Providing you with timely forecasts on future prices that can be

~ used in your planning process.
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Using a 10-point scale where 1 means Very Dissatisfied and 10
means Very Satisfied, overall, how satisfied are you with &&‘'s
performance on servicing your account?

Q.61 How could && better service your account and meet your needs?
(DO NOT READ LIST - CHOOSE UP TO 3 ANSWERS)

Q.62 (Explain "Other" in Qf1)

Q.63 During the past 6 months, have you contacted && regarding a
problem or complainti

Yes

Q.€4 And how many times in the past 6 months have you contacted &&
regarding a problem or complaint?

Number of Contacts 1

Q.65 What was the purpose of the most recent contact?
Power outage/ reliabilicy

Q.66 (Explain *Other® in Q65)

Q.67 Thinking about the most recent contact, how well Jid && perform
on each of the following? Please use a scale of 1 to 10, where
1 means Poor and 10 means Excellent. (Enter "1" to Continue)

{Continue)

Q.68 Being easy to reach.
Excellent




Responding promptly to your inquiry.
: :

Q.70 Treating you as a valued customer.
Excellent

Q.71 Having the knowledge to handle your recent contact.

Excellent

Q.72 Being willing to resolve your inguiry. 1
Excellent 1

Q.73 Following up later to see if ynur problem was resolved.

Excellent

Q "4+ Communicating clearly and concisely what they would do.
Excellent

Q.75 Has your problem been resolved to your satisfaction?

Y