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Overall Satisfaction is Down 18 Points
vs. 2022 Final Results

Price Factor Had the Biggest
Decline...down 33 Points

Industry Insights and Segment
Results

Wrap Up, Upcoming Releases
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2023 Headlines...
New Yorkers could pay double for Con

Ed gas, electricity by 2025 — and will
see a steep 9% increase next month

‘A Christmas without lights?’ Families struggle to pay
bills as California regulators consider electric rate

increases OUC Board Votes to Decrease Electric Retail Price
for Second Time in Four Months; Combined
Monthly Savings of $15 for Average Residential

Customer
Duke customers ask for bigger 2024 proposed rate
reduction




2023 Q4 "Need to Improve” Customer Comments..."Price” .o ¢ iceq -

1
1 "Gas and electric prices are extremely high. There seems to be no rhyme or reason for i
i_ the exorbitant rise in prices. | am an unhappy customer." :

"Price is getting too high that
"Give a better understanding of why prices go up." can’t afford anymore."

"High prices and customer service has declined."

"l feel like the price increases
are out of control and
unreasonable to think people
can pay them. Butthey do a
great job of fixing things if
something is broken."

1

i "Make it more transparent. People wouldn't be as mad if they
i knew why something cost as much as it did. also consistent

: pricing_the price per kkw is constantly changing."
|
1
1
1
1
1

"It was a very fair company. But lately prices have skyrocketed.”

"Besides price they are doing a i
fine job. Price is the only thing i
that needs improved." |

"Alert customers to power restoration times, continue
working to upgrade infrastructure, work to lower prices."

[mm———————

"Always raising price, unfriendly, over charge." "Overall, the service has been
solid, but the prices are
"Over priced and keep getting rate hikes approved.” expensive and there have been

too many rate increases."



2023 Q4 "Do Well" Customer Comments..."Price"

i "Reliable service at a fair price. Sure | wish my bills were lower, but they are fair. As far as i
i reliable service, We've been experiencing one of the hottest summers ever with temps over i
i 110 degrees on a regular basis. | have not experienced a single power outage of any length." i
1

“They provide power consistently for a "They keep the power on at a reasonable price."
reasonable price."

"They are reasonably priced, they have a working website that | do
not often need to call for help with to make payments and view
account information, and they are the most reliable local service. |
have little to no outages, even in some heavy storms - and if there
IS an outage they are quick to address it and get it resolved whilst
keeping their customer's informed."

"The company is
honest, fair price and
I’m able to contact them
to find out about any
iIssues that | may have."

1
"They offer competitive prices and i
also have great services. They are i
efficient in maintaining electricity to !

my home and if there are issues that !

|
1
1
1
1
1

"THE POWER IS USUALLY ALWAYS ON, THOUGH
WITH THE PRICE | HOPE IT SHOULD BE."

occur, are quick to fix them. Also,
they try their best to prevent future
iIssues."

"We trust the company, prices are really good and the
service is outstanding."



2023 Electric Residential Overview

Power Quality Price Billing Corporate e Customer
Factor | & Reliability & Payment | Citizenship |“°mmunications Care
Weights
25% 20% 17% 17% 12% 9%

104 OOO+ Industry Quarterly Results
)

TOTAL 745 741 741

NATIONALLY 728 729 726 720 44 1

Q1-Q4 701

25th 2023

YEAR OF THE

STUDY

149 Branps

WITH 100,000+

RESIDENTIAL
CUSTOMERS 21Q1 21Q2 21Q3 21Q4 22Q1 22Q2 22Q3 22Q4 23QLl 23Q2 23Q3 23Q4
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713

Overall
Satisfaction Drops
-18 vs. 2022

Study
Highlights

54%

Awareness of

Energy Efficiency

2023 Programs Drops
E| ri 3% - points vs.
.eCt C 2022
Residential
Final Results
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2023 Electric Residential Study

627

Price
Satisfaction Drops
-33 vs. 2022

42%

"Perfect"
Power drops
4% - points vs.
2022

Recall Utility
Communication
Increases 1% vs.
2022

Utility Charges a
Fee to Process
Payment increases
12% vs. 2022

$178

Avg. Reported
Monthly Bill
Increases $17
vs. 2022

Net Promoter

Score (NPS) drops
5 Points vs. 2022

J.0D.POWER -



Industry Overall Satisfaction Peaked in 2020

%8 748 58 755 751 754 245
750 743 741 741

740
50 728 729 796 799

700
2020 Overall 751 2021 Overall 748 2022 Overall 731 2023 Overall 713
670

720 17 790
710 701
690
680

2020 2020 2020 2020 2021 2021 2021 2021 2022 2022 2022 2022 2023 2023 2023 2023
Ql Q2 Q3 Q4 Q1 Q2 Q3 Q4 QI Q2 Q3 Q4 Q1 Q2 Q3 4

# Brands
Nationally Over
800

# Brands 2020 2021 @ 2022 @
Nationally 600-
700
# Brands
Nationally
Under 600
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2021-2023 Industry Quarterly Factor Trend
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Customer Care
Billing & Payment

PQR

Communications

Corporate Citizenship

Price

J.D.POWER o




2023 Industry Overall Down -18 vs. 2022 Final Industry Results with
Price Dropping -33 Nationally

2023 Final "
Results vs. -18 23 -18 -16 -15 -14 -
2022 Final )
Results
Overall Price Care B&P Corp. Cit. POR Comm.

Overall
Price

613
Satisfaction 594
by Segment 34
and Change

from 2022 Cooperatives South Large Midwest  West Midsize  Industry South Midwest West Large  East Large East Midsize
Large Midsize Midsize

J.0D.POWER w0
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Electric Utility Residential Customer Satisfaction Study Weighted Gap Analysis
2023 Average (Industry) vs. 2022 Average (Industry)

| |

731 -6.35
-3.43
_ -2.58 2 55
a— & -1.39 713
I
2022 Price Power Quality Billing & Corporate Customer Care Commun- 2023
Average & Reliability Payment Citizenship ications Average
(Industry) (Industry)

Weighted Gap Analysis Tool located in PowerSource under “Key Study Materials"
J.D.POWER =
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Industry Overall Satisfaction Peaked in 2020...scores since have been driven down by
Higher Average Bills, Higher Awareness of Rate Increase and Lower Perfect Power

Key 2020
Highlights

2021 2022 2023 Final

713

» Qverall Satisfaction

, Perfect Power ARSIV

469%

$143 $161
O%

» Avg. Reported Bill $141

0
» Not Aware of a 8%
Rate Increase

» "Worse" Off 38%

Financially

J.0D.POWER =
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Large Brands/Segments

2023 Final Results vs. 2022 Final Results

50 Decreased

6 Increased
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Appalachian Power
Xcel Energy-West
West Penn Power

NV Energy

DTE Energy

Penelec

Ameren lllinois

PPL Electric Utilities
Portland General Electric
Evergy

Central Maine Power
AEP Ohio

Met-Ed

Duke Energy Florida
Duke Energy Progress
We Energies

Alabama Power

Tampa Electric

Ohio Edison

National Grid

Dominion Energy
Consumers Energy
Puget Sound Energy
BGE

Rocky Mountain Power
Florida Power & Light
Ameren Missouri
SMUD

Eversource

South Large

Southern California Edison
San Diego Gas & Electric
Pacific Power

NYSEG

Midwest Large

Jersey Central Power & Light
East Large

Pepco

Alliant Energy

West Large

OG&E

MidAmerican Energy
Entergy Arkansas

APS

Entergy Louisiana
Duquesne Light

The llluminating Company
PECO

Duke Energy Carolinas
PSE&G

L. A. Dept. of Water & Power
Duke Energy-Midwest
Georgia Power

ComEd

SRP

Xcel Energy-Midwest
Pacific Gas and Electric
Indiana Michigan Power
Con Edison

CPS Energy

PSEG Long Island

13
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Midsize Brands/Segments

2023 Final Results vs. 2022 Final Results
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-78

i -33 -34
-55

-15

-15

Cooperatives/Segment

A

-14

A

-14

22 Decreased

14

-10

9

8

7

5

4

3

2

1

2023 Final Results vs. 2022 Final Results

3 Increased

44
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Industry Insights

2023 Electric
Residential Study




Rate Increase Awareness Change by State 2023

Highest Rate Increase Awareness Rate Increase Awareness Change
Change

Nevada 18%
Rhode Island 17%
Ohio 15%
Wyoming 15%
Kansas 13%
Oregon 13%

Lowest Rate Increase Awareness

Change
Kentucky -4%
Mississippi -4% Powered by Bing
Minnesota -5% © GeoNames, Microsoft, TomTom
Texas -6% 2023 2022
Louisiana -9%

New Hampshire -10% Industry Average O O
2023 vs. 2022 44 /0 vs 40 /0

Final Results

J.D. POWER ~
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Financial status compared to a year ago...Better Off, About the Same, Worse Off

Better off
Overall
Satisfaction About the same

Worse off

Brands with the Highest Percent "Worse Off"

Large Brands Midsize Brands Cooperatives
Met-Ed 47% Black Hills Energy 48% Tri-County Electric Cooperative 48%
West Penn Power 47; Xcel Energy-South 47% South Central Power 44%
(o]
Central Maine Power 46% Kentucky Power 45% Withlacoochee River Electric Cooperative  43%
Pacific Power 5% Modesto Irrigation District 45% Rappahannock Electric Cooperative 41%
: . 0
Appalachian Power 44% City Utilities Y Great Lakes Energy 40%
PPL Electric Utilities 43% Cleco Power 44% Lee County Electric Cooperative 40%
) : 0
O — - 43% Lincoln E{ectnc System 44% SLEMCO 40%
. CenterPoint Energy 43% . L. 0
Alliant Energy 42% . I Dakota Electric Association 39%
Colorado Springs Utilities 43%
Entergy Arkansas 42% Mon Power 43% Jackson EMC 39%
Rocky M in P 429 6 ’
ocky Mountain Power % Penn Power 43% SETO Energy ' 39013
Versant Power 43% Volunteer Energy Cooperative 39%
J.D. POWER
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Average Reported Bill Amount Change by State 2023

Average Reported Bill Change

Powered by Bing
© GeoNames, Microsoft, TomTom

2023 2022

Industry Average

2023 vs. 2022 $178 VS $161

Final Results

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

Highest Change Average Monthly Bill Amount

Maine 49
Massachusetts 41
Nevada 39
District of Columbia 34
Hawalii 32

Lowest Change Average Monthly Bill Amount

West Virginia 4
Rhode Island 4
Kentucky 3
Louisiana -2
Tennessee -9

J.D. POWER




Utility Does a Good Job Maintaining

Infrastructure

Connexus Energy

Dakota Electric Association
Clark Public Utilities
Jackson EMC

Sawnee EMC

GreyStone Power

Lincoln Electric System
Madison Gas & Electric
SLEMCO

SRP

88%

Industry

Rochester Gas & Electric
CenterPoint Energy

Entergy Louisiana

Austin Energy

Central Hudson Gas & Electric
DTE Energy

Central Maine Power

Pacific Gas and Electric
Entergy New Orleans

MLGW

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

99%
99%
98%
98%
98%
97%
97%
97%
97%
97%

+262
Increase in
Overall
Satisfaction

Highest

KPI's...Good Job of Maintaining Infrastructure and Perfect Power

"Perfect" Power (No Brief and No Lengthy

Outages)

Con Edison

Lincoln Electric System
Dakota Electric Association
Imperial Irrigation District
Tacoma Power

United llluminating

WPS

Connexus Energy
Colorado Springs Utilities

42%

Industry

SWEPCO

Central Maine Power

Mon Power

Versant Power

N[SS

Knoxville Utilities Board
DEMCO

SLEMCO

Volunteer Energy Cooperative
MLGW

71%
71%
68%
64%
64%
62%
62%

+65

Increase in
Overall
Satisfaction

J.D. POWER




KPI's...Supports Economic Development and Helped Lower Bill

Aware Utility Supports Economic Development Utility Helped Lower Bill by Showing How to
of Local Community Conserve Energy
Berkeley Electric Cooperative 48% Southern Maryland Electric Cooperative 50%
Jackson EMC 47% BGE 49%
Magic Valley Electric Cooperative 47% s SRP 46%
Walton EMC 47% g SMUD 45%
Great Lakes Energy 46% o Delmarva Power 45%
SLEMCO 46% LT Con Edison 45%

Duquesne Light

Clark Public Utilities
Montana-Dakota Utilities DTE Energy

+140
Increase in
Overall
Satisfaction

+132
Increase in
Overall
Satisfaction

Industry
Industry

Central Hudson Gas & Electric Green Mountain Power
Eversource — Huntsville Utilities
Orange & Rocklan CORE Electric Cooperative

Egzﬁlle;;wer Liberty Utilities
City Utilities

Tri-County Electric Cooperative

Mon Power
West Penn Power Lakeland Electri
Jersey Central Power & Light akeland Electric
Versant Power
Potomac Edison
Rhode Island Energy (formerly National Grid)

Central Maine Power J D PUWER

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

Montana-Dakota Utilities
Versant Power
Central Maine Power



KPI's...Outage Information and Received Ultility Alert

Very Easy to Find Outage Information Received Any Utility Alert
SRP 49% Entergy Texas 93%
GreyStone Power 47% Entergy New Orleans 93%
SECO Energy 47% - Entergy Arkansas 92%
SBLLIEL]E A $ Duke Energy Progress 92%
- 44% — Entergy Louisiana 92%
Entergy Arkansas 44% = :
Connexus Energy 43% T City of Tallahassee 91%
Entergy Mississippi 43% Entergy Mississippi 91%

Alabama Power Duke Energy Florida

+91
8 5 O/ Increase in
O Overall

Satisfaction

+163
3 1 % Increase in
Overall

Satisfaction

Industry
Industry

Madison Gas & Electric Minnesota Power
Otter Tail Power Company

Tacoma Power
NorthWestern Energy Montana-Dakota Utilities
Huntsville Utilities

— : Liberty Utilities

Hawaiian Electric NorthWestern Energy
Tacoma Power Versant Power

Hawaiian Electric

Dakota Electric Association

Lincoln Electric System

Lee County Electric Cooperative

Modesto Irrigation District

J.D. POWER
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KPI's... Utility Efforts to Improve Environment and Increase General Safety

Aware of Utility Efforts to Improve Impact on Aware of Utility Efforts to Increase General
Environment Safety of Electric System
SMUD 51% Pacific Gas and Electric 56%
Great Lakes Energy 51% Great Lakes Energy 55%
Clark Public Utilities 50%
+— DTE E

Portland General Electric 49% n nergy e
DTE Energy 48% j= SMUD 51%
SRP 48% ey SLEMCO 50%
GeoialalzolLT =tk Florida Power & Light 49%

Snohomish County PUD

Seattle City Light Indiana Michigan Power

+123
Increase in
Overall
Satisfaction

+130
3 8 % Increase in
Overall

Satisfaction

Industry
Industry

Potomac Edison CORE Electric Cooperative
Versant Power Central Maine Power
Appalachian Power NES

CORE Electric Cooperative Lakeland Electric

Volunteer Energy Cooperative Liberty Utilities
Lakeland Electric Rhode Island Energy (formerly National Grid)

Liberty Utilities Huntsville Utilities

Central Hudson Gas & Electric CenterPoint Energy
Central Maine Power Central Hudson Gas & Electric

Tri-County Electric Cooperative Tri-County Electric Cooperative

J.D. POWER
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KPI's... Not Aware of Rate Change and Vegetation Management

Not Aware of Rate Changes Noticed Utility Vegetation Management Activity

GreyStone Power 82%

Walton EMC 81% Great Lakes Energy 52%
Berkeley Electric Cooperative 80% Rappahannock Electric Cooperative 47%
Clark Public Utilities 79% - DEMCO 45%
Jackson EMC 79% 4 Clark Public Utilities 45%
Santee Cooper 79% < Berkeley Electric Cooperative 45%
EPB 9% = DTE Ener 45%
Middle Tennessee EMC 79% L 9y 0
City of Tallahassee 78% L PO 44%

Cobb EMC PSEG Long Island 44%
South Central Power Knoxville Utilities Board 44%

+45 +83
Increase in Increase in
Overall Overall
Satisfaction Satisfaction

Hawaliian Electric CPS Energy
Rochester Gas & Electric El Paso Electric

Tampa Electric (H)?twaia_r; ElectncC
Appalachian Power er Tail Power Company

Xcel Energy-West
Xcel Energy-West APS

Lee County Electric Cooperative Dakota Electric Association
Rhode Island Energy (formerly National Grid) SRP
San Diego Gas & Electric NV Energy

Versant Power PNM
Central Maine Power CORE Electric Cooperative

J.D. POWER
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Customers Who Love You vs. Those Who Don't: Segment
- 2023 East Midsize (-11) and West Large (-8) need more love...

Gap between
Delighted and
[T ===7 Dissatisfied

I- L N N N N N N _§ ] I
o |

West Midsize I -4
| |

West Large: : -8
| |

South Midsizel | -5
| |

South Large: : +2
| |

Midwest Midsize= : 6
. [ I

Midwest Largel | -3
| |
ST | |

East Mlds,lzeI i 11

| |

East Large: 35% 15% : 6
o |

Cooperativesj I +8
l [ B N N B N N §B _§ | ‘

m Dissatisfied (549 or less) m Indifferent (550 to 749) m Pleased (750 to 899) m Delighted (900 or more)
J.D.POWER 25
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Power Quality & Reliability...What Drives Higher PQR Satisfaction

Very easy to find outage information 850

Perfect power (no brief and no lengthy outages) 823

Utility does good job maintaining current
infrastructure

Noticed utility vegetation management activity

Sources used to get outage information; Utility
contacted customer

Overall PQR

J.D. POWER :
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Price...What Drives Higher Price Satisfaction

Aware of energy efficiency/conservation

programs 818

Awareness of assistance programs

Topic of utility communications - Energy
conservation tips

Not aware of rate changes

Overall Price

J.D. POWER =
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Billing & Payment...What Drives Higher Billing & Payment Satisfaction

No payment processing fee 815

On budget billing plan

Electronic bill

Receive bill alerts

Overall Billing & Payment

J.D. POWER ::
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Corporate Citizenship...What Drives Higher Citizenship Satisfaction

Seen utility employees volunteering/working in

community 790

Aware utility supports economic development of

local community 786

Aware of utility donations or sponsorships

Aware of utility efforts to improve impact on
environment

Aware of utility efforts to increase general safety
of electric system

Aware of utility efforts to increase alternative
energy sources

Awareness of utility efforts to prepare for natural
disasters

Utility work crews working in the area

Overall Corporate Citizenship

J.D. POWER =
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Communications...What Drives Higher Communications Satisfaction

Recall positive media 835

Recalled 2 or more different communication
topics

733

Aware of utility preference center

Receive any utility alert

Overall Communication

J.D. POWER -

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY



Customer Care...What Drives Higher Customer Care

Customer Care: Digital 788

Customer Care: In-Person

Customer Care

Customer Care: Phone

J.D. POWER =
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Top Performers

Nationally PQR Price Billing & Payment

SRP 840 SRP 729 SRP 845
MidAmerican Energy 802 Georgia Power 709 Georgia Power 820
Large PSE&G 802 PSE&G 693 PSE&G 808
Georgia Power 795 MidAmerican Energy 681 Duke Energy Carolinas 806
Rocky Mountain Power | 787 Duke Energy Carolinas 675 SMUD 806

Clark Public Utilities Clark Public Utilities 727 EPB

Santee Cooper EPB 721 Clark Public Utilities

EPB Santee Cooper 705  [Santee Cooper

WPS Anaheim Public Utilities | 683 WPS

Seattle City Light Mississippi Power 682 Anaheim Public Utilities
Lincoln Electric System

Cobb EMC . .
Sawnee EMC Berkeley Electric Cooperative

. Berkeley Electric
Berkeley Electric Cooperative Jackson EMC

Cooperative Y R — TG GreyStone Power
Jackson EMC Middle Tennessee EMC

Cobb EMC EnergyUnited
Dakota Electric

Association

Magic Valley Electric
Cooperative

J.0D.POWER =
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Top Performers
Nationally

Large

Corporate
Citizenship
SRP 750
Georgia Power 732
PSE&G 711
SMUD 711
MidAmerican Energy 710

Clark Public Utilities

EPB 745

Anaheim Public Utilities | 719

Mississippi Power 711

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

Santee Cooper

Magic Valley Electric

: 738
Cooperative

Berkeley Electric

: 737
Cooperative

EnergyUnited LY

Sawnee EMC

Communications
SRP 771
Georgia Power 751
PSE&G 741

Duke Energy Carolinas VEY
Duke Energy Progress 735

EPB 756
Mississippi Power 744
Clark Public Utilities
Entergy Mississippi 738
Santee Cooper 729

EnergyUnited
Magic Valley Electric

. 754
Cooperative
Great Lakes Energy 752
Jackson EMC 746
Berkeley Electric 244

Cooperative
SLEMCO

Customer Care

SRP 860
PSE&G 816
Georgia Power 812
Duke Energy Carolinas 807
Duke Energy Progress 806

741 Santee Cooper 827

Clark Public Utilities 852
EPB 841

Mississippi Power 825
WPS

Middle Tennessee EMC
Jackson EMC 861
Berkeley Electric Cooperative | 854
SLEMCO 850
Snapping Shoals EMC 844
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YAV
Electric
Residential
Final Results

PSE&G

PECO

Con Edison

BGE

Pepco

Duquesne Light
Jersey Central Power & Light
PPL Electric Utilities
East Large

PSEG Long Island
Met-Ed

West Penn Power
National Grid
Penelec

Eversource

NYSEG

Appalachian Power
Central Maine Power

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY
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Midwest
Large

YAV
Electric
Residential
Final Results

ComEd

Ameren Missouri
Xcel Energy-Midwest
Indiana Michigan Power
Duke Energy-Midwest
Midwest Large
Consumers Energy
Ohio Edison

Alliant Energy

AEP Ohio

DTE Energy

Evergy

We Energies

Ameren lllinois

The llluminating Company

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY
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YAV
Electric
Residential
Final Results
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Georgia Power

Duke Energy Carolinas
Duke Energy Progress
Florida Power & Light
Tampa Electric
Alabama Power

South Large

Dominion Energy
Entergy Arkansas
Duke Energy Florida
OG&E

CPS Energy

Entergy Louisiana

769

745

744

737

735

732

731 -20

718

717

\l
|
w

710

708

678

J.D. POWER
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Rocky Mountain Power _ 736

Portland General Electric _ 722

L. A. Dept. of Water & Power _ 709

Southern California Edison _ 702

2023 west Large | 00 17
Electric xcel Energy-west |
Residential San Diego Gas & Electric _ 671
Final Results
Pacific Gas and Electric _ 661
J.D. POWER

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY
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Delmarva Power _ 736

Atlantic City Electric _ 722

EaSt Green Mountain Power _ 718
Midsi penn pover | :-
I SIze Potomac Edison _ 707
Orange & Rockland _ 692
United llluminating _ 690

East Midsize _ 687 -20

(o)}
(o)}
N

Rhode Island Energy (formerly National Grid)

2023
Electric Rochester Gas & Electric _ 634
Residential Central Hudson Gas & Electric _ 596
Final Results
versant Power || 59

J.D. POWER
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Midwest
Midsize

YAV
Electric
Residential
Final Results
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WPS

Lincoln Electric System
Omaha Public Power District
Kentucky Utilities

Otter Tail Power Company
Madison Gas & Electric
Minnesota Power

Toledo Edison

Louisville Gas & Electric
Midwest Midsize

NIPSCO

AES Indiana

AES Ohio

Kentucky Power

City Utilities

Liberty Utilities

CenterPoint Energy

I, 706 -13

J.D. POWER
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South
Midsize

YAV
Electric
Residential
Final Results
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EPB

Santee Cooper
Mississippi Power
oucC

Entergy Mississippi
JEA

Public Service Co. of Oklahoma
Entergy Texas
Knoxville Utilities Board
City of Tallahassee
SWEPCO

South Midsize

Xcel Energy-South
Huntsville Utilities

NES

Austin Energy

Cleco Power

Lakeland Electric
MLGW

Entergy New Orleans

I, 784
I 767
I, 755
I 743
N 739
I, 723
I 710
I, 709
I 706
I, 704
I, 703
I 703 -22
I 702
N 688
I G54
- J&¥
I 679
I 74
I 637
I, 622

J.D. POWER
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West
Midsize

YAV
Electric
Residential
Final Results
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Clark Public Utilities
Anaheim Public Utilities
Seattle City Light
Snohomish County PUD
Idaho Power

Avista

Imperial Irrigation District
Tucson Electric Power
Tacoma Power

West Midsize

Colorado Springs Utilities
Montana-Dakota Utilities
El Paso Electric

PNM

NorthWestern Energy
Modesto Irrigation District
Hawaiian Electric

Black Hills Energy

J.D. POWER
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Cooperatives

YAV
Electric
Residential
Final Results
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Jackson EMC

Berkeley Electric Cooperative
Sawnee EMC

Cobb EMC

GreyStone Power

Middle Tennessee EMC
EnergyUnited

Great Lakes Energy

SLEMCO

Magic Valley Electric Cooperative
Walton EMC

Snapping Shoals EMC

SECO Energy

Withlacoochee River Electric Cooperative
Southern Maryland Electric Cooperative
CoServ

NOVEC

Clay Electric Cooperative
Cooperatives

Dakota Electric Association
Connexus Energy

DEMCO

Pedernales Electric

Rappahannock Electric Cooperative
CORE Electric Cooperative

South Central Power

Volunteer Energy Cooperative

Lee County Electric Cooperative
Tri-County Electric Cooperative

. /04
il
. /85
. /34
., /52
I /31
g
., 75
. /68
., /65
. 64
I (63
. /62
. /62
. /60
. /58
. /58
. /55
I /53
. 48
Wy
. /39
.. 37
., /36
I, /33
I, /26
., /05
I 665
I, 644

-14
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Wrap-Up

2023 Electric
Residential Study




2022 Videos

Welcome to the Electric Utility Residential Customer Satisfaction
Home for J.D. Power study data

Intuitive design with drop-downs to — Executive Overview

quickly select desired benchmarks and . | idResuts

fi |te rs = . Power Quality & Reliability Customer Care
. . o . = : " Price Demographics

Scorecards —> client-specific Executive : =l R image/NPS

Billing & Payment Videos

Overview dashboard (study homepage)
Detailed Results provides satisfaction and
diagnostic metrics by factor

Verbatims analysis capabilities
Exportable PPT charts

Historical data (w/ subscription) is

Communications

Verbatims

J.0. POWER

PowerSource

Login

available within the platform i
o)
Cross-Table Tool ’7 |
Swoop tool (weighted gap)
https://powersource.jdpower.com/
J.D. POWER

© J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

J.0. POWER Electric Utility Residential Customer Satisfaction Study

PowerS('iu FCE  Welcome  ExecutiveOverview  DetailedResults  Verbatims  Cross Table Tool Document Archive () Welcome John ~

Contact Support at powersourceonlinesupport@jdpa.com
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https://powersource.jdpower.com/

Els ‘
In 2025 we'll transition V.

the electric and gas *®
utility studies to
modular...

T4

What IS Modular Which Studies wiill

: : How will J.D. Power
Methodology? Why Switch? wﬁeﬁifed and Keep Me Informed?



https://hub.jdpower.com/spotlight-on-the-modular-transition

Utility Upcoming Study Releases

2024
2024 BRAND
SUSTAINABILITY APPEAL
INDEX

Wave 2
January 17th

Wave 1 EUR
Wave 2 GSR
January 30t

2023 2024

2024
ELECTRIC WATER GAS
RESIDENTIAL RESIDENTIAL RESIDENTIAL
Best Practices Wave 3
Webcast January 24th Wave 1
January 9th March 12t
© 2023 J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY 47



Best Practices: January 9, 2023

https://attendee.gotowebinar.com/register/7
518711628557172829

2023 Best

Practice
Webcast
January 9th

YAV
Electric
Residential
Final Results

J.D.POWER
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https://attendee.gotowebinar.com/register/7518711628557172829
https://attendee.gotowebinar.com/register/7518711628557172829

Electric Residential Study Timetable

2023 2024
Q1: January — February 2023 Q1: January — February 2024
Webcast: March 21, 2023 Webcast: March 19, 2024
Q2: April — May 2023 Q2: April — May 2024
Webcast: June 20, 2023 Webcast: June 18, 2024
Q3: July — August 2023 Q3: July — August 2024
Webcast: September 19, 2023 Webcast: September 17, 2024
Q4: September — November 2023 Q4: September — November 2024
Final Webcast: December 12, 2023 Final Webcast: December 17, 2024
Press Release: December 13, 2023 Press Release: December 18, 2024

J.D. POWER
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Introducing EV Deploy A new digital workflow solution.

The process of electrification and deploying
charging stations is complicated.

1.0. POWER

ZAPPYRIDE

EV Deploy is a comprehensive and
collaborative tool that makes it
easy, step-by-step:

Site Requirements

Project Status

Analysis and planning e = s

Procurement

Charger Selection

Project management

« . oy . . Levelt@ (" 0V) = (2% o
X Level 2 @ '
Visibility into cost forecasting eveizo (1)
erarainaTine © 10-40+ Hours Charging Time © T
@ Charge@Wor|

@ Projected Completi|

+ Upload

Eﬂuipmem @ $300 - $1,500 .
$350 - $4,000

Utility Intro

(@ Ageneric charger has been selec
i Interest Form

rojected Completion



https://hub.jdpower.com/zappyride-ev-deploy

HAPPY HOLIDAYS FROM ALL OF US

Sarah Baggett  Jeff Conklin. Adrian.Chung Andrew Heath

Mark Spalinger Mary Rodino
Keith Webster

Chris Coccio

Alyssa Matchette Zach Forkel

Jim Croce

Jillian Worsley

Carolyn Kibat

_ Milo Twiford
Camila Gallagher

Tim Dunne

John Hazen Dan Seldin Lindsay Wilson

J.D.POWER s
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