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Residential Customer Satisfaction Survey
Fall 2020

We provide services that are vital to our quality of life.

TACOMA TACOMA

TACOMA PUBLIC UTILITIES




)
H

T li—
~y—
——y—
TACOMA TACOMA TACOMA
POWER WATER RAIL
TACOMA PUBLIC UTILITIES

Research Objectives

Tacoma Public Utilities established their annual Customer Satisfaction tracking research program in 2014 among Residential customers in
order to:

» Develop a method for assessing customer satisfaction and customer evaluations of the performance of the organization to determine
priorities for actions and investments in operations, training, communications, and product and service offerings.

» Provide actionable guidance to help the organization plan programs and initiatives that will be effective in strengthening customer
relationships.

» Give TPU employees easy access to specific, direct feedback that can be used to identify customer preferences and concerns, plan
responses, and monitor performance and progress over time.
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* Asin 2018 and 2019, data was collected via both telephone interviews and self-administered web surveys among Tacoma Public Utilities’ Residential customers in
2020. Both the phone and web surveys were conducted from July 20t to August 20t, 2020. Customer lists provided by Tacoma Public Utilities were used for both

the phone and web surveys.

* Atotal of 400 telephone interviews and 1,144 web surveys were conducted across five customer types. The telephone quotas were set in proportion to their

distribution in the TPU residential customer population while the online interviews were weightedv\tlo _mﬁ:cr& this distribution:
eighte

Web

Phone
n=
Power, Water, and Environmental Services 128
Power only single-family 89
Power only multi-family 101
Water only 48
Power and Water only 34

Web

n=
452
252
240
106
94

n=
365
257
288
137
97

* In proportion to the primary contact phone number type (landline or mobile) provided to TPU by Residential customers, 27.5% of phone respondents were contacted

via their landline phone, and 72.5% were contacted via their mobile phone.
* Tacoma Public Utilities was identified as the study sponsor.

* Residential customers were screened and qualified based on the following criteria:
- Head or co-head of household who is familiar with their TPU services

- Adult, 18 years of age and older.

* The sampling error for 400 telephone interviews is +/-4.9% at the 95% confidence level.

The sampling error for 1,144 online interviews is +/-2.9% at the 95% confidence level.
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Overall Favorability: Tacoma Public Utilities
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2020
n=400

2019
n=400

2018
n=401

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=252
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All TPU Customers - Phone

pir 7%
o i
Don’t know/refused %0-4 5% %6-7 %8-10

By Customer Group — Phone (2020)

Power, Water,

n=452
50/ Q0 0 700 K Tacoma Power
%% 10% °

impression of Tacoma Public Utilities?
AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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All TPU Customers - Web

Mean

By Customer Group — Web (2020)

Q1. You may not be a customer or user of all of these services — but based on what you DO know about Tacoma Public Utilities and the services it offers, what is your overall general




Overall Satisfaction: Tacoma Public Utilities
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All TPU Customers - Phone All TPU Customers - Web

2020 e
n=400 ' n=917 = . . '

280s o

Don’t know/refused %0—-4 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
Power, Water,
n=128 n=452

7~ O\
n=352 n=1038

recoma e[ Tacoma water 5575 (2)
n=252 n=811

escqlen‘t Q2. Overall, how satisfied or dissatisfied are you with Tacoma Public Utilities as a provider of services in your area in general, and not necessarily just those of which you are a current
customer or user?

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.




Being Well Managed
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All TPU Customers - Phone

2020 2020
s G TR -
2019 7% 129 | 14%0 62% 7.8 2019 [PA7% 12%  22% 48% ¥ 734
a1 P ot I

Don’t know/refused %0—-4 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
Pouer Weter S0gad 24 | 20% Rower et QRO 2% | 2%
n=128 n=452

3%

Tacoma Power 12%  18% 8.0 Tacoma Power
n=352 n=1038
4%
Tacoma Water 13% 19% 7.8 Tacoma Water 7% 12%  18%
n=252 n=811

\
1% 19%

()]
& @&
RS ;S

escqlen‘t How would you rate T-P-U’s performance with regard to...?
MANAGE. Being well managed

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.




Being an Organization You Can Trust
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2020
n=400

2019
n=400

2018
n=401

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=252
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All TPU Customers - Phone

Don’t know/refused %0-4

By Customer Group — Phone (2020)

How would you rate T-P-U’s performance with regard to...?

TRUST. Being a company you can trust

AV Indicate significant differences between the current wave and previous waves.
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All TPU Customers - Web

O
2020 (" PENGo109% 169 5
2020 64,10/0 19% 61% @

e T o o T >+
5% %6-7 %8-10 Mean

By Customer Group — Web (2020)

6%

7\
Tacoma Powe 9% 20% 61%
n=1038 N
%
Tacoma Wag;a 9% 21% 7.7
n:

Power, Water,
Env. Services
n=452

O/ Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Being a Good Corporate Citizen
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All TPU Customers - Phone A PU Customers - Web

3%
230 0 o i s Q)

2 P i TR -

Don’t know/refused %04 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
5%
Pover Wl B 130 | i Bover Weter, o 12% | 0%
n=128 n=452

2%
n=352 n=1038
4%, 7%
Tacoma Water 13% 14% 8.0 Tacoma Water 13% 18%
n=252 n=811
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escqlen‘t How would you rate T-P-U’s performance with regard to...? 9
CORPCIT. Being a good corporate citizen in the communities it serves

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.



Controlling Costs e R
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All TPU Customers - Phone All TPU Customers - Web

2020
% 11° o g 2020
2020 < 14% 1% 23% 50% 7.1 2020 @16% 23% 40% @

8 T e 1z I 2 [ o [ N -

Don’t know/refused %04 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
O\
Env. Sorvices A 2101 1% | 24% 65 Rower water [INZss 1% | 25% (59)

n=128 n=452 ~—~

7\

Tacoma Power 14% 10%  22% 50% 7.2 Tacoma Power 17%  14% 24% 40%

n=352 n=1038 <,

Tacoma Water
n=252

[ I\ ]

16% 12%  25% 46% 6.9 TacomaWag$118% 15%  22% 6.6
n:

escqlen‘t How would you rate T-P-U’s performance with regard to...? 10
COSTC. Controlling costs to keep rates low

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.



Having Friendly and Courteous Employees
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All TPU Customers - Phone

2020 ¢
2%
s ko BTN
2%
e T I - ¢
Don’t know/refused %0—4
By Customer Group — Phone (2020)
2%
Env: Services 116 6% 107 N S 7
n=128
1%
Tacoma Power . s I A °°
n=352
2%

Tacoma Water
n=252

How would you rate T-P-U’s performance with regard to...?
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All TPU Customers - Web

—
70%

2020

0,
n=1144 76 @ @

e . Qo
5% %6-7 %8-10 Mean

By Cystomer Group — Web (2020)

5%
Power, Water,
n=452
Tacoma Power 37 79 0 @

n=1038

~
o
(=)

4%

Tacoma Water % 1%
n=811

l
(o ‘
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AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Having Knowledgeable and Well-Trained Employees
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2020
n=400

2019
n=400

2018
n=401

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=252
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All TPU Customers - Phone
2%

2%
2%
Don’t know/refused %04
By Customer Group — Phone (2020)
2%
3%
3%

4 TS -

How would you rate T-P-U’s performance with regard to...?
KNOWLEDG. Having knowledgeable and well-trained employees
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All TPU Customers - Web

3% )

2019 0 ol
5% %6-7 %8-10 Mean

By Customer Group — Web (2020)

% N\
& )8% 64% @

Tacoma Power( 4 ) 8%
n=1038

%
Tacoma Water 0
n=811 It .

Power, Water,
Env. Services
n=452

!
N

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.

12




i
)
i

TACOMA TACOMA TACOMA
POWER WATER RAIL

Offering Assistance to Customers in Need* .

TACOMA PUBLIC UTILITIES

All TPU Customers - Phone All TPU Customers - Web

2020 2020
e o s N -
2019 BRIT74% 9%  12% 56% W 8.0 2019 QPRI 9% 12% 14% 42% ¥ 7.2%
2018 WNEZ86%10% 11% 53% ¥ 8.0 2018 EPXUEN10% 11% 13% 43% W 7.2

8% 11% 15%

I I ‘m’
»
(=]
[=)

€«

Don’t know/refused %04 5% %6-7 %8-10 Mean

By Customer Group — Phone (2020) By Customer Group — Web (2020)
Power, Water, Power, Water,
v Services (Lot 1% (12% £ Env. Sorvices @w% 12% | 17%
n= n=

Tacoma Poyey - 104 158 racoma power G )6
n=352 n=1038

Tecoma water 75 1 N racoma wote [EEH (2 )
n=252 n=811

*In 2020, BILLAST was changed from “Offering assistance to customers who are behind on paying their utility bills” to “Offering assistance to customers in need.”
escqlen‘t How would you rate T-P-U’s performance with regard to...? 13
BILLAST. Offering assistance to customers in need

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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2020
n=400

2019
n=400

2018
n=401

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=252
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All TPU Customers - Phone

3%0% 55% 88%

3 10% 57% 87%

|3% 169 51% 81%¥
Don'tknowrefused  Afrorabie Atorcans
]

By Customer Group — Phone (2020)

8% 13% 63% 82%

B 9% 56% 88%

[8941% 57% 86%

%Somewhat
affordable

All TPU Customers - Web

2020 5
LA DR o (@

2019 6% 16% 56% 76%
208 B 1w 56% 7%

%Very affordable %Total affordable

By Customer Group — Web (2020)

Power, Water, \
Env. Services 10%»@
n=452
Tacoma Power ( ‘; 53%
n=1038
Tacoma Water k% 54% 19% @
n=811

BILLAFF. Given your household’s financial circumstances, would you characterize the bills you receive from T-P-U as being...?

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Being Environmentally Responsible
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n=400

2019
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All TPU Customers - Phone All TPU Customers - Web
7\
n=1144
2%V 6%

Don’t know/refused %0-4 5% %6-7 %8-10 Mean

By Customer Group — Phone (2020) By Customer Group — Web (2020)

n=452 N—”

7\
5 o racema power ({6 o e D

e AP racoma waer (0B o4

escqlen‘t How would you rate T-P-U’s performance with regard to...?
ENVRESP. Being environmentally responsible

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Overall Satisfaction with Electric Service veon | e | oo
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Provided by Tacoma Power

All TPU Customers - Phone All TPU Customers - Web

2020 2020
=352 WD RNSde 76% 8.5 2020 F%?% 16% 72% @

28 Gk a1

6%
2018 4959, 13% 76% 8.4 2018 1% 8% 19%# 66% ¥ 794
Don’t know/refused %04 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)

Rower, Water, 5% 6% 16% 73% 8.4 v Sorvicos 1166%8% 19% 66% e
n=128 n=452

SIS B kit
n=252

n=89
- Power-Onl
n=101 n=

escalent 17

Q3_1 . Based on your overall experience as a customer, and using that same scale, how satisfied or dissatisfied are you with electric service provided by Tacoma Power
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Value of Electric Service

All TPU Customers - Phone

2020 ok 03
2555 Beoriias: IR -

1%

2018
n=357

Don’t know/refused %0-4

By Customer Group — Phone (2020)

Power, Water,
Env. Services

n=128

single Famly 6% 19% 8.3
n=89
n=101
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from Tacoma Power in terms of the electric service you receive.
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2020
n=1038

All TPU Customers - Web
7\
1% 7% 21% 63% @
N

7%

2019 4f 10%h 25% 57% ¥ 76 ¥
2018 1hugoo%d  24% 58%¥ 754
5% %6-7 %8-10 Mean

By Customer Group — Web (2020)
7\
56%

Power, Water,

Env. Services 2169% 9%  25%

n=452 g

Single Family 118%% 19% 79
n=252

P -Onl
waitFamiy 6% 20%
n=240

Q12. Using the scale from a 0 to 10 scale where a 0 means you receive a very poor value and a 10 means you receive a very good value, how would you rate the value you receive

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.




Reasonableness of Electric Rates
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2020
n=352

2019
n=352

2018
n=357

Power, Water,
Env. Services
n=128

Power-Only
Single Family
n=89

Power-Only
Multi-Family
n=101
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1% 16%

All TPU Customers - Phone

Don’t know/refused

By Customer Group — Phone (2020)

%04 5%

12% 27% 44% 6.8

12% 10% 28% 49% 7.3

6% 9% 19%

66% 8.0

%6-7
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—— N —————
TACOMA TACOMA TACOMA
POWER WATER RAIL

TACOMA PUBLIC UTILITIES

All TPU Customers - Web

—

n=21%233 1 1%  21% 4% @

2019 1h 20% | 13%  28% 6.5

2018 106 21%M 1%  28% 6.4 ¥
%8-10 Mean

Power, Water,
Env. Services
n=452

Power-Only
Single Family
n=252

Power-Only
Multi-Family
n=240

7~ O\
2k 12% 29% 32% @

By Customer Group — Web (2020)

012% 9% 29%

19

RATESE. In general, to what extent do you think the rates you pay for the electric service you receive from Tacoma Power are reasonable?
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.




Providing Reliable Eleciric Service
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2020
n=352

2019
n=352

2018
n=357

Power, Water,
Env. Services
n=128

Power-Only
Single Family
n=89

Power-Only
Multi-Family
n=101

escalent

2% 69

All TPU Customers - Phone

3%
1% 9%
2%
1% 89

3%
7%

By Customer Group — Phone (2020)

2% 12%

2%79

3%

88%
91%
90%

Don’t know/refused

86%
91%

89%

RELIABLE. Providing reliable electric service
AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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How would you rate T-P-U’s performance with regard to...?

9.1

9.1

9.1

9.0
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All TPU Customers - Web
- (196%) -

1%
2 Bk T -
2%
2 e I -
5% %6-7 %8-10 Mean

By Customer Group — Web (2020)
2%

ol ©)F 0% (50)
n=452
7~ O\
seowrony o M )
n=252 ~_"
P - I 1\
Mm?Fra?nr}|¥ :I% 5% 139 79%
n=240 "
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Environmentally Responsible e R
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Tacoma Power

All TPU Customers - Phone All TPU Customers - Web

3%

2020 - 2020

e 2 oo W T - (oo I
%

%
o Gl i

Don’t know/refused %04 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
%
Power, Water, Power, Water,
n=128 n=452
2%
Power-Only ’ s o o Power-Only N .. 5 o
n=89 n=252
- % Power-Onl
poveront g e M T -
n=101 n=240
=y
- 21
=, escalent

PG1. To what extent do you think Tacoma Power is environmentally responsible with regard to producing and delivering electricity?
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.



Offering Programs
More Efficiently

2020
n=352

2019
n=352

2018
n=357

Power, Water,
Env. Services
n=128

Power-Only
Single Family
n=89

Power-Only
Multi- Famlly
n=101
g |
=, escalent

All TPU Customers - Phone

7%11%
E 9% 12%

Don’t know/refused

By Customer Group — Phone (2020)

ﬂ 10% 15%  26%

7%

E7%

29%

%04

B v I

2020
n=1038

2019
n=838

2018
n=897

5% %6-7

Power, Water,
Env. Services
n=452

Power-Only
Single Family
n=252

Power-Only
Multi-Family
n=240

%8-10

to Help Customers Use Electricity .

All TPU Customers - Web
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1% 1% 22% 49% e

ﬂ 10%12%
9% 11%

Mean

By Customer Group — Web (2020)

e 12% 14%

SAVENRGY. How good of a job would you say Tacoma Power is doing with regard to offering programs to help customers use electricity more efficiently?

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Overall Satisfaction with the Water Service from veon | e | oo
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Tacoma Water

All Tacoma Water Customers - Phone All Tacoma Water Customers - Web

299 i o (75)

21 i A - 219 oo I

oot %04 5% %6-7 %8-10  Mean
now/refused
What does Tacoma Phone Web What does Tacoma Phone Web
Water do well to Water need to
earn your 2018 2019 2020 2018 2019 2020 improve most to 2018 2019 2020 2018 2019 2020
satisfaction? earn your
All power customers n= 145 150 NA* 353 330 423 satisfaction?
Water quality 42%  36% ) 21%  23%  20% All power customers n= 63 58 NA* 220 167 226
Reliable service 29%  35% - 19% 21%  19% Rates 43%  34% - 37%  40% A 29%
Satisfied/no problems 24%  23% - 14% 9%  13% Water quality 25%  19% - 9% 8%  12%
Communication 6% 6% - 4% 8% 7% Billing 11% 9% - 1M1% 12%  10%
Reasonable Rates 12% 5% - 5% 4% 7% Communication 5% 2% - 4% 3% 4%
Customer service 3% 8% - 6% 10% 6% Maintenance 8% - - 2% 4% 2%
Billing/payments 7% 10% - 5% 5% 5% Water pressure 5% 3% - 2% 3% 2%
Maintenance 3% 3% - 1% 2% 3% Other 13%  16% - 1% 9% 10%
Other 21% 9% - 12% 14% 15%

*Not asked of phone respondents in 2020.

Q3_2 . Based on your overall experience as a customer, and using that same scale, how satisfied or dissatisfied are you with water service provided by Tacoma Water
escqlent Q5_1. What does Tacoma Water do well to earn your satisfaction? (Asked of respondents who answered Q3_2 with a rating of 8-10) 24
Q5_2. What does Tacoma Water need to improve most to earn your satisfaction? (Asked of respondents who answered Q3_1 with a rating of 0-7)

AV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.

L]



Value of Water Service
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All Tacoma Water Customers - Phone

2020
n=210

2019
n=209

2018
n=208

Power, Water,
Env. Services
n=128

All Water
Single-Family
n=195

All Water
Multi-Family
n=7**

escalent

7% 8%

6% 8%

20%

15%

IS%8% 16%

66%

70%

69%

Don’t know/refused %0-4

By Customer Group — Phone (2019)

8% 8%

7% 7%

18%

19%

66%

66%

from Tacoma Water in terms of the water service you receive
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.

8.0

8.0

8.0

7.9

8.0

*Base size <30, interpret results with caution, ** Insufficient sample size (n<10).
Q13. Using the scale from a 0 to 10 scale where a 0 means you receive a very poor value and a 10 means you receive a very good value, how would you rate the value you receive

2020
n=652

2019
n=498

2018
n=576

5% %6-7 %8-10

Power, Water,
Env. Services
n=452

All Water
Single-Family
n=614

All Water
Multi-Family
n=27*
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All Tacoma Water Customers - Web

52% WV 7

By Customer Group — Web (2019)

|10% 1%

3
2

O\
)
S
7 O\
|8% 10% @ 55% 0
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Reasonableness of Water Rates . veone | aeenn | o

TACOMA PUBLIC UTILITIES

All Tacoma Water Customers - Phone All Tacoma Water Customers - Web
2020 2020
ne2i0 | 18% 10%  30% 6.7 mesz SUNBS 14% [ 27% 34% @
2018 | 6% 20%*  25% 6.6 2018 | 25%  15%  28% 6.0
n= n=
Don’t know/refused %0—4 5% %6-7 %8-10 Mean
By Customer Group — Phone (2020) By Customer Group — Web (2020)
Poveg Weter |\ gall von | 2 poveg et PS5
n=128 n=452
Singlo.Faminy | 1% 1% 31% 6.8 Single-Famity 028500 15% | 27%
n=195 n=614
All Water All Water
Multi-Family Multi-Family = 16%  15% 28%
n=7%* n=27*

**Base size <30, interpret results with caution, ** Insufficient sample size (n<10).

escqlent RATESW. In general, to what extent do you think the rates you pay for the water service you receive from Tacoma Water are reasonable? 26
Please answer using a scale from 0 to 10 where a 0 means you think they are extremely unreasonable and a 10 means you think they are extremely reasonable.
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Water Quality Measures Among All Customers o | e | e

TACOMA PUBLIC UTILITIES

Who Receive Water from Tacoma Water
- Overall Quality

All Tacoma Water Customers - Phone All Tacoma Water Customers - Web

2020 |a5u3%16% 75% 8.4 2020 o 18% 69% @

=265 %M:GA: 17% 73% 8.3 =626 8% 9% 16% 67% 7.9
g T 2 e

Don’t know/refused %0-4 5% %6-7 %8-10 Mean
- escqlent How would you rate your level of satisfaction with the water Tacoma Water provides with regard to...? 27
J WQUAL. The quality of the water overall

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.



Environmentally Responsible Sourcing and Delivery

of Water

L]

All Tacoma Water Customers - Phone

2020
%

Don’t know/refused %0-4

By Customer Group — Phone (2020)

oo e

Power, Water,
Env. Services

n=128
All Water %o
single-Famity (&0 1% 22% [ 7
n=197
All Water

Multi-Family
n=47

escalent
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——

TACOMA
POWER

)

TACOMA
WATER

TACOMA
RAIL

TACOMA PUBLIC UTILITIES

All Tacoma Water Customers - Web

2020
5% %6-7 %8-10 Mean

By Customer Group — Web (2020)

Eouec it (RN 1
n=452
All Wat
Single-Far?ﬁ?yr @% 10% 20%
n=648

52%

54%

|

All Water
Multi-Family 21% 58% °
n=149

WCNRESP. How good of a job would you say Tacoma Water is doing with regard to being environmentally responsible in the sourcing and delivery of water?
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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Long-term Stability of Tacoma Area Water Supply ot | e | e

TACOMA PUBLIC UTILITIES

All TPU Customers - Phone All TPU Customers - Web
2020 Mg  33% 40% T 55% 2020 @ 34% @ ‘@
2019 SIS 36% 38%  [was% 2019 24% A 31% 20% g 25%

Don’t Definitely an Probably an Probably not Definitely not Total not an

know/refused issue issue an issue an issue issue
By Customer Group — Phone (2020) By Customer Group — Web (2020)

Power, Water, Power, Water,
Env. Services ! 8% 37% 40% 52% Env. Services @ 36% @
n=128 n=452
All Water All Water
Single-Family 8%  32% 41% (Y 54% Single-Family 36% 8%
n=197 n=648
All Water All Water
Multi-Family I 9%  32% 38% 57% Multi-Family 17% 27% 25%
n=47 n=149

escalent , , , N o , , 29
WCNVSUP. Which of the following best describes your opinion on the sustainability of the long-term water supply, such as not having enough fresh water, in the Tacoma area?
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2020 phone results.
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COVID-19
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Impact of COVID-19 on TPU Customers - Phone

Impact of COVID-19 on Customers Al TPU Power-Water-ES All Tacoma Power
Customers Customers Customers All Water Customers
2020: 2020: 2020: 2020:
n= 400 128 352 252
Now working remotely 26% 19% 20%
Had difficulty buying groceries/supplies 239%, 18% 20%
Work hours were reduced 16% 16%
Had difficulty paying bills 15% 15%
Lost your job/ Lost my job 13% 13%
Emotional impacts/lack of activity 12% 11%
Other 17% 14%
No impact 35% 34% 34% 37%
Concern with Paying Household Bills in 2020 — All Customers
Don't know Very concerned Somewhat Only slightly Not at all Total not
concerned concerned concerned concerned

COV1. How have you been impacted by COVID-19 (coronavirus)?
COV2. How concerned would you say you are about paying basic household bills like your utility bills this year?

escalent
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Impact of COVID-19 on TPU Customers — Web

L]

Impact of COVID-19 on Customers Al TPU Power-Water-ES All Tacoma Power
Customers Customers Customers All Water Customers
2020: 2020: 2020: 2020:
n= 1144 452 1038 811
Now working remotely 23% 32% 23% 26%
Work hours were reduced 21% 23% 21% 21%
Had difficulty buying groceries/supplies 21% 19% 21% 19%
Had difficulty paying bills 20% 21% 17%
Lost your job/ Lost my job 12% 11% 11%
Emotional impacts/lack of activity 9% 9% 9%
Other 17% 17% 16% 17%
No impact 22% 20% 22% 22%
Concern with Paying Household Bills in 2020 — All Customers
Don't know Very concerned Somewhat Only slightly Not at all Total not
concerned concerned concerned concerned
escqlen‘t COV1. How have you been impacted by COVID-19 (coronavirus)?
COV2. How concerned would you say you are about paying basic household bills like your utility bills this year?
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Concern with Paying Household Bills in 2020

July/August 2020
Yy/IAUg plrryy 1}/0 17%
May 2020
X=1002 1I/° 13%
Don't know

escalent
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Customer Satisfaction Survey - Web

Products and Services Survey - Web

21% 28%

Somewhat Only slightly Not at all Total not

Very concerned
concerned concerned concerned concerned

COV2. How concerned would you say you are about paying basic household bills like your utility bills this year?

. ——y -
T — -
i H. ————
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POWER WATER RAIL

TACOMA PUBLIC UTILITIES
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Escalent National Energy Utility Benchmarking e R

TACOMA PUBLIC UTILITIES

Residential Electric and Eleciric-Gas Utility Customers

Mean Benchmarking

Phone Web Number of
Mean Rank Quartile Mean Rank Quartile |Utilities Rated
Having Friendly And Courteous Employees 8.9 4 8.3 g 93
Having Knowledgeable And Well-Trained Employees| 8.8 2 8.2 9 93
Providing Reliable Service 9.1 5 8.7 16 101
Being a Good Corporate Citizen in the Communities Served 8.2 4 7.6 14 93
Restoring Electric Service When Outages Occur| 8.7 5 8.3 16 100
Accessible By Phone During Outage 8.1 1 7.7 6 88
Promptly Fixing Customer Problems 8.4 2 8.0 88
Being Easy To Do Business With| 8.6 7 8.0 16 98
Reliable Estimates of Power Restored 8.1 7 7.9 93
Helping Customers Use Energy Safely] 8.2 5 7.9 93
Being A Company You Can Trust 8.2 10 7.8 17 97
Having Bills That Are Easy To Understand 8.6 6 8.0 32 95
Letting You Know What Caused Outage| 7.4 4 7.0 22 90
Being Well-Managed| 8.0 7 7.6 30 98
Providing Accurate Bills 8.5 8.0 33 95
Overall Satisfaction| 8.5 12 8.1 29 101
Value of Electric Product Delivered 8.3 3 7.8 33 97
Programs to Help Customers Use Energy More Efficiently] 7.6 13 7.3 53 92
Overall Favorability| 8.1 28 7.9 41 100
3 escalent 34
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