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Residential Customer Satisfaction Survey
Fall 2023

TACOMA PUBLIC UTILITIES
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Methodology Hl===

= Asin 2018-2022, data was collected via both telephone interviews and self-administered web surveys among Tacoma Public Utilities” Residential customers in
2023. Both phone and web surveys were conducted from July 17 to August 179, 2023. Customer lists provided by Tacoma Public Utilities were used for both the
phone and web sunveys.

= Atotal of 401 telephone interviews and 1,098 web surveys were conducted across five customer types. For the first time in 2023*, Phone and Web data was
combined and weighted in proportion to their distribution in the TPU residential customer population:

Weighted
Phone Web Total
n= n= n=
Poveer, Water, and Environmental Senices 122 425 457
Paower only single-family &a 256 3z
Power only rulti-family 103 212 388
Water only 53 ag 185
Power and Water only 34 103 126

= |n proportion to the primary contact phone number type (landline or mobile) provided to TPU by Residential customers, 36% of phone respondents were contacted

Outside City
=  Tacoma Public Wilities was identified as the study sponsor. In Tacoma Limits
= 1=
* Residential customers were screened and qualified based on the following criteria: 691 726
- Head or co-head of household who is familiar with their TPU services 409% 51%

The proportion of respondents
within Tacoma City limits versus

=  The sampling error for the combined sample is +/- 2.5% at the $5% confidence level. outside is also monitored to .
ensure we have a representative

sample of our customers.

- Adult, 18 years of age and older.

L]
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* Prior years data alse combined and rewesighted for comparnsons in this report
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Overall Satisfaction E===

All TPU Customers
<1%

202 e T -
1%

22 v I -
1%

2821 il i

Don't knowirefused Sol0—4 5% YB-7 %%8—10 Mean
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers
=1% <1%
2023 2023
2023 T%6% 23% 64% LA v bﬁ.ﬁ% 19% 68% 8.0  piy023 |e%?% 20% 67% 7.9
1% 21]22{1 %
2022
<1% 1% 2021 <1%
2021 1% 8% 22% 62% 17 Ly Bkew 18% 69% 80  n1045 BRT% 19% 67% 79
L escqlent Q2. Owverall, how satisfied or dissatisfied are you with Tacoma Public Utilities as a provider of services in your area in general, and not necessarily just thoese of which you are a current
d customer or user?

A¥ Indicate significant differences between the cumrent wave and previous waves.
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Being an Organization You Can Trust Ez==

All TPU Customers

2%
2023 lo% 9% 18% 65% 79

L
2022
ey 2F%3% 19% 67% 7.9
2021 Bi;
Don't know/refused %e0—4 5% %67 %810 Mean
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers
: 2023 Fo 23 T
2023 ihsaa 9%  20% 59% 75 57 Ie%e.% 18% “ 79 21023 IB% 9% 19% 63% 7.8
2% 1% 2%
2072 [ 1% [ 15,202 e E 5% 19 2 [Bo NE
3%, 3%

30
2021
201 v TR - % 165 TR - %} [ I ¢

g |
L escqlent How would you rate T-P-LPs performance with regard fo. .7
d TRUST. Being 3 company you can frust

#A¥ Indicate significant differences between the current wave and previous waves. 4
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Controlling Costs H:===

All TPU Customers

2023 E 18% 12%  22% 6.7

2022 1% 13% | 25% 44% 6.9

20t B 6% 12% | 24% 6.9
Don't know/refused Y04 5% Yob-7 %810 Mean

All TPU Power, Water, Env. Services Customers

All TPU Power Customers All TPU Water Customers
4% 4% 394
2023 2023

2022 11 2022 W 15%% 13%  25% 44% 69 o022 Bze | 14 | 23% 41% 6.6
2022 21%  16% 26% 33% 6.1  p i 9 iaa _

3% 4% a0t 2
2020 B 3% 3% 2%t 34% 62 a%s 6% 12% | 24% 69  neroes % 12% | 25%  [IECE
q .
-d escalent How would you rate T-P-LFs performance with regard fo... 7

COSTC. Controlling costs to keep rates low
A¥ Indicate significant differences between the current wave and previous waves.




Promptly Fixing Customer Problems [Ez==
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2023

All TPU Customers

2023 B¥os0 6% 64% 8.0
2 T T
202l 5%1% 15% 66% 8.0
Don't knowirefused %04 5% Y6-7 %oa—10 Mean
] |
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers
2023 Th7% 10% 16% 77 2023 Theehow 16% 80 2oy [T6% 9% | 16% 62% 79
252 PR R o 2 EE o 23 Do o TR
n=443
2001 The%o%  19% 60% 78 Ay L5R1%| 16% 66% 81 noyois [OBoT% 6% 64% 8.0
3 escalent How would you rate T-P-LPs performance with regard to._.?

FIXPROB. Promptly fixing customer problems

A Indicate significant differences between the current wave and previous waves.
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Having Knowledgeable and Well-Trained Employees [ =

TACOMA FUBLIC UTILITIES

All TPU Customers
4%

2023
n-1400 |k 8% 15% 67% 8.2

3%
2022

4%
2021

Don't know/refused Y04 5% %6-7 %810 Mean

All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers

2023 2023

2022 2022
n%?;g;?j %%T% L 81 n=1062 @‘F% 14% 69% 8.3 n=440 W% 14% 65% 8.2
=547 ‘iﬁ% 17% 66% 80 n=1125 [EE 5&% 15% 69% 8.3 n=1045 [EA%6% 15% 68% 82

escalent How would you rate T-P-U's performance with regard fo. .7

KMOWLEDG. Having knowledgeable and well-irained employees
A Indicate significant differences between the cument wave and previous waves.
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Bill Affordability
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TACOMA FUBLIC UTILITIES

All TPU Customers
1%

2023
121499 L 17% 55% TT%

-11}
2022

4%
2%
2021
e AR Bt 55% IR 50%
5%
: %Mot at all %Mot ve Y Somewhat
Don't know/refused affordable aﬁurdablrg affordable %Very affordable  %Total affordable

All TPU Power, Water, Env. Services Customers

2023
n=350

2022
n=443

2021
n=347

L]

1%
23%

6%
11]
r 20%

6%

1%

21%
8%

escalent

All TPU Power Customers All TPU Water Customers
1% 19
55% 15% [ROG I 17% 55% 6% ey 18% 54% 76%
2% 5%
2022 ! 2022 '
61% BREd 72% nio6s 14% 59% 81%A gt 16% 57% 78%
4% 5%
2001 8 201 1
56% 0% nfi455 14%¥ 55% PRl 79% n<10s5 [ 16% 55% 7%
5% 6%

BILLAFF. Given your household's financial circumstances, would you charactenze the bills you receive from T-P-U as being...7
A Indicate significant differences between the cument wave and previous waves.
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Offering Assistance to Customers in Need ===

All TPU Customers

2023

2022
ne1104 Byl 9% 16% 56% 7.7
2020 [ o 16 704
Don't know/refused Y04 5% %67 %810 Mean
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers

2y (IR o R o7 (O v o O e R
2022 P 2022 % 9% 16% 57% 77 2022 PO 1% 15% 549 76
222 9% 11%  17% 52% 74 202 7 L . _

2021
2021 BPIN 0% 10%  18% 52% 75 2021 PO 9% | 15% 59% 781 nZ1045 ERE 8% 9% 16% 57% 77

*Im 2020, BILLAST was changed from “Offering assistance fo customers who are behind on paying their utility bills” to "Offering assistance to customers in need.”
ESCCIIEnt How would you rate T-P-LPs performance with regard fo._. 7
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A Indicate significant differences between the cument wave and previous waves.




)
i

Being Environmentally Responsible ME===

All TPU Customers

5%

2023

2022 i

L20el EEEN 0% 17% 57% 7.9
5%

2028 [ sl

Don't know/refused Y04 5% YG-T Mean

All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers
2023 2023
n{ﬂﬁ%g LAT% 12%  15% 57% 76, f5ar WES%12%  16% 57% 78  nligo3 m'r.n% 16% 58% 7.8

2022 2022
2021
n{uﬁgiil? 0% Qg ?'E ﬂ=21“322} m%g%" 1% ?'8 n=1045 [QEEIB% 9% [18% 78

escqlent How would you rate T-P-LPs performance with regard to... 7

EMVRESP. Being environmentally responsible
A Indicate significant differences between the cument wave and previous waves.

L]
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Electric Service Measures




Satisfaction with Electric Service
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TACOMA FUBLIC UTILITIES

Don't know/refused

All TPU Power, Water, Env. Services Customers

<1%

2023 B%7%  19% 68% 8.0
<1%

2 o i
<1%

2021

=1
= escalent

All TPU Customers
<1%

ne1347 5%6% 16% 72% 5.2

<1%
2022 t&?% 16% 74% 8.2
<1%
2021
2021 i‘iﬁf% 16% 73% 8.2
%0-4 5% %6-7 %3-10  Mean
All TPU Power-Only Single-Family Customers All TPU Power-Only Multi-Family Customers
2023 2
2% sy 2
n{“ﬁ«:'% 8% 18% 72% 8.2 n:gggﬂ:"}ﬁ%ﬂ% 80% 8.6

3%
221 i

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

A+ Indicate significant differences between the cumrent wave and previous waves.

%

2021
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Value of Electric Service
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TACOMA FUBLIC UTILITIES

Don't know/refused

All TPU Power, Water, Env. Services Customers

1%

2023 g% 10%  23% 76
1%

2005 [ [ 23% 76

2001 |

202 e 10%  25% 57% 75

3 escalent

All TPU Customers

<1%

. :1:'%%:; ]S‘}f- 8% 21% 63% 7.8
1%

252 i Wz T '+
1%

2521 o 2z T

%04 5% %%6-7 %E—10

All TPU Power-Only Single-Family Customers

<1%

2023 |eskl7e 22% 63% 78
1%

2 s
1%

2y brs% 21% 66% 8.0

A¥ Indicate significant differences between the current wave and previous waves.

Mean

All TPU Power-Only Multi-Family Customers
2023 B
3%

n=239<1%7% 20%
68%

2021

2%
n=309 1066%  21% 8.3

Q12 Using the scale from a 0 fo 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
from Tacoma Power in terms of the elecinic senvice you receive.

13
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Reasonableness of Electric Rates T===

All TPU Customers

1%
L2023 | 1% 13% | 24% 46% 6.8
1%
2022 [ag| 1a%  26% 6.9
1%
2021
Don't know/refused e0—4 5% Ye6-7 % &—10 Mean
All TPU Power, Water, Env. Services Customers All TPU Power-Only Single-Family Customers All TPU Power-Only Multi-Family Customers
1% sz 12
202310 3% 14% | 24% 38% 63 202 | 4% 12% | 26% 48% 69 2083 |1a%| 1% 2% 72
1% 1%
2022 1555465 18% 29% 62 292 i 4% 2% [EEE -  Z5 [8R ] 26% 54% 76

g 1
5 2021
2024 g o o T - 2% T v v T ¢ %5 o e R ¢

escalent

L]

RATESE. In general, to what extent do you think the rates you pay for the eleciric service you receive from Tacoma Power are reasonable?
A Indicate significant differences between the current wave and previous waves.
14
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Providing Reliable Electric Service B

All TPU Customers

o,

%

2

2023 14 5%1% 81% 8.7
2%

2022 145%11% 81% 86

2%
2021 1% 4592% 86
Don't knowirefused %04 5% %6-7 %8-10 Mean
All TPU Power, Water, Env. Services Customers All TPU Power-Only Single-Family Customers All TPU Power-Only Multi-Family Customers
— 3% 5% 2023 2%
c 2023 v
o T o0 2% % TR o 2% Heiok b7 iustomers
5% 2
2021 ) 2022 2022 % - 8.7
2% 2021 %59, 20z B%
2 2021
2021
-q esccﬂent How would you rate T-P-Urs performance with regard to...7 18
d RELIAELE. Providing reliable electric service
A+ Indicate significant differences between the cument wave and previous waves.
q ) )
-d ESCUlent How would you rate T-P-LPs performance with regard to._.7

RELIAELE. Providing reliable electric service
A Indicate significant differences between the current wave and previous waves.
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Water Service Measures
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Satisfaction with Water Service T===

All Tacoma Water Customers

<1%
28 oo 1on
=1%
2022
<1%
n=541
Don't know/refused 04 5% SeG-T %8—10 Mean
All TPU Power, Water, Env. Services Customers All TPU Water Single-Family Customers All TPU Water Multi-Family Customers
<1% <1%
s T : 7 % T 0 % e
<1% <1%
202 o [ 20 7o 22 e a1 22 % en ek
=1% <1%

2021

ESCUlent *Base size <30, interpret results with caution, = Insufficient sample size (n=10).
Q32 . Based on your overall experience as a customer, and using that same scale, how satisfied or dissafisfied are you with water service provided by Tacoma Water

A Indicate significant diferences between the cumrent wave and previous waves. 17
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Value of Water Service
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TACOMA FUBLIC UTILITIES

All Tacoma Water Customers

1%
L
1%
2022
n=694 8% 10% 22% 59% 76
1%
2021 140% 9%  23% 58% 75
n=841
Don't know/refused 04 5% Y67 %8—10 Mean
All TPU Power, Water, Env. Services Customers All TPU Water Single-Family Customers All TPU Water Multi-Family Customers
1% 1%
1 1 2022
2022 Ia% 1% 24% 55% 74 2022 [1%10%  22% 60% T o3 6% 13% 30% 75
1% 1% 2021 2%
2021 |10% 10%  26% 73 2021 |10% 9%  22% 59% 75 n3e  [JH0%7e] 26% 55% 75
o | *Base size <30, interpret resulis with caution, = Insufficient sample size (n=10).
L escqlent 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
d from Tacoma Water in terms of the water semvice you receive o

AV Indicate significant differences between the cumrent wave and previous waves. 18
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Reasonableness of Water Rates T===

All Tacoma Water Customers

o,

20 21%  14%  25% 40% 6.5

1%

2022
2022 | 47y 4% 29%4 39% 65

1%
2021 | 20% 14% 29%p 37% 6.4
n=641

Don't know/refused Ya0—4 h% YoG-7 %8-10 Mean

All TPU Power, Water, Env. Services Customers All TPU Water Single-Family Customers All TPU Water Multi-Family Customers
1% 1% 2%
2023 2023
1% "
1% 1%
2021
20011 4% 5% 30%A 61 22y | 20% 3% 0% 64  he3g | 24%  12%  23% 6.4

o | **Base size <30, interpret results with caution, = Insufiicient sample size (n=10).
L escc:llen‘t RATESW. In general, to what extent do you think the rates you pay for the water semvice you receive from Tacoma Water are reasonable?
d 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 exiremely reasonable.
A+ Indicate significant differences between the curmrent wave and previous waves.
19




Water Service Reliability

)
i

——
.~
———
TACOMA FUBLIC UTILITIES

Don't know/refused

All TPU Power, Water, Env. Services Customers
1%

2023 *%5% 12 78% 8.5

1%

2022 Joi69% 13% 78% 85
1%
o e T -

escalent
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WTRREL. Overall reliability of water service

All Tacoma Water Customers

1%
2023
n=1023

1?4
P 5%1 80% 5.6

1%
eyt I‘Hﬁ% 11 30% 3.6
%04 5% %6-7 %38-10 Mean
All TPU Water Single-Family Customers All TPU Water Multi-Family Customers
1% 5% 2%
25 4 o oo 22 o I
1% 5% 304
AT PR [
1% 2%
2021
oy B 81% 86 n=190 PW%10% 79% 8.7
5%

A¥ Indicate significant differences between the current wave and previous waves.

20



Economic & Financial Sentiment
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Impact of current Economy W===

All TPU Customers

|
. 5%3 . 26% 61% 12%
2022 !
J202L 23%y 67% 9%

Dont Itis difficull to make Itis inconvenient

ends meet and is a It has no impact
know/Refused hardship but manageable
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers

2023 | 2023 |
2023 1% 24% 65% % n=e347 0 20% 60% 12% 1023 (0 25% 62% 13%

2022 ) 2022 )
2022 1y o 715 — nettss | 23%¥ 67% 1 9%V Za | 22% 69% A 8% ¥
g |
|
= escalent

ECOM3. How has the current economy (e.g., higher prices) impacted you and/or your family?
¥ Indicate significant differences between the cumrent wave and previous waves.

22
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Concern of Paying Utility Bills B===

All TPU Customers

<1%
1~7499 | 15% 25% 29% 3%
<1%
n=1194 13% 24% 31% 32%
2021
2021 fetsse|  22% 28% 35% 4
DK/REF Very Somewhat  Only slightly Mot at all
concernsd concerned concemed concemed
All TPU Power, Water, Env. Services Customers All TPU Power CUStOMErs All TPU Water Customers
<1%
=1%
2023 2023 14% 25% 28% 33%
2023 1jas  25% 30% ndne [16%  26% 29% n=1023
<1% <1% 2022 ‘T”ﬂ
2022 13% 24% IN% 32%
2022 14%  25% 32% 29% n=1062 | 13%  25% 3% =540
=1%
2021 2021 % & 2021 1#.12% 23% 27% 36%
25 % os% I 3% G202 bt 22%a  30% 33% n1045
g |
-d escqlent COV2. How concemed would you say you are about paying basic household bills like your ufility bills this year?

A Indicate significant differences between the cument wave and previous waves. 23
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Ability to Pay Bills T:=s

All TPU Customers

2023
n=1499 lﬂ' % 83%
Don't | cannot and do not | can mT{E partial | ﬁa"f Wpiﬁ:wtlaﬂ‘{
know/Refused pay some bills Da‘;mer;rillnsn some  4%.0 E":g dll.l : d
All TPU Power, Water, Env. Services Customers All TPU Power Customers All TPU Water Customers
2023 2023
55 |1 8% 83% sy [ 10% 42 w05 [B% 9% 8%
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¥ Indicate significant differences between the current wave and previous waves.
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TACOMA FUBLIC UTILITIES

Past Due Accounts Trending

Avg Percent of Accounts Past Due per Month

2019 to Current

25
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TACOMA PUBLIC UTILITIES
AEP . DTE Energy Green Mountain Power Portland General Electric
- AEP Ohio .
- Appalachian Power Dominion Encrgy Hawaiian Electrich PSE&G New Jersey
- Indiana Michigan Power (I&M) - virginia
- Kentucky Power - North Carolina (PSNC NC) Idaho Power PSE&G Long Island (LIPA)
-PSO - Ohio (Gas - East Ohio/WV) JEA Public Service Company of New Mexico
- SWEPCO - South Carolina (SCANA/SCE&G)
- West (IDIWY/UT) LA Dept. of Water & Power Puget Sound Energy
AES Corporation g to Municinal [SMUD
- AES Ohio (Dayton Power & Light) Duke Energy Memphis Gas, Light and Water acramento Municipal { !
- AES Indiana (IPALCO) - gu:e Eﬂrolmﬂs MDU Resources Salt River Project
- Duke Progress
Alliant - Duke Midwest - MDu SCE (Edison International)
; - Intermountain Gas
Ameren - Duke Florida - Cazcade Matural Gas Seattle City Light
- Ameren llinois Duquesne Light
- Ameren Missouri ) (MDU, Cascade, Intermountain) Sempra Energy
El Paso Electric ] i i - Southern California Gas
Arizona Public Service Entergy” Nashville Electric Service - San Diego Gas & Electric
Atmos Energy® Exel National Grid® Southern Company
xelon
Austin Energy - Baltimore Gas & Electric NextEra Energy - Efcﬁa?l“piﬂ?
] _ComEd - Florida Power & Light - Leorgia Fo
Avista _PECO -FPL _NW F_L (Gulf Power) - Mississippi Power
Avangrid (Iberdrola USA) - Delmarva Power - Florida City Gas Southern Company Gas*
- Central Maine Power - Atlantic City Electric Mew Jerse
" y Matural Gas
- New York State Electric & Gas - Potomac Electric Power _ Southwest Gas
- Rochester Gas and Electric Eversource Energy (NEU) NFG-National Fuel Gas Co. Spire Energy (Laclede Group)*
Berkshire Hathaway Energy - - Connecticut Light & Power NiSource Tacoma Public Utilities
- Mid-American Energy -NSTAR -NIPSCO .
- NV Energy Morth - Public Service of New Hampshire - Columbia Energy Emera (Tampa Electric, excludes NM Gas and TECO
_ Peoples Gas)
- s:clizf!::::g:""i?“th Everay. < : NorthWestern Eneray Tucson Electric Power
- Rocky Mountain Power . :raelst':f I;Il:‘t:r:;wer & Light NW MNatural Gas
- UGl Utilities
Black Hills Corporation® First Energy OGE Energy Unitil
niti
CenterPoint Energy - Ohico Edison ONE Gas*
- CenterPoint 5/MW Combined - The lMuminating Company ouc Washington (D.C.) Gas
-Vectren L‘;‘Egg Edison oPPD Wisconsin Energy (WE Energies)
Citizens Energy Group - Penelec . ) Wisconsin Public Service (Electric Power)
Consumers Energy _ .:?nrt. EQWEL Pacific Gas & Electric Xeel Energy
- West Penn Power . - f
— Consolidated Edison® - Jersey Central Power & Light Pennsylvania P:_Jwer_s_. .L'th - Xcel Midwest
- PPL Electric Utilities R
- escalent - Monongahela Power Xcel South
- CP5 Energy . - Louisville Gas and Electric - ¥cel West
- Potomac Edizson - cel Wes
- Kentucky Utilities 27

Colorado Springs Utilities

Peoples Energv {IL)

* Interviews collected across operating companies/service areas
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National Residential Benchmarking Rankings Hl===

NOTE: TPU results exclude Water-only customers.

Number of
Mean Rank  Quartile Utilities

Accessible By Phone During Outage 7.9 2 88
Value of Electric Product Delivered 7.8 31 99
Being & Company You Can Trust 7.9 14 101
Being a Good Corporate Citizen in the Communities Served 7.7 9 04
Reasonableness of Electric Rates 6.8 42 101
Helping Customers Use Energy Safely 8.0 4 92
Providing Reliable Service B.7 g 101
Restoring Electric Service When Outages Occur 5.4 ) 101
Being Easy To Do Business With B.0 14 100
Having Friendly And Courteous Employees B.3 7 93
Reliable Estimates of Power Restored 8.0 9 96
Promptly Fixing Customer Problems 8.0 ] 91
Overall Satisfaction 8.2 12 100
Having Knowledgeable And Well-Trained Employees 8.2 g o5
Overall Favorability 7.8 33 100
Programs to Help Customers Use Energy More Efficiently 7.4 23 a5
Having Bills That Are Easy To Understand 8.0 21 101
Being Well-Managed 7.6 18 98
Providing Accurate Bills 8.0 25 101

q
- escalent 28
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