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 Bill Robinson and the staff of Robinson Research
have been conducting customer satisfaction studies
for utilities including Chelan County PUD for
twenty-two years.

* We have conducted similar studies for the
Washington PUD Association and its various member
PUDs, Washington Water Power/Avista, Sierra
Pacific, Energy Northwest, various telephone utilities
and several sewer and water districts. We conduct
customer perceptions studies throughout the English-
speaking world.




Methodology Statement

e Robinson Research was commissioned by Chelan
County PUD to conduct a 400 sample survey among
its customers. The surveys ran from September 27th
to October 21, 2006. Robinson Research conducted
surveys with residential customers in the Wenatchee
area, the Leavenworth area, the Chelan area and the
Manson area. Respondents were screened to not be
employed in market research, advertising, public
relations, by an electric utility or Chelan County
PUD.
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Should Hydropower Be Considered A Renewable
Energy Source?

Unsure
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Issues And Concerns Facing
Chelan County PUD

W 2002 @ 2006

_ 16%
Keeping rates low

Ensuring enough
energy/power is available

Dam use/relicensing

Environmental issues

Money management

Energy conservation

Improving/gaining back
public trust

Fiscal responsibility
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Single Greatest Issue Facing The PUD
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Keeping rates low 16%

Ensuring enough
energy/power is available

Environmental issues

Energy conservation

Governmental interference

Keeping up with
population increases
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Electric Rates And Customer Service
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Electric rates reasonable when Customer service
compared to other increases doing an excellent job




Satisfaction With Overall Service
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Describes Chelan County PUD?
(Yes Responses)

m 2002 @ 2006

Professional 85%94%
93%
Know ledgeable about energy 93%
: 91%
Friendly 506
90%

Community minded 7%

89%

Environmentally responsible 84%

Efficient —on o4%
Hard working T3% B4%
Innovative 68% 81%
Having good communication with the public £9% 80%
: : 78%
Believable in what they say 5504
I
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Aspects Of Performance (Mean Score)

Providing dependable/reliable electric
service

Providing good customer service on
recent contact

Providing prompt electric restoration

Providing good customer service

Charging reasonable electric rates

Overall assessment of job PUD is doing

Providing dependable & reliable
water/wastewater service

Being involved in the community

Helping salmon survival in the region

Providing a useful web site

Providing a dependable & reliable
wholesale fiber-optic system

@ 2006
W 2002




Which Of These Four Qualities Should
Chelan County PUD Focus On Most?

Providing reliable overall services
Providing low electric rates

All four

Providing reliable power
Providing good customer service
Unsure

None
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Grand Mean 5.68

Importance Of PUD Providing Services
(New Questions 2006)

Building, maintaining and operating domestic

6.10
water systems

Building, maintaining and operating
wastewater systems

5.98

Building, maintaining and operating public
parks

Maintaining and expanding infrastructure _ 5.58
Building, maintaining and operating fiber- _ £ 13
optic systems '
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Contacted Chelan County PUD In Past Year?
(New Question 2006)

Unsure
1%

Yes
No 47%

52%




Reasons Contacted Chelan County PUD

(Percentages For Both Waves Based On 400 Respondents)

W 2002 @ 2006

]

T 18%
Request for service/info 24%
o 13%
Billing concern 19%
Problem or complaint 0 0%

Power outage 9%

Energy conservation

Make payment arrangements 4%
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_ _ Grand Mean 5.83
Support For Financial Investments In PUD

Services (New Questions 2006)

Modernizing hydroelectric dams 7 6.37
Promoting energy conservation 7 6.22
Improvements in power lines and substations 7 6.10
Acquiring alternative energy sources 7 5.74
Additional water reservoirs and pipelines 7 5.74
Improving parks and recreation facilities 7 5.41
Building the fiber-optic infrastructure 7 5.20
| | | | | |
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Likelihood Of Spending $3,000 More On New House
To Achieve Long-Term Savings
(New Question 2006)
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Amount Chelan County PUD Should Be Doing To

Encourage Development Of New Technologies
(New Questions 2006)
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Right amount 7%
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Likelihood Of Supporting The PUD's
Continuing Build-out Of Fiber
Connections Within Chelan County
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Internet Access On A Home Computer
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Type Of Internet Access At Home

W 2002 @ 2006
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Chelan County PUD fiber optics r 7 17%
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Cable modem S0 14%
Dial-up <56k 3% 10%
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Likelihood Of Paying Utility Bill Online

(New Question 2006)
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Visited The Center Or The Grounds

At Rocky Reach Dam
(New Question 2006)

No Unsure
12% 1%

Yes
87%
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Visitor-Friendly Features
Included At Rocky Reach Dam

(New Question 2006)

49% 50%
43%
Visitor Center Museum Park-like Other
grounds

23%

Unsure

Asked of the 346 respondents who said yes to the previous question.




Emphasis On Visitor Center

Educational And Tourism Activities
(New Question 2006)
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Reduce
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Keep same
59%




Do You Use Any Of These Parks?

W 2002 @ 2006
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Features Liked Best About The Parks

(Top Eight Mentions)

Asked of 216 respondents who had used any of the parks in the previous question.
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Features We'd Like To See Added To The Parks

W 2002 @ 2006

Expansion of parks 11%

Boat launch

Playground equipment | 4%

5%
Restrooms [

- - 5%
Picnic areas/shelters —4%

o 4%
Swimming areas m

0% 2% 4% 6% 8% 10% 12%




Demographics




89% were registered voters.
82% were home owners.

89% stated that electricity was their main
source of energy for home heating.

23% planned on building a new home in the
next ten years.

The average respondent had lived in Chelan
County for 23.77 years, the median was 17
years.

The average respondent was 54.92 years old
with a median of 55.00 years.



Demographics (continued)

* The average respondent had spent 14.32 years
In school, with only 4% of respondents
attaining less than a high school diploma.

« A majority of respondents (65%) were
married.

o 33% of respondents had dependent children
living In the household under the age of 21,
21% had dependent children in the household
under the age of 13.



Demographics (continued)

e The mean income was $54,752, with a median
of $50,733.

 Half of respondents were male.

* 69% of respondents lived in the Wenatchee
area, 14% lived in the Leavenworth area, 11%

lived In the Chelan area, and 6% lived In the
Manson area.
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