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J.D. Power and Associates Reports:
Electric Utility Business Customer Satisfaction Increases across the Nation

Providing Service and Billing Options Improves Satisfaction among Business Customers

FOR IMMEDIATE RELEASE: March 4, 2005

WESTLAKE VILLAGE, Calif.—Electric utility companies across all regions in the United States are
showing an increase in overall satisfaction among business customers, according to the J.D. Power and
Associates 2005 Electric Utility Business Customer Satisfaction Study* released today.

The expanded study, now in its second year, is based on interviews with representatives of more
than 11,000 businesses that spend between $500 and $50,000 monthly on electricity. Overall customer
satisfaction is based on six factors: power quality and reliability; customer service; company image;
billing and payment; price; and communications.

The study finds that many utilities are receiving higher customer satisfaction rates due to
improved options for businesses to directly contact their utility, either through a business call center or
an assigned representative. In 2005, 69 percent of businesses surveyed indicated they have direct access
options, compared to 61 percent in 2004. Businesses with an assigned account representative report an
overall average Customer Satisfaction Index (CSI) score of 110—seven points higher than the industry
average.

“One of the best ways utilities are improving satisfaction is by providing options to their
customers, allowing customization of services and billing,” said Alan Destribats, executive director of
the utility practice at J.D. Power and Associates. “Businesses that take advantage of the variety of rate

(Page 1 of 3)

2625 Townsgate Road, Suite 100 ® Westlake Village, California 91361
805-418-8000 ¢ Fax 805-418-8900 * www.jdpower.com



plans and those that use alternative methods of paying monthly bills, such as on the utility’s Web site,
are much more satisfied overall.”

Businesses also perceive experiencing fewer and shorter power outages in 2004. Among those
that did experience outages of more than five minutes, 22 percent said their utility companies re-
contacted them to confirm that power had been restored. These businesses rate their utilities
significantly higher for power quality and reliability than those that were not re-contacted.

East Region

PPL Electric Utilities ranks highest in the East Region with an overall CSI score of 109 points.
PPL performs very well across all six factors. Other strong performers in the region are Exelon-PECO,
Baltimore Gas and Electric, and Energy East.

Midwest Region

MidAmerican Energy ranks highest in the Midwest Region with an index score of 113 points—
the highest in the nation. MidAmerican receives particularly high ratings in power quality and
reliability. Other utilities in the region with strong performances include We Energies, Alliant Energy,
LG&E Energy and Xcel Energy-Midwest.

South Region

The South Region leads all regions in every satisfaction component. Despite the hurricanes that
battered Florida in 2004, businesses perceived that Florida utilities handled power restoration well, and
the scores reflect a small improvement in power quality and reliability ratings.

Southern Company ranks highest in overall satisfaction in the South Region with 111 index
points and particularly high ratings in price and company image. Other strong performers in the region

include Duke Power, Progress Energy, City Public Service and Tampa Electric.
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West Region

Salt River Project ranks highest in overall satisfaction in the West Region with an index score of
111. It receives high marks in company image, customer service and communications. Other utilities in
the region with strong performances include Arizona Public Service, Puget Sound Energy and Portland

General Electric.

Headquartered in Westlake Village, Calif., J.D. Power and Associates is an ISO 9001-registered
global marketing information services firm operating in key business sectors including market research,
forecasting, consulting, training and customer satisfaction. The firm’s quality and satisfaction
measurements are based on responses from millions of consumers annually. Media e-mail contact:
michael.greywitt@jdpa.com or john.tews@jdpa.com

No advertising or other promotional use can be made of the information in this release without
the express prior written consent of J.D. Power and Associates. www.jdpower.com
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J.D. Power and Associates
2005 Electric Utility Business
Customer Satisfaction Study™

Customer Satisfaction Index Scores

East Region
50 75 100 125

109

PPL Electric Utilities

Exelon-PECO 107

Baltimore Gas and Electric 106

106

Energy East

Northeast Utilities 104

Allegheny Power 103

Public Service Electric and Gas 103

EAST REGION AVERAGE 101

Con Edison 100

National Grid USA 99!

FirstEnergy-East 98

NSTAR Electric 98

Duquesne Light 97

Conectiv 926

Pepco 95

Long Island Power Authority 88

Overall Industry
Average=103

Source: J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studysv

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studys™
as the source. No advertising or other promotional use can be made of the information in this release or J.D. Power and
Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Scores
Midwest Region

50 75 100 125
MidAmerican Energy E 113
We Energies i 107
Alliant Energy i 105
LG&E Energy E 105
Xcel Energy-Midwest 5 105
AEP-Midwest I103
Ameren 1103
Consumers Energy :102
MIDWEST REGION AVERAGE _ i;oz
Cinergy 1(;0
Detroit Edison 1dio
Exelon-ComEd 1(;0
Kansas City Power & Light 995
FirstEnergy-Midwest 96 %

Overall Industry
Average=103

Source: J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studysv

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studys™
as the source. No advertising or other promotional use can be made of the information in this release or J.D. Power and
Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Scores
South Region

50 75 100 125
Southern Company I E 111 |
Duke Power i 109
Progress Energy i 108
City Public Service E 106
Tampa Electric E 106

Florida Power & Light i 105
Dominion Virginia Power i 104
Reliant Energy E 104
South Carolina Electric & Gas i 104
TXU Energy 103
Oklahoma Gas & Electric §L02
AEP-South 1501
Entergy 1.501

Overall Industry
Average=103

Source: J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studysv

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studys™
as the source. No advertising or other promotional use can be made of the information in this release or J.D. Power and
Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Scores

West Region
50 75 100 125
Salt River Project i 111
Arizona Public Service i 105
Puget Sound Energy E 105
Portland General Electric E 104
Southern California Edison I103
L.A. Dept. of Water and Power i:102
Sacramento Municipal Utility District i;Loz
PacifiCorp 165)0
San Diego Gas & Electric 1ci)0
WEST REGION AVERAGE _ 1qi)o
Pacific Gas & Electric 985
Sierra Pacific Resources 97 E
Xcel Energy-West 91 E

Overall Industry
Average=103

Source: J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studysv

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2005 Electric Utility Business Customer Satisfaction Studys™
as the source. No advertising or other promotional use can be made of the information in this release or J.D. Power and
Associates survey results without the express prior written consent of J.D. Power and Associates.
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