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Q. Please provide for the record copies of the quarterly customer satisfaction surveys 1 
for 2008 and the 1st and 2nd Quarters of 2009. 2 

 3 
A. < >The quarterly customer satisfaction survey results for 2008 and the 1st quarter of 2009 4 

are included as Attachments A and B respectively.1  The quarterly customer satisfaction 5 
survey results for the 2nd Quarter 2009 are included as Attachment C. 6 

                                                 
1  Detailed survey reporting in the format submitted in response to Request for Information CA-NP-62 in the 2008 

General Rate Application is no longer available.  The detailed reporting was discontinued in the 1st Quarter of 
2008 as part of a reorganization of the Customer Service Department.  
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2nd Quarter Customer Satisfaction  
Survey Results for 2009 



Customer Satisfaction Report 
June 2009 

Quarterly Index 

The historical quarterly trend is shown in the above graph. The customer satisfaction index 
for the second quarter is 90.1% and 89.1% last quarter. This compares with 90.8% in June 
2008 and 88% June 2007. Quarterly results have fluctuated between 87% and 92% over 
the last three years. Our target for 2009 is 89%. 
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graph compares the percentage of customers who gave a General Satisfaction Ratir liability and power outages as a 

<=6 (Red Line) and the reasons they gave for the low rating. 





Passed First Call Resolution 
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First Call Resolution 

This Quarter Last Quarter 
Same Quarter 

Last Year 

Residential 91.6% 86.8% 95.5% 

Commercial 95.3% 81.6% 85.2% 

Total 92.6% 84.7% 92.6% 

Of the 231 customers that spoke to a Customer Account 
.s z 8 3 'L 8 z 3 

"a 
3 8 E Representative, 92.6% (214) had their issue resolved the first time. 
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+Call no~ret"med/NoMlowup .-C~.~Wntno.r.np~.led inu.acLed !,me The main reasons customers had to call more than once was related to 
-.-No,gLmnl infarmelLon re.uld -ran', .-We en.rw Usage I=uL not getting information required and not having their call returned or 

followed-up. 
This graph compares the percentage of curtomerrwho did not have their issue resolved on the first contact anc 
the masons e lover rating war @wen. 
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