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Please describe the internal organization responsible for customer research and
customer satisfaction measurement, detailing roles and responsibilities. In the
response also provide details on any vendors that provide service relating to
customer research and customer satisfaction measurement and the services

provided.

Hydro’s Customer Service Department is responsible for customer research and
customer satisfaction measurement. The Customer Service Manager, Customer
Communications and Billing Administrator, and Hydro’s Senior Communication
Advisor work together with an external consultant to have customer satisfaction
surveys completed. These positions review the survey questions in draft with the
consultant to determine if any changes are required and to agree on the final
guestionnaire. Hydro has availed of MQO Research, a group M5 company, to
design, deliver, and report the results of the customer surveys. The results are
reviewed by the above noted Hydro positions along with the Vice President,
Corporate Relations and Customer Service to determine what customers see as
important to them and how satisfied customers are with the various service
dimensions. The review of satisfaction and gaps is then used to identify areas of

improvement going forward.



