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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study*"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Large Segment

BGE 817

Con Edison

817

PPL Electric Utilities 811

PSE&G 802
Jersey Central Power & Light 794
PECO

Segment Average

PSEG Long Island

NYSEG

West Penn Power

National Grid

Eversource

Appalachian Power

Source:J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study*"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Midsize Segment

Pepco 798

Atlantic City Electric 792

Penelec 792

Duquesne Light 791
Met-Ed 782
Delmarva Power 780

Segment Average 776
Central Maine Power 692

Source:J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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2020 Electric Utility Business Customer Satisfaction Study*"

Overall Customer Satisfaction Index Ranking

(Based on a 1,000-point scale)

Midwest Region: Large Segment

Ohio Edison

Ameren Missouri

Ameren lllinois

MidAmerican Energy

ComEd

AEP Ohio

Xcel Energy

DTE Energy

Segment Average

Duke Energy

Evergy

Consumers Energy

Alliant Energy

We Energies

Source:J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study®"'

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Midsize Segment

Kentucky Utilities 827

Indianapolis Power & Light 804
Omaha Public Power District 789

Louisville Gas & Electric

WPS

Segment Average

DP&L

The llluminating Company

Indiana Michigan Power

NIPSCO

Source: J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information inthis
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study”™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Large Segment

Georgia Power 838
Florida Power & Light 837
Duke Energy Florida 829

Alabama Power 822
Segment Average 819

Duke Energy Carolinas

Entergy Louisiana

Duke Energy Progress

Dominion Energy

Entergy Arkansas

OG&E

Source: J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys"

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information inthis
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study®"'

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Midsize Segment

Southwestern Electric Power 836

Tampa Electric 834
Entergy Texas

Public Service Co. of Oklahoma
Austin Energy

Entergy Mississippi

Segment Average

NES

JEA

CPS Energy

Gulf Power

MLGW

Source: J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information inthis
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study’"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Large Segment

Idaho Power 830
SRP 809
Xcel Energy 804
Pacific Power 801
APS 799
NV Energy 796
Puget Sound Energy 795
Southern California Edison 792
Portland General Electric 791

Rocky Mountain Power

Segment Average

San Diego Gas & Electric

Pacific Gas and Electric

Source: J.D. Power 2020 Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of .D. Power.
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J.D. Power
2020 Electric Utility Business Customer Satisfaction Study’"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Midsize Segment

Seattle City Light 822
SMUD 813
L.A. Dept. of Water & Power 804
Segment Average 792

NorthWestern Energy 783

PNM

El Paso Electric 747

Source:J.D. Power 2020 Electric Utility Business Customer Satisfaction Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Electric Utility Providers Can Increase Satisfaction by Supporting Local Economic Development Efforts,
J.D. Power Finds

TROY, Mich.: 15 Dec. 2021 — Overall electric utility residential customer satisfaction is 748 (on a 1,000-
point scale) in 2021, a decrease from a record-high 751 in 2020, according to the J.D. Power 2021 Electric
Utility Residential Customer Satisfaction Study,*Mreleased today. This year's study shows only 32% of
customers are aware of their utilities’ efforts to help economic development in their local communities.

“In today’s roller coaster economic environment, electric utility providers need to not only increase their
efforts to help their local economies but also communicate more effectively about utility programs and
activities,” said John Hazen, managing director of the utility practice at J.D. Power. “Utility customers

want to hear about these efforts and, when they do, overall satisfaction is higher. Promoting economic
development efforts can increase overall satisfaction by as much as 122 points.”

Study Results

e East Large Segment: PPL Electric Utilities (for a 10th consecutive year)

o East Midsize Segment: Penn Power

¢ Midwest Large Segment: Ameren lllinois

e Midwest Midsize Segment: Kentucky Utilities (for a sixth consecutive year)
e South Large Segment: Florida Power & Light (for a second consecutive year)
e South Midsize Segment: EPB (for a sixth consecutive year)

e West Large Segment: SRP (for a 20™ consecutive year)

o West Midsize Segment: Clark Public Utilities (for a 14™ consecutive year)

e Cooperatives Segment: Clay Electric Cooperative

The 2021 Electric Utility Residential Customer Satisfaction Study is based on responses from 100,999
online interviews conducted from January 2021 through November 2021 among residential customers of
the 145 largest electric utility brands across the United States, which represent more than 101 million
households.

For more information about the Electric Utility Residential Customer Satisfaction Study, visit
https://www.jdpower.com/business/resource/electric-utility-residential-customer-satisfaction-study.

To view the online press release, please visit http://www.jdpower.com/pr-id/2020171.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company’s
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at
JDPower.com.
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Media Relations Contacts
Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com

John Roderick; East Coast; 631-584-2200; john@jroderick.com

About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
release-info

#H##
Note: Nine charts follow.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Large Segment

PPL Electric Utilities 779
PSE&G 770
Met-Ed 760
Pepco 759
PECO 757
BGE 754

West Penn Power
Con Edison
Duquesne Light
Penelec

Segment Average
Jersey Central Power & Light
National Grid
Appalachian Power
NYSEG

Eversource

PSEG Long Island

Central Maine Power

Source: 1.D. Power 2021 Electric Utility Residential Customer Satisfaction Study>™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study>

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Midsize Segment

Penn Power 768
Delmarva Power 753
Green Mountain Power 752
Atlantic City Electric 745

Potomac Edison

744

Mon Power 733

Segment Average 732

Central Hudson Gas & Electric

Rochester Gas & Electric

Orange & Rockland

United Illuminating

Versant Power

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction Study™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Large Segment

Ameren lIllinois 779
MidAmerican Energy 778
Ameren Missouri 767
AEP Ohio 764
Duke Energy 757
Xcel Energy 757

DTE Energy

Segment Average

We Energies

ComEd

Consumers Energy
Ohio Edison

Alliant Energy

Evergy

Indiana Michigan Power

The llluminating Company

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study>

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Midsize Segment

Kentucky Utilities 786
WPS 773
Lincoln Electric System 767
Omaha Public Power District 758
NIPSCO 752
Segment Average 746
Louisville Gas & Electric 744
Madison Gas & Electric 743
Toledo Edison 743
AES Ohio (formerly Dayton Power & Light) 742
AES Indiana (formerly Indianapolis Power & Light) 735
Otter Tail Power Company 735

Kentucky Power
City Utilities 720
Minnesota Power 720

Empire District Electric

CenterPoint Energy (formerly Vectren)

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consentof J.D. Power.



Exhibit SB-R-2
Docket No. 53719
Page 91 of 113

J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Large Segment

Florida Power & Light 797
Georgia Power 786
Duke Energy Carolinas 772
OG&E 772
Segment Average 771

Tampa Electric 766
Duke Energy Progress 765
Duke Energy Florida 764

"

Alabama Power 755

Entergy Arkansas 755
Entergy Louisiana

755

Dominion Energy

~
9]
w

CPS Energy 723

|

Source: 1.D. Power 2021 Electric Utility Residential Customer Satisfaction Study ™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of 1.D. Power.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study™™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Midsize Segment

EPB 824

ouc 803
Entergy Mississippi

Public Service Co. of Oklahoma
Mississippi Power

Santee Cooper

Cleco Power

JEA

Lakeland Electric

Segment Average

Huntsville Utilities

Entergy Texas

SWEPCO

Xcel Energy

Gulf Power

City of Tallahassee

Knoxville Utilities Board

NES

Austin Energy

MLGW

Entergy New Orleans

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Large Segment
SRP 806

SMUD

Rocky Mountain Power

NV Energy

Portland General Electric
Pacific Power

Puget Sound Energy

Xcel Energy

Southern California Edison
APS

Segment Average

L. A. Dept. of Water & Power

San Diego Gas & Electric

Pacific Gas and Electric

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction StudyS™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Midsize Segment
Clark Public Utilities 824
Anaheim Public Utilities 800

Idaho Power

Imperial Irrigation District
Montana-Dakota Utilities
Seattle City Light
Snohomish County PUD
Colorado Springs Utilities
Avista

Tucson Electric Power
Segment Average
Tacoma Power

El Paso Electric

PNM

Modesto Irrigation District
Hawaiian Electric

NorthWestern Energy

Black Hills Energy

Source: J.D. Power 2021 Electric Utility Residential Customer Satisfaction Study™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or 1.D. Power survey results without the express prior written consent of J.D. Power.



Exhibit SB-R-2
Docket No. 53719
Page 95 of 113

J.D. Power
2021 Electric Utility Residential Customer
Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Cooperatives
Clay Electric Cooperative 822
Walton EMC 816
SECO Energy 814
Jackson EMC 812
SLEMCO 808
Great Lakes Energy 804
Sawnee EMC 804
Southern Maryland Electric Cooperative 803
Magic Valley Electric Cooperative 799
Cobb EMC 796
Rappahannock Electric Cooperative 796
GreyStone Power 794
CoServ 793
Middle Tennessee EMC 787
Segment Average 787

Dakota Electric Association

EnergyUnited

NOVEC

Withlacoochee River Electric Cooperative
Connexus Energy

Pedernales Electric

Lee County Electric Cooperative

South Central Power

Intermountain Rural Electric Assoc. (now CORE
Electric Cooperative)

DEMCO

Source: 1.D. Power 2021 Electric Utility Residential Customer Satisfaction Study>™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of 1.D. Power.
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Business Customer Satisfaction with Electric Utilities Rallies in Second Half of 2021, J.D. Power Finds

Improving Business Optimism and More Frequent Qutreach Efforts Combine to Lift Satisfaction

TROY, Mich.: 17 Nov. 2021 — Despite a decline in overall business customer satisfaction with electric
utilities from 2020, results have climbed considerably in the second half of 2021. According to the

J.D. Power 2021 Electric Utility Business Customer Satisfaction Study,*™ released today, a combination of
steadily improving business optimism and visible utility efforts to increase customer contact have helped
spur arise in customer satisfaction.

"Many businesses started out the year dealing with challenges brought on by the pandemic, especially
around costs," said Adrian Chung, director of utilities intelligence at J.D. Power. "We saw this reflected
through customers’ lower satisfaction with their electric utilities but didn’t anticipate a swing in the second
half as scores increased 24 points. Two things happened to drive that trend. First, there was an increase of
seven percentage points in the number of businesses that said they are better off financially now than a
year ago. Perhaps more importantly, though, there was an increase in customer outreach on the part of
utilities, leading to positive effects on their relationships with businesses."

Following are some key findings of the 2021 study:

e Business customer satisfaction power surge: Overall business customer satisfaction with electric
utilities this year is 786 (on a 1,000-point scale), which is down from 793 a year ago. What that
headline number obscures, however, is the massive 24-point increase in the second half of study
fielding. By itself, the overall satisfaction score for the second wave of the study (798) is the highest
single-wave score ever recorded in this study.

o High-voltage customer contact: Nearly three-fourths (74%) of business customers indicated having
some form of direct contact with their utility. This included increased interaction in the second
wave of the study through proactive outreach via e-mail, phone or face-to-face visit (27%); via web
(34%); and mobile app (19%).

¢ More customers now have an assigned account rep: The number of business customers saying
that they have an assigned account representative increased from 33% in the first wave of the study
to 39% in the second wave. A dedicated account representative is associated with a 73-point lift in
overall customer satisfaction.

¢ Rates may be on the rise: After several months of late payment forgiveness and relatively stable
rates, during the second wave of the study, 39% of business customers say they are aware of a
planned rate increase.

Study Rankings

Within each of the four U.S. geographic regions included in the study, utility providers are classified into
one of two segments: large (serving 85,000 or more business customers) and midsize (serving 40,000-
84,999 business customers). The East Midsize and West Midsize regions are not award eligible because
they did not have sufficient sample size from enough providers. The following utilities rank highest in
business customer satisfaction in their respective region:
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East Large: PPL Electric Utilities

Midwest Large: Ohio Edison (for a second consecutive year)
Midwest Midsize: Kentucky Utilities (for a third consecutive year)
South Large: Florida Power & Light

South Midsize: Public Service Co. of Oklahoma

West Large: SRP

The 2021 Electric Utility Business Customer Satisfaction Study, now in its 23™ year, measures satisfaction
among business customers of 87 targeted U.S. electric utilities, each of which serves more than 40,000
business customers. In aggregate, these utilities provide electricity to more than 12 million customers.
Overall satisfaction is examined across six factors (listed in order of importance): power quality and
reliability; price; billing and payment; corporate citizenship; customer contact; and communications.

The study is based on responses from 16,834 online interviews of business customers in decision-making
roles related to their utility company. The study was fielded from February through October 2021.

For more information about the J.D. Power Electric Utility Business Customer Satisfaction Study, visit
https://www.jdpower.com/business/utilities/electric-utility-business-customer-satisfaction-study.

To view the online press release, please visit http://www.jdpower.com/pr-id/2021158.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company's
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at
JDPower.com.

Media Relations Contacts
Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com
John Roderick; East Coast; 631-584-2200; john@jroderick.com

About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
release-info

#H#H#
NOTE: Six charts follow.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study>™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Large Segment

PPL Electric Utilities 820
PSE&G 806
BGE 794
Con Edison 788

Segment Average

West Penn Power

PECO

Jersey Central Power & Light

NYSEG

Eversource

National Grid

Appalachian Power

PSEG Long Island

Source: J.D. Power 2021 Electric Utility Business Customer Satisfaction Studys™

Chartsand graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Large Segment

Ohio Edison 828
Ameren Missouri 810
DTE Energy 808
AEP Ohio 806
Xcel Energy 797
Segment Average 794
Consumers Energy 792
Ameren lllinois 790
ComEd 790
MidAmerican Energy 786
We Energies 786
Duke Energy 780
Evergy 780
Alliant Energy 771

Source:J.D. Power 2021 Electric Utility Business Customer Satisfaction Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of 1.D. Power.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study>™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Midsize Segment

Kentucky Utilities 835

AES Indiana (formerly Indianapolis

Power & Light) 658

Louisville Gas & Electric

Segment Average 786

Indiana Michigan Power 780

The llluminating Company

NIPSCO

Source: J.D. Power 2021 Electric Utility Business Customer Satisfaction Studys"

Chartsand graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Large Segment

Florida Power & Light 830
Georgia Power 825
Duke Energy Carolinas 824
Duke Energy Florida 812
Segment Average 810

Entergy Arkansas 809

Dominion Energy

Alabama Power

OG&E

Entergy Louisiana

CPS Energy

Duke Energy Progress

Source: J.D. Power 2021 Electric Utility Business Customer Satisfaction Studys"

Charts and graphs extracted fromthis press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Midsize Segment

Public Service Co. of Oklahoma 842
Tampa Electric 805
SWEPCO

803

Entergy Texas 802

Segment Average 787

Entergy Mississippi

JEA

Austin Energy 754

Source:J.D. Power 2021 Electric Utility Business Customer Satisfaction Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statementidentifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of 1.D. Power.
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J.D. Power
2021 Electric Utility Business Customer Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Large Segment

SRP 839

Rocky Mountain Power 820
Portland General Electric
NV Energy

Puget Sound Energy

Xcel Energy

Southern California Edison
APS

Segment Average

Pacific Power

San Diego Gas & Electric

Pacific Gas and Electric

Source: J.D. Power 2021 Electric Utility Business Customer Satisfaction Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher andthe study from which it originated as the source. Rankings are based on numericalscores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Business Customer Satisfaction with Electric Utilities Deteriorates as Rates Rise, J.D. Power Finds

Leading Utilities Find Ways to Offset Price Increases, Maintain Satisfaction with Relationship Management

TROY, Mich.: 16 Nov. 2022 — More than half (52%) of U.S. businesses say they are aware of electric utility
rate increases this year, spurring a significant decline in overall customer satisfaction. According to the
J.D. Power 2022 Electric Utility Business Customer Satisfaction Study,’™ released today, a combination of
rising rates, inadequate communication and lack of visibility on corporate citizenship initiatives have
caused overall satisfaction scores to decline 12 points (on a 1,000-point scale) year over year.

"Businesses are facing a tough economic environment right now as they confront the effects of inflation,
talent scarcity and continued supply chain challenges," said Adrian Chung, director of utilities intelligence
at J.D. Power. "Blanket increases in their electric utility bills—without clear corresponding communications
and adequate support from their utility on how to manage these costs—are simply adding to an already
difficult situation for many businesses. But rising rates do not necessarily have to result in lower customer
satisfaction. In fact, the handful of electric utilities that are getting the business customer engagement
formula right are able to maintain or even drive higher levels of satisfaction and affordability perceptions."

Following are some key findings of the 2022 study:

o Business customer satisfaction short circuits: Overall business customer satisfaction with electric
utilities this year is 774, down 12 points from a year ago. Lower satisfaction is primarily driven by
20-point declines in price and in awareness of utility corporate citizenship efforts, and a 19-point
decline in satisfaction with utility communications.

« Majority of customers see rate increases: More than half (52%) of business customers say they are
aware of a rate increase from their electric utility this year, up 15 percentage points from a year ago.
Nationally, rate increase awareness has risen but it is most prevalent in the East and West regions.

e Account representatives to the rescue: Overall satisfaction scores are 79 points higher and price
satisfaction is 113 points higher when business customers indicate they have an assigned account
representative. Likewise, business customer perceptions of power quality and reliability, corporate
citizenship and communications all increase significantly when a dedicated rep is assigned.
Currently, just 34% of business customers say they have an assigned account representative.

o Customer engagement crucial: Additional proactive customer relationship management strategies
that help offset the negative effects of a price increase include participation in special product and
service offerings; awareness of energy efficiency and conservation programs; and frequent
communication on energy conservation tips and special offers. There is a 74-point increase in
satisfaction with price when business customers participate in three or more product and service
offerings with their electric utility.

Study Rankings
Within each of the four U.S. geographic regions included in the study, utility providers are classified into

one of two segments: large (serving 90,000 or more business customers) and midsize (serving 50,000-
89,999 business customers).

idpower.com/business
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The following utilities rank highest in business customer satisfaction in their respective region:

East Large: BGE

East Midsize: Atlantic City Electric

Midwest Large: Ameren Missouri

Midwest Midsize: Kentucky Utilities (for a fourth consecutive year)
South Large: Georgia Power

South Midsize: Entergy Texas

West Large: SRP (for a second consecutive year)

West Midsize: Seattle City Light

The 2022 Electric Utility Business Customer Satisfaction Study, now in its 24" year, measures satisfaction
among business customers of 87 targeted U.S. electric utilities, each of which serves more than 50,000
business customers. In aggregate, these utilities provide electricity to more than 12 million customers.
Overall satisfaction is examined across six factors (listed in order of importance): power quality and
reliability; price; billing and payment; corporate citizenship; customer contact; and communications.

The study is based on responses from 18,694 online interviews of business customers in decision-making
roles related to their utility company. The study was fielded from February through October 2022.

For more information about the J.D. Power Electric Utility Business Customer Satisfaction Study, visit
https://www.jdpower.com/business/utilities/electric-utility-business-customer-satisfaction-study.

See the online press release at http://www.jdpower.com/pr-id/2022172.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company’s
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at
JDPower.com.

Media Relations Contacts
Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com
John Roderick; East Coast; 631-584-2200; john@jroderick.com

About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
release-info
#H##
NOTE: Eight charts follow.
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J.D. Power
2022 Electric Utility Business Customer Satisfaction Study>"'

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Large Segment

BGE 798
PSE&G 792
lersey Central Power & Light 786
PPL Electric Utilities 774

PECO 768

Con Edison

West Penn Power

Segment Average

NYSEG

Appalachian Power

Eversource

National Grid

PSEG Long Island

Source:J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study M

Chartsand graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power asthe publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2022 Electric Utility Business Customer Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Midsize Segment

Atlantic City Electric 777
Pepco 770
751

Duquesne Light

Delmarva Power 749

Penelec 738
Segment Average 737
Met-Ed 733

Central Maine Power 597

Source: J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction StudyM

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results withoutthe express prior written consent of .D. Power.
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J.D. Power
2022 Electric Utility Business Customer Satisfaction Study>"'

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Large Segment

Ameren Missouri 793
We Energies 792
Xcel Energy 792
MidAmerican Energy 787
DTE Energy 784
AEP Ohio 783
Ameren lllinois 783
Consumers Energy 783
Duke Energy 783
Segment Average 781
ComEd 775
Ohio Edison 770
Alliant Energy 765
Evergy 763

Source:J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study M

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power asthe publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of ..D. Power.
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J.D. Power
2022 Electric Utility Business Customer SatisfactionStudy>"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Midsize Segment

Kentucky Utilities 813

AES Ohio 787
Indiana Michigan Power
Segment Average
AES Indiana
Louisville Gas & Electric
The Illuminating Company

NIPSCO

Source: J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study>"

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results withoutthe express prior written consent of .D. Power.
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J.D. Power
2022 Electric Utility Business Customer SatisfactionStudy>"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Large Segment

Georgia Power 827

Florida Power & Light 824
Dominion Energy
Alabama Power
Segment Average
Duke Energy Carolinas
Duke Energy Progress
Entergy Arkansas
Duke Energy Florida
OG&E

Entergy Louisiana

CPS Energy

Source: J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study>"

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results withoutthe express prior written consent of .D. Power.
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J.D. Power
2022 Electric Utility Business Customer SatisfactionStudy>"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

South Region: Midsize Segment

Entergy Texas 814
Xcel Energy 804
Public Service Co. of Oklahoma 793

Segment Average 786

SWEPCO

Tampa Electric

JEA

Entergy Mississippi

Austin Energy

Source: J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study>"

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results withoutthe express prior written consent of .D. Power.
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J.D. Power
2022 Electric Utility Business Customer Satisfaction Study>"'

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Large Segment

SRP 828
Idaho Power 811
APS 804
NV Energy 785
Rocky Mountain Power 785
Puget Sound Energy 783
Pacific Power 779
Portland General Electric 777

Southern California Edison 761
Xcel Energy 761
Segment Average 760
Pacific Gas and Electric 716
San Diego Gas & Electric 713

Source:J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study M

Chartsand graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power asthe publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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J.D. Power
2022 Electric Utility Business Customer SatisfactionStudy>"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Midsize Segment

Seattle City Light 799

SMUD 797
L.A. Dept. of Water & Power 784
Segment Average 773

NorthWestern Energy

El Paso Electric

PNM

Source: J.D. Power 2022 U.S. Electric Utility Business Customer Satisfaction Study>"

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
1.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results withoutthe express prior written consent of .D. Power.



