Exhibit to
Agenda Item #1

Policy Committee and Special SMUD Board of Directors Meeting
August 10, 2022, scheduled to begin at 5:30 p.m.
Virtual Meeting (online)

Powering forward. S U K
Together. M D



» Strategic Directive 5

e 2021 Results

 Customer Satisfaction
* Value for What you Pay (VFP)
« Accomplishment highlights

* Request the Board accept the 2021 monitoring report
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Policy:

“Maintaining a high level of customer relations is a core value of SMUD. Therefore, the
Board establishes an overall customer satisfaction target of 95 percent with no
Individual component measured falling below 85 percent.

In addition, the Board establishes an overall customer experience “value for what you
pay” target of 70 percent by the end of 2025 and 80 percent by the end of 2030, with
neither the average commercial customer score falling below 69 percent nor the
average residential customer score falling below 65 percent in any year.

As part of this policy:
(a) SMUD customers shall be treated in a respectful, dignified and civil manner.

(b) SMUD shall communicate a procedure for customers who believe they have not received
fair treatment from SMUD to be heard.
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August 10, 2022

4

SD-5 Measurement Additions Deletions

New Connects, Tree
Trimming, Bill
Inquiry, Outage, IVR

Modification:
VFP Target

Interactive Voice
New Connects, Tree Response

Trimming, Bill Inquiry, (IVR) Payment

Arrangements
Outage 2
IVR Payment

New Connects, Tree
. . P B Customer
Outage Experience/VFP
New Connects, Tree
Outage
New Connects, Tree
Trimming, Bill Inquiry, Meter Outage
Services
New Connects, Tree Bill Inquiry New Construction
Trimming, Meter Services New Design
New Connects, Tree Trimming, ) ) )
Meter Services, New Construction, Residential Audit
New Design
New Connects, Tree Trimming, Meter
Services, New Construction, New
Design, Residential Audit
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Policy:

“Therefore, the Board establishes an overall customer satisfaction target of 95 percent with no individual
component measured falling below 85 percent.”

Overall 2021
Satisfaction 979%

Tree Trimming

New Connects

Bill Inquires

Outage

IVR Payment

IVR Payment
Arrangement
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Policy:

“The Board establishes an overall customer experience ‘“value for what you pay” target of 70 percent by
the end of 2025 and 80 percent by 2030, with neither the average commercial customer score falling
below 69 percent nor the average residential customer score falling below 65 percent in any year.”

VFP Segment 2021
Thresholds 76%

Commercial
69% Minimum

Residential
65% Minimum
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*Ranking based on eligible brands with sufficient sample sizes in the 2021 study (>100 responses).

Commercial

 2021CY: #1
* 2020CY: #1
* 2019CY: #1

*  2021CY:#2*
* 2020CY: #2
*  2019CY: #3

Residential

2021CY: #1
* 2020CY: #1
«  2019: #1

*  2021CY: #2
*  2020CY: #2
 2019: #2

CY = Calendar Year

SMUD



took steps to electrify
their homes (HVAC,
cooktop, heat pump)

+3,385

EV residential rate participants

ﬁ t \+ electric lawn
G A R mower incentive pilot

participants
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$1.39M

SMUD Energy Store sales
(items sold +4%,

site visits +16%)

&

shade trees planted

1 Charge@Home
w residential gv incentive program

developed and launched

(Outage, Threshold, and Mid bill)

32 4k SMUD app enrollments

|

Our secure mg
app keeps you
connected

Manage your SMUD account quickyl}E

@ Appstore | P> Google Play

®
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Incentivized Self Service

Installations - I I Bill Estimator tool
- 242 Level Il EVSE handles provided in My Account
- 58 DCFS

Business Energy
to over 400 commercial customers Advisor microsite

through CES, EES, and ACS programs s posource of information organized by

industry and technology available to all
commercial segments

(]
August 10, 2022 10 Board Policy Committee and Special SMUD Board of Directors Meeting S M U D



2021 Status:

Customer experience supported by internal training and customer-centric experience design

208

Virtual Classroom
Training
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Policy:
“...(b) SMUD shall communicate a procedure for customers who believe
they have not received fair treatment from SMUD to be heard.”

Status:

Hearing and appeal process is found in detail on smud.org
. -Pg. 14 & 15

« The process is described on the back page of every bill
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https://www.smud.org/assets/documents/pdf/Board-Meeting-Procedures.pdf

Customer Communication Process

+550,000 contacts

— Less than 1% escalated

>99% resolved -
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Pﬁ“ 4 'C/—\u;:gwm ‘
B > ENERGY
oWt P ¥ COMMISSION

4 g
Children’s Receiving Home

~

ASSOCIATION of Sacramento

[4 Source ErPRI | L PULIN

Expanding Excellence in Customer Service

:
mm: Transformation Way .

CHALLENGE United Way
California Capital Region
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Request the Board accept the SD-5
monitoring report.
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