
Exhibit to Agenda Item #1
Brief the Board on customer experience strategy, measurement, and priorities that support SMUD’s 
2030 Zero Carbon Plan.

Board Strategic Development Committee and Special SMUD Board of 
Directors Meeting
Tuesday, August  9, 2022, scheduled to begin at 5:30 p.m.
Virtual Meeting (online)



Why Customer Experience Matters
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Increased customer retention
Higher cross-sell and upsell
Decreased cost to serve
More new customers

Higher program participation
Customers follow our advice and advocate
Lower cost to serve (less calls)
More likely to pay on time
Higher commercial load factor and share 
of wallet
Forgive mistakes

COMPETITIVE 
MARKET
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Customer Experience Strategy Evolution
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Zero Carbon 
Plan

20222021

Board Climate 
Emergency 
Declaration

2022+

Customer Experience 
Strategy (updated)

2016

Customer Experience 
Strategy (original)



Overall Customer Experience Metric

“Thinking about your overall relationship 
with SMUD, how satisfied with SMUD 
are you on the value for what you pay?”

765432

Not at all ExtremelyNeutral

All responses above the “Neutral” 
are counted in the VFP score.

VFP score of 72 means 72% of 
customers gave SMUD a score of 

5, 6, or 7 on this question.

Value for Pay
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Value for Pay Performance 
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Customer Experience Key Areas of Focus 

Zero Carbon 
Programs

Outbound 
Communication

Outage 
Experience

Digital Tools Target Markets/ 
Communities

Pricing, Fees & 
Rate Changes
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Customer Experience Road to Differentiate
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Thank you
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