Exhibit to Agenda Item #3

Industry overview of customer satisfaction for electric utilities and SMUD, from the
J.D. Power 2021 Electric Utility Residential Customer Satisfaction Study,
Electric Utility Business Customer Satisfaction Study & Sustainability
Leadership Program.

Board Finance & Audit Committee and Special SMUD Board of Directors Meeting
Tuesday, March 15, 2022, scheduled to begin at 5:30 p.m.
Virtual Meeting (online)

Powering forward. S M U D:ru
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].D. Power Utility Studies

Study Description

Electric Utilities

Measures satisfaction with large and midsize electric utility companies
o _ _ _ _ in four U.S. regions: East, Midwest, South and West and provides the
Electric Utility Residential Customer Satisfaction Study  electric utility industry with insights into the evolving needs and

(2001 to present) demands of their customers.
Electric Utility Business Customer Satisfaction Study SMUD is classified as a West Large utility in the residential customer
(2004 to present) study and as a West Midsize utility in the business customer study.

Sustainability Leadership Program

The J.D. Power Sustainability Leadership Program benchmarks
Syndicated Study (2020-2021) environmental performance, delivers best practices and recognizes
Operational Assessment (2021) outstanding leadership in addressing climate change.
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The ]J.D. Power Satisfaction Model

Power Billing & Corporate Customer

Quiality & Payment Citizenship Care
Reliability

Residential 25% 17% 17% 9%
Commercial 24% 15% 15% 14%

Source: 2021 J.D. Power Electric Utility Residential Customer Satisfaction Study
Source: 2021 J.D. Power Electric Utility Business Customer Satisfaction Study
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].D. Power Satistaction Overview
Residential Results

March 15 , 2022 5 Board Finance & Audit Committee and Special SMUD Board of Directors Meeting S M U D®



2021 Large utility award winners
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Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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West large overall CSI results

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD residential satisfaction trends

Overall Satisfaction
850

800

/ —\Nest Large

700 / —Industry

650
600
2016 2017 2018 2019 2020 2021
CA Rank 1 1 1 1 1 1
West Large Rank 2 2 2 2 2 2
Industry Rank 15 16 18 15 20 27

Note: The J.D. Power Electric Utility Residential Customer Satisfaction Study is fielded quarterly.
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SMUD Residential Performance 2020 vs. 2021

SMUD Residential

West Large

Industry

2020 2021 2020 vs. 2021 A 2020 vs. 2021 A 2020 vs. 2021 A
Overall Satisfaction 783 780 -3 -8 -3
Customer Care 840 849 +9 -6 0
Billing & Payment 837 835 -2 -2 +1
Corporate Citizenship 752 750 -2 -10 -6
Povée;”g;ﬁ'ti;y & 812 808 4 10 5
Price 727 720 -7 -13 -7
Communications 753 746 -7 -4 +3

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2020, 2021
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SMUD Residential POR performance Quaiy &

Reliability
25%

Power Quality & Reliability Satisfaction

sre [ st PQOR Attribute SMUD vs. SRP Score Differences

swuo [ :o: 3
3 2017 2018 2019 2020 2021
NV Energy [ 795 ‘
| Provide quality electric T — — — I
Pacific Power [ 706 s power 0.23 013 0.26 0.28 041
Rocky Mountain Power | 795 B - - — I
ses I 5 Avold brief interruptions 0.5 026 028 036 035
Xcel Energy-West [ 785 | — — I - |
Avoid lengthy outages - -0.19
portiand General Electic [ < gihy outag 0.42 024 0.40 0.36
Puget Sound Energy | 7
d o ‘ Promptly restore power —- | - - -
San Diego Gas & Electric [N 766 | after outage 071 0.68 0.80 0.78 e
Southern California Edison | 762 Keep informed about an ] || L _—
i . ) ] -0.61
west Large | R - s outage oo oo o e
L. A. Dept. of Water & Power [ 749 Supply electricity during L] - - ol
: -0.54 -0.45
Pacific Gas and Electric [ N s 3 extreme temperatures 071 0.79 081

Based on a 1,000 pt. scale Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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Customers want proactive communication

Quality &
Customers recelving outage text alerts Relabiiy
25%
Top Large Top Midsize Top Cooperatives PQR Satisfaction
Entergy Louisiana 52%  Entergy Mississippi 52%  Rappahannock Electric 33%
Entergy Arkansas 47%  Entergy New Orleans 51%  SECO Energy 32% + 6 O
SRP 46%  Entergy Texas 44%  CoServ 28% Text Message Vs
Duke Energy Progress 43%  SWEPCO 36%  Magic Valley Electric 28% Called Utility for.
Anaheim Public Utilities 36% SMECO 24%
Average 25%  OuC 29%  SLEMCO 21% Outage Info
SMUD 18%  Xcel Energy-South 29%  EnergyUnited 20%

Sign up for outage alerts Rappahannock Electric Cooperative warns of multi-day outages

OUTAGE TEXT ALERTS
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SMUD presence in community supporting reliability g

Reliability
25%

SMUD @ @SMUDUpdates - Jan 3
7= SMUD @ . 0‘ ,).d es - Jan ) ‘ -
‘./ SMUD crews stayed busy today replacing poles and wires and restoring
=7 January 3 at 10:02AM - @ power for our neighbors in the Sierras and the Foothills after last week’s
Check out the latest pics of SMUD crews helping make repairs and record-breaking snowfall. Thanks to all the crews working around the clock

restore power to customers in the Sierras and Foothills after last week's
record-setting snowfall. Thanks to all the crews working around the
clock. Be safe out there.

on this big effort, Stay safe.

Keeping emplor
safeisat@p pri

SMUD @ @SMUDUpdates - Jan 3
. Latest photos of SMUD crews helping our neighbors in the Sierras and the

Foothills after last week's record-setting snowfall, Big shout out to all the
crews working around the clock to repair damage and restore power. Be
safe

©0 146 9 Comments 17 Shares

oy Like (D) Comment /> Share
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SMUD Residential Price performance

Price Satisfaction

Sy Price Attribute SMUD vs. SRP Score Differences

svup | 2o
2017 2018 2019 2020 2021
Rocky Mountain Power [ 716 |
w enersy [N 2 5 Ayallablllty of pricing N | [ ] - [ I
5 options that meet needs -0.55 -0.51 064 -0.41 -0.41
Portland General Electric _ 696 5
y 5 Ease of understanding - N [ | _— Ll
Pacific Power [ 694 | ici 0.32 0.34
i pricing -0.46 -0.47 -0.49 : o
Puget Sound Energy [ 602 |
xcel Energy-West [ NN 600 ; Fairness of pricing -0.15 -0.16 031 -0.23 031
Southern California Edison _ 686
Efforts of utility to help L | [ — _—
West Large _ 672 E manage monthly usage -0.34 -0.42 -0.40 -0.28 -0.25
L. A. Dept. of Water & Power _ 671
i Total monthly cost of - 011 e 01 I
APS _ 657 ; electric service -0.18 ' -0.23 e -0.36

San Diego Gas & Electric _ 645
Pacific Gas and Electric _ 615

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Based on a 1,000 pt. scale

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD recognized alongside SRP for customer

solutions to help save money

Utility Products & Services Offerings help customers save $'s

SAVE

AT HOME

SRP offers rebates, discaunts, advice ond do #f yourself pro ec!
reduce energy use in your home and business. Price plans and
billing cptions ars also available to fit the way you prafer to us
energy and pay for it

INSULATION REBATE
mwblmdhubuﬂ— Geto
FREE SHADE TREES

M—-l vinued workshop and sam heo shoda

DUCT REPAIR REBATE
ot up 1.9 $400 mbate whan you gt your
hama's ducts tesied and sepaired.

SRP Innovative P&S Offerings

honh-u-mo—-phﬂwﬁ

SHADE SCREEN REBATE
Wm—q-ly'-

AIR CONDITIONING REBATES

I-—h-'bll,llthd- @ e sy

@ SMUD

Electric vehicle rates

Electric vehicle owners can participate in a new Time-of-Day (TOD) rate.
Plug'Star

The Callfornia Clean Fisl Reward
LEARN MORE ABOUT THE PROGRAM >
FIND YOUREV

Salect Make

SMUD Effective Partnering puts EV resources
in front of their Customers

CALIFORNIA
CLEAN FUEL
REWARD™

PROGRAM INFO FIND A RETAILER

CALIFORNIA
CLEAN FUEL
REWARD

SEARCH LOCAL EV RETAILERS >

EV OWNERSHIP

Need halp? Our Shopping Assistant m =1«
SEARCH ELECTRIC VEHICLES AND REWARDS SEE THE BENEFITS OF OWNING AN EV
Shopping Assstant lrm!luvi Cars Find a Local Test Find an Blectric Car Need Help?
Drive Evert Dever or Retailer
W partnersh wih
3 Plug In
fleivid ® SMUD America

March 15, 2022 14
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SMUD Residential Billing & Payment performance S

17%

Billing & Payment Satisfaction

sre [N sss B&P Attribute SMUD vs. SRP Score Differences

swuo [ ::- i
3 2017 2018 2019 2020 2021
Portland General Electric | 517 |
! . . : - | || |
pacific Power N ¢ a Clarity of information 0.30 0.29 032 0.14 0.30
3 on bill '
N eneroy I o |
| R nableness of
Rocky Mountain Power | 514 | e 0.20 016 010 013 021
| billing cycle
Puget Sound Energy [ 511 i
i Variety of methods -0.06 -0.03 -0.01 -0.05 -0.05
Xcel Energy-West - [N 503 :
: to pay
Southern California Edison | 500 ; — -
aes I 5o | Ease of paying bil o o
San Diego Gas & Electric [ 795 3 |
} Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
west Large [ R EEEEEEE '-- ‘
L. A. Dept. of Water & Power [ 789
pacific Gas and Electric [ N s

Based on a 1,000 pt. scale

-0.16 -0.08 -0.13

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD Residential Corporate Citizenship performance [

17%

Corporate Citizenship Satisfaction
sre I o L, (15 SMUD vs. SRP Score Differences
i Attribute

smup | /5o
Portland General Electric _ 720
Southern California Edison _ 709 Actions to take care of
Puget Sound Energy [ 708 the environment -0.03 -0.03 -0.09
L. A. Dept. of Water & Power [ NG 05 Variety of energy
‘ efficiency programs -0.11 -0.12 -0.03 -0.07 -0.05

NV Energy [ 703 3
@ | offered
xcel Energy-West [ 703 i — —
: -0.09 -0.10

Involvement in -0.10

2017 2018 2019 2020 2021

0.02

-0.03

. : i -0.30 -0.25
Rocky Mountain Power [N 1o ; community
Pacific Power _ 690 Efforts to develop energy 0.03 0.03
San Diego Gas & Electric [ 690 ? supply plans for the 0.05 0.14 0.02
3 future ' '

west Large - [ -
aps NN -
Pacific Gas and Electric _ 627

Based on a 1,000 pt. scale

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD recognized across three Corporate Citizenship KPIs

SMUD
58%

Corporate Citizenship KPI...

Efforts to improve impact on the environment

& SMuUD

The power of

Large Average —42%
Midsize Average — 40%

Coop Average — 43%

March 15, 2022 17

SMUD

@ -~ Prae—

Renewable Ene

bout the Brogram

Corporate Citizenship KPI...

Aware of energy efficiency or conservation programs

58%

Large Average — 58%

71%
Midsize Average — 56%

Coop Average — 57% . , R

Board Finance & Audit Committee and Special SMUD Board of Directors Meeting

Corporate Citizenship KPI...

Efforts to increase general safety of the electric system
44%

SMUD
55%

Large Average — 44%
Midsize Average ~ 42%

Coop Average — 46%

# SMUD

Energy Efficiency

L ]

Energy Efficiency Seminars

Heat Pump Rates and Rebates |

Electric Vehicles f'

Corporate
Citizenship
17%

@ SMUD



SMUD Residential Communications performance £

12%

Communications Satisfaction

ssr I s Comm. Attribute SMUD vs. SRP Score Differences

svoo [ 2017 2018 2019 2020 2021

Southern California Edison _ 735 ; . — —— — e
5 Creating messages that 0.5 0.23 -0.14 016
Portiand General Electrc | 7 | get attention 2. 2. - - 0.28
NV Energy [ 72 | i
! Communicating how to -0.06 -0.02 -0.04 -0.03 011

Puget Sound Energy [N 20 i be safe around electricity
Rocky Mountain Power [ /2o | - —
y : Efforts to communicate e D
ii i -0.28 -0.30 -0.18 -0.15 -0.23
paciic pover [ ¢ | changes
el Energy-west GG ¢ ; Vesiety of ———
San Diego Gas & Eiecrrc. | ¢ | communications used* |
West Large _ 712 : Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
L. A. Dept. of Water & Power [ 705

s I 5 et e

AP 695 i recall utility communication
Pacific Gas and Electric _ 671 :

SMUD recognized as a top
large utility in residential

+— customer communication
recall

Based on a 1,000 pt. scale

* Attribute added when the data model was updated in 2020
Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD Residential Customer Care performance (S

9%

Customer Care Satisfaction

| Cust. Care - :
s I i Phone =MUDvs. SRP Score Differences
svuo [N /o ‘
2017 2018 2019 2020 2021
. 0.14
NV E . Ease of using automated
nergy [N
system* 0.29
portand General tlectrc N 5 — e
- ; ‘ Promptness in peaking to — —
Y 3 aperson -0.22 -0.19 -0.15
San Diego Gas & Electric [ 13 i 0.06 0.00
3 Courtesy of the —
L. A. Dept. of Water & Power [N 512 representative -0.12 -0.11 065
] 0.21 0.14
xcel Energy-west | :o <nowledge of the
Puget Sound Energy [ 506 representative o 021 0.77
L : 0.23
Southern California Edison | 505 1 Representative's concern - 00°
: ||
‘ for needs
ps N 0 o 0.69
3 . . . 0.12
west Large [ G :o: | Clarity of information
i . - | ]
provided -0.18 -0.26
Pacific Gas and Electric [N 750 -0.51 -0.57 :
Timeliness of resolving 0.23
Based ona 1,000 pt. scale problem, question, or —— m— .
request -0.40 -0.41 -0.70 018
Customer care questions only asked of respondents who had an interaction with SMUD in the past 3 months. Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

* Attribute added when the data model was updated in 2020
Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021
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SMUD Residential Customer Care performance (S

9%

Customer Care Satisfaction

sre [ 5o ? Cust. Care - :
| Digital SMUD vs. SRP Score Differences
swup [ - gita
Pacific Power [N s33 2017 2018 2019 2020 2021
NV Energy [ 517
3 Appe_arance_of the ——
Portland General Electric _ 815 i website/mobile app -0.30 -0.16 -0.01 -0.21 -0.32
Rocky Mountain Power [ 515 | Clarity of the information
| ided o -
rovi _ ; .
San Diego Gas & Electric [N s13 b -0.41 0.17 0.16 -0.35 0.19
L. A. Dept. of Water & Power [ 511 Ease of navigating the N
website/mobile app -0.39 -0.30 -0.20 -0.28 -0.29
xcel Energy-West | 507
Puget Sound Energy [ 506 Helpfulness of chat
representative -0.09 017
Southern California Edison _ 805 - - -
: Timeliness of resolving
Ars [ s problem, question, or —
‘ request -0.21 -0.34 -0.16 -0.19 -0.22
West Large _ 801 Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

59

~

Pacific Gas and Electric

Based on a 1,000 pt. scale

Customer care questions only asked of respondents who had an interaction with SMUD in the past 3 months
* Attribute added when the data model was updated in 2020
Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021

Board Finance & Audit Committee and Special SMUD Board of Directors Meeting @ SM U D“g
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SMUD Residential Customer Care performance (S

14%

Customer Care Satisfaction

sre [ o7 i Cust. Care — -
| In-p SMUD vs. SRP Score Differences
svuo [ ¢/ f-r erson
pacific ower [N ::: i 2017 2018 2019 2020 2021
NV Energy _ 817 3 Promptness in Speaking 0.01
Portland General Electric _ 815 to a person* -0.30
: 1 0.50 0.50
Rocky Mountain Power | 515 :
y Coutes cr e - =
San Diego Gas & Electric _ 813 P
: 0.41
L. A. Dept. of Water & Power [ 511 | Knowledge of the —
‘ representative* 012
xcel Energy-West - | 307
o 0.32
Puget Sound Energy _ 806 Representative's concern —
for needs* -0.02
Southern California Edison _ 805 037
wes I < e -
provided* 017
west Large | - | Timeliness of resolving 0.32
Pacific Gas and Electric [N 750 problem, question, or e
‘ request* -0.48
Based ona 1,000 pt. scale Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Customer care questions only asked of respondents who had an interaction with SMUD in the past 3 months
* Attribute added when the data model was updated in 2020
Source: J.D. Power Electric Utility Residential Customer Satisfaction Study 2021

March 15, 2022 21 Board Finance & Audit Committee and Special SMUD Board of Directors Meeting @ SM U D“g

A\



Customers rely on Digital channels...SMUD satisfaction
above the industry in every category except text message

Customer Care Channel - Frequency and Impact on Satisfaction No Contact - Industry
843 849
32
16% o
11% 5% 5% 5% 5%
Website Phone Mobile App Utility's office / Text message Emailed Social media

payment center

I |ndustry Average = Customer Care Satisfaction - Industry
905
874
861
845 849
— 829
36% 792
11% 11%
3% 3% 4% 3%
Website Phone Mobile App Utility's office / Text message Emailed Social media
payment center
B SMUD  =——Customer Care Satisfaction - SMUD
March 15, 2022 22 Board Finance & Audit Committee and Special SMUD Board of Directors Meeting 7 ) SM U D“g
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Areas of Focus: 2021 Electric Residential Customer Satisfaction

Continue

Corporate Citizenship

Our 2030 Clean Energy Vision

Learn about cur bold journey to eliminate 100% of our greenhouse gas emissions from our
electric ge 1 by 2030, We call this our Zero C

@ SMUD

@ SMUD SMUD Effective Partnering puts EV resources
In front of thelr Customers
Elactric vehicle rates
= =

March 15, 2022 23

Communications

Digital tools to make your life easier.

My Account

Your onfine source for everything account related,
including your account dashboard, easy bill
payment, program enrollment options, detailed
energy usage charts and more.

Mobile app

With the SMUD App, you can connect with your
account, wherever you are. It's fast and easy to
pay your bill, view your encrgy usage, manage
alerts and more.

Learn more at smud.org/DigitalTools

budget on track.

Bill discount

The Energy Assistance Program Rate (EAPR) offers
eligible customers a monthly discount based on
household size and income.

Payment arrangements

We're here 1o help if you need more time to pay
your bill. We offer installment plans, payment
arrangements and payment extensions

Find more programs like thes= at
smud.org/FinancialAssistance

gt (@ SMUD

Board Finance & Audit Committee and Special SMUD Board of Directors Meeting

Consider

Infrastructure and Reliability

Top Brands Talk Up Infrastructure Improvement and Reliabilit

Utility does a good job of maintaining current infrastructure

Large Brands Midsize Brands Impact on Satisfaction

801 Cwerall Satisfaction

Top Large Top Midsize Top Cooperatives
Ameren lllinois 79%  EPB 86%  Walton EMC 83% 655
78% Clark Public Utilities 85%  Great Lakes Enena/ B82%

Text Alerts: Customers Want Proactive Outage Communication

How many of your customers are signed up to receive Outage Text Alerts?

Large Brands Midsize Brands Impact on Satisfaction

PQR Satisfaction

Top Large Top Midsize Top Cooperatives
Entergy Lovisiana 7 W = 53%  RappahannockElectric  33%
Entergy Arkansas 47%  Entergy New Orleans 51%  SECO Energy 32% + 6 O
SRP 48%  Entergy Texas A4%  CoServ 28%
Duke Energy Progress 43% SWEPCO 36% Magic Valley Electric 28%
Duke Energy Carolinas ~ 41%  Anaheim Public Utilities ~ 36%  SMECO 24% TJ:: ime:sa e CEI'": d
Duke Energy-Midwest  38%  QUC 9% SLEMCO 2% ty for Outage Info
Duke Energy Florida 34%  XcelEnergy-South 28%  EnergyUnited 20%

JSTCRMCENTER

Rappahannock Electric Cooperative warns of multi-day outages

Sign up for outage alerts

OUTAGE TEXT ALERTS

@ SMUD
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2021 Midsize utility award winners

For the first time in this

71T\
/[ 11\ Y

study, due to insufficient n/a
sample sizes* for multiple Midwest Region East Region
midsize utilities, no utilities

from the West midsize - L
segment or East midsize ) o

segment were awarded in
2021.

A
South Region

PUBLIC SERVICE
COMPANY OF
OKLAHOMA

March 15, 2022 25 Board Finance & Audit Committee and Special SMUD Board of Directors Meeting @ SM U D“g
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SMUD was one of three
utilities in this segment with
a sufficient sample size

(116 responses). West Region

n/a

* A sample size of 100 or more is required for public ranking
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021



West midsize overall CSI results

Overall Satisfaction

Seattle City Light 810
SMUD 802
West Midsize 789
L.A. Dept. of Water & Power 783

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial satisfaction trends

Overall Satisfaction

850
800 —
A /

750

700

650

600

2016 2017 2018 2019 2020 2021

CA Rank 3 1 1 1 1 1
West Midsize Rank 3 1 1 3 2 2
Industry Rank 32 10 6 13 17 22

Note: The J.D. Power Electric Utility Business Customer Satisfaction Study is fielded semi-annually.

March 15, 2022 27
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—SMUD
—\Nest Midsize
=——|Industry
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SMUD Commercial Performance 2020 vs. 2021

SMUD West Midsize Industry

2020 2021 2020 vs. 2021 A 2020 vs. 2021 A 2020 vs. 2021 A
Overall Satisfaction 813 802 -11 -3 -7
Corporate Citizenship 791 774 -17 -6 -6
Billing & Payment 839 833 -4 -4 -5
Povlv?eerligtl;i?ilti;y § 825 822 3 0 8
Price 782 762 -20 -7 -8
Communications 810 773 -37 -5 -3
Customer Care 840 836 -4 +7 -5

Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2020, 2021

March 15, 2022 28
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Power

SMUD Commercial POQR performance S

Reliability
24%

Power Quality & Reliability Satisfaction

PQOR Attribute SMUD vs. SCL Score Differences
Seattle City Light 833
2017 2018 2019 2020 2021
Provide quality electric 007 010 0.04
‘ power -0.22 -0.05
SMUD 822 0.02
Avoid brief interruptions 0,06 .02 019 0ot
0.01 0.03 0.02
Avoid lengthy outages
West Midsize 811 -0.26 -0.19
Promptly restore power 0.03 0-23 013
after outage 015 -0.03
LA Dent. of Water & P 00 ; Keep informed about an o 0.0
A . r r w .
ept. of Water & Powe outage -0.32 -0.14 -0.27
Supply electricity during 0.00 0-05
extreme temperatures 0.13 -0.19 -0.10

Based on a 1,000 pt. scale
Based on an 10pt. scale where 01= Unacceptable and 10 = Outstanding

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD recognized as a top performer in keeping poner

Quiality &

business customers informed about outages Reliabilty

24%

App: Source of Outage Info Highest % Nationally 2021

SMUD 35% p p
Florida Power & Light 28% 80
Entergy Arkansas 27%
2
Kentucky Utilities 26% 2 30 = /
Entergy Texas 26% Outages Customers affected i
Duke Energy Progress 26% @ Unplanned @ Planned @Both |
maintenance =
Puget Sound Energy 26%
0,
DTE Energy 25% More o b
Entergy Louisiana 25% ia
Con Edison 25% Updated: Today at 10:56 AM c
Entergy Mississippi 24% - .
SRP 24% Rosemont
_ _ View and report outages
San Diego Gas & Electric 24% Stay informed no matter your location. Know if the power is
. . o out at home while you're away or report an outage to keep
Ameren Missouri 24% ourerews uphordate
JEA 24%
0 Simplifies bill paying and more Great app to use
BGE 23% 4-8nuaos ;Wl!f:mos(lolmy!;mllyb_e(ng':zmnealllda?nml ’ 4.8wmos ‘&mﬂfg:m'rfﬂca‘"’”"“w:’:wu“
Duquesne Light 23% o gt Tk A o vt St
CPS Energy 23% ‘

March 15, 2022 30 Board Finance & Audit Committee and Special SMUD Board of Directors Meeting SM U Ds



SMUD Commercial Price performance

Price Satisfaction

Price Attribute SMUD vs. SCL Score Differences
Seattle City Light 790
2017 2018 2019 2020 2021
— - 0.23
Availability of pricing 0.00
options that meet needs -0.28 0.18 0.34
SMUD 762 i ] 0.34
! Ease of understanding —
pricing 0.16 -0.01 0.32 -0.16
0.04
Fairness of pricing
West Midsize 747 -0.30 -0.25 -0.24 -0.29
Efforts of utility to help 0.06 0.05 013
manage monthly usage 003 017
1 Total monthly cost of E
L.A. Dept. of Water & P 742 : i i —
ept. of Water & Power 3 electric service 0.12 -0.06 011 041

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Based on a 1,000 pt. scale

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Billing & Payment performance @&k

15%

Billing & Payment Satisfaction

B&P Attribute SMUD vs. SCL Score Differences
SMUD 833
2017 2018 2019 2020 2021
Clarity of information on 0.00 0.07 0.01 0.16
bill -0.03
West Midsize 821 0.09 0.15
billing cycle -0.01 -0.06 -0.29
0.18 0.09 0.01
Variety of methods to pay
-0.04 -0.22
Seattle City Light 820
0.28 0.00 0.23
Ease of paying bill
-0.11 -0.20
Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
L.A. Dept. of Water & Power 804

Based on a 1,000 pt. scale

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Corporate Citizenship trends over time

821

802 808 801

774

760 o4 78l

764 762 Al

756 757

735 734
721

Wave 1-2018 Wave?2-2018 Wavel-2019 Wave?2-2019 Wavel-2020 Wave?2-2020 Wavel-2021 Wave?2-2021
—SMUD —\Nest Midsize

Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Corporate Citizenship performance (s

Citizenship
15%

Corporate Citizenship Satisfaction

Corp. Cit. .
F_’ SMUD vs. SCL Score Differences
o Attribute
Seattle City Light 796

2017 2018 2019 2020 2021

) 0.34 0.18 0.00
Actions to take care of — —
the environment -0.06 -0.28
SMUD 774

Variety of energy 0.30 0.29 0.35

efhmenocf)r/eféggrams 012 0,03
Invol (i 0.59 0.25 0.27

‘ nvolvement in _
L.A. Dept. of Water & Power 771 1 - e
Efforts to develop energy 0.47 0.33 0.30
supply plans for the - — —

future -0.09 -0.17
. ‘ 0.41 0.37 0.40
West Midsize 758 Business leadership in _ — — —

; local communication -0.02 -0.13

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
Based on a 1,000 pt. scale

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD recognized as a best practice in customer

Corporate

Citizenship

awareness of efforts to improve impact on environment ez

%‘p Seattle

Corporate Citizenship Best Practices

Leading the way in clean, sustainable
energy

KPI - Improve impact on environment - % Aware

Seattle City Light 73%
SMUD 68%
: . fooking for greater choice in purchasing renewabl Y to power their busine
Ameren Missouri 66% by b s
DTE Energy 66% -
Entergy Texas 65%
Net Metering and Large Scale Solar Renewable Energy Credits Carbon Neutral Electricity
0,
CPS Eﬂergy 64 /o Install solar and recewve credits on Purchase one-time or long term Learn more about your carbon
your bill for excess power generated. renewable energy credits through our  neutral utility and power
® SMUD Green Up program
El Paso Electric 64%
Louisville Gas & Electric 64% 7
SRP 64% 'I‘he po‘Wé bf All-Electric Smart Homes
[ B We have an ombitkous Hormes thet take you one step choser 10 3 renewolle enesy future
renewabnies

Providing energy today for a cleanen avironment tom

Industry @

Community Solar Sustainability report

Pruseesing oxit cormemami®y with welar mnmgy ok o Our WALAIAITRY oty ared why o irvmat I chean poer
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SMUD Commercial Communications trends over time

823

809 810
796

779

754
758 753
740 744
718

Wave 1-2018 Wave?2-2018 Wavel-2019 Wave?2-2019 Wavel-2020 Wave?2-2020 Wavel-2021 Wave?2-2021
—SMUD —\Nest Midsize

Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Communications performance i

13%

Communications Satisfaction

Comm. Attribute SMUD vs. SCL Score Differences

Frequency of updates and 0.04 0.12 0.31
notices of new
developments -0.13 -0.17
; . L . 0.40 .
SMUD - 773 ; Variety of communications 0.25 — 0.25 0.13
used Py
Communication of topics or 0.39 0.02 0.23 0.11
issues that are important to — —
business -0.06
L.A. Dept. of Water & Power 771 0.45
Efforts to get feedback from 0.22 _ 0.22
in mer
business customers 0.05 007
Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
West Midsize 770

Based on a 1,000 pt. scale

Note: Utilities with insufficient sample size (<100 responses) not displayed
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Customer Contact performance g5

Contact
14%

Customer Contact Satisfaction

SMUD vs. SCL Score Differences

‘ _ 037
Ease of using automated —
*
system 0.8
i . . 1.07 0.23 0.17
SMUD 836 ! Promptness in peaking to _—
| a person -0.16 -0.07
0.45
Courtesy of the R
representative
i P -0.32 -0.52 -0.49 -0.13
idsi 1 0.83
West Midsize 833 ‘
3 Knowledge of the _ .
representative i
’ -0.53 -0.72 -0.57 0.20
. 0.56 0.37
Representative's concern - —
for needs 0.16
L.A. Dept. of Water & Power 821 : -0.47 -0.50 :
‘ . . : 0.23 0.23
Clarity of information -
rovi g _
provided 0.06 0.13 050
Based on a 1,000 pt. scale ‘ Timeliness of resolving 0.02 0.32 0.08 0.32
. I I
problem, question, or
Note: Utilities with insufficient sample size (<100 responses) not displayed request -0.69
Customer contact questions only asked of respondents who had an interaction with SMUD in the past 6 months Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

* Attribute added when the data model was updated in 2020
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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Contact
14%

SMUD Commercial Customer Contact performance g5

Customer Contact Satisfaction

Cust. Care -
Digital

SMUD vs. SCL Score Differences

Seattle City Light 836
2017 2018 2019 2020 2021
0.41
Appearance of the —
‘ website/mobile app -0.20 .0.38 018 052
SMUD 836 | _ _ _ 0.34
! Clarity of the information o — -
provided 0.27 0.31 -0.19 -0.25
- 0.37
Ease of navigating the —
1 website/mobile a - §
West Midsize 833 1 bp 0.16 -0.62 0.13 10.39
Helpfulness of chat
representative* -0.20
-0.91
Timeliness of resolving 0.18
lem, question, or o *
L.A. Dept. of Water & Power 821 prob ! ! R
request -0.28 -0.42 0.16 -0.47

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

Based on a 1,000 pt. scale

Note: Utilities with insufficient sample size (<100 responses) not displayed

Customer contact questions only asked of respondents who had an interaction with SMUD in the past 6 months
* Attribute added when the data model was updated in 2020.

Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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SMUD Commercial Customer Contact performance g5

Contact
14%

Customer Contact Satisfaction

‘ Cust. Care - :
- | ) SMUD vs. SCL Score Differences
Seattle City Light 836 ; Proactive
2017 2018 2019 2020 2021
. 0.29
‘ Representative's concern -
SMUD 836 | for needs of business* 0.60
Knowledge of the
representative* -0.33 0.36
West Midsize 833 Courtesy Of.the
representatlve* -0.20 -0.11
. . . 0.25
Clarity of information
provided* -0.18
L.A. Dept. of Water & Power - 821 3 Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding
Based on a 1,000 pt. scale
Note: Utilities with insufficient sample size (<100 responses) not displayed
Customer contact questions only asked of respondents who had an interaction with SMUD in the past 6 months
* Attribute added when the data model was updated in 2020.
Source: J.D. Power Electric Utility Business Customer Satisfaction Study 2021
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Areas of Focus: 2021 Electric Business Customer Satisfaction

Continue
Qutages

App: Source of Outage Info Highest % Nationally 2021
SMUD App
SMUD 5%
Florida Peswer & Lighl 28%
Enltergy Akarsas 2T
"
Kentucky Utlities 26% 2 30 B
Entergy Texas e Outages Cuslomers affacted r
Duke Energy Progress 26% @ Unpianned @ Planned @ Bain
maintenance
Puget Sound Energy 26
DTE Energy 25% More vl
Entergy Loutslana 26% fa
Can Edison 2% Updaled: Today #t 10:56 AM c
Entergy Mississippi 24% "
SRP 24%
Wiews and repart autages
San Dlego Gas & Eleciic 24% Stay infarmed no matter your location. Know if the power is
Pre ot 3t home while you're away of report an outage to keep
Ameren Missourl 24% UF crews Up to date.
JEA 24%
BGE 23% e iaes
Duguesne Light 23%
CPS Energy 23%

Corporate Citizenship Best Practices
G Luacing the way in clean, sustainabie
KPI - Improve Impact on environment - % Aware inuuv

Fenlle Cily 11 o
saun EE)
Amnzres Ml S
o ozkway S
anivgy exax 2N
P Oy R
=1 P Pl 4  —
ool Chie & Fhachic L
%= a4

Industry @

Consider

Safety and Reliability

Corporate Citizenship Best Practices

KPI — Increase general safety of electric system - % Aware | i cHE S

£ e bk o el
crmctor peked 2 e o
oo

Seattle Cy Light

3
2z

Safety and Reliability

San Disgo Cas & Elzciric _ B5% i e AT ey
Uoreomreas pows
] Malntaining Our Electrical System
entergy Akansas [ 545 Py
Forida Pover & Light [N 3+

QGEE

w
@
m

lI.I.I.I.I.I

o
@
2

Cor Edison
Entargy Lousiana
Gearia Power

Pacffic Gaz and Electric

Industry & S50
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].D. Power Sustainability
Leadership Program
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Environmental Regulation _
Environment, Health and Safety Services
Power Generation _
Distribution Planning & Operations
Advanced Energy Solutions

Customer & Grid Strategy

Account Management

Marketing

Facilities

And more.....

Zero Carbon Plan
IRP

S
S

SD-4, SD-7, SD-9 monitoring, reports
s 2020 and 2021 CDP submissions
s Climate Readiness Action Plan
SMUD’s Wildfire Mitigation Plan
CARB _emlssmns_reportlnl%

The Climate Registry CRIS Reports
And more.....

p1010p10p10)]
=<<<<

ub
ub
UD
Uub
UbD




Sustainability Leadership Program

1. Sustainability Index

3. Operational Performance

Assessment
Industry benchmark based on residential and
business customer agreement level that their
utility is a climate leader using established

J. D. Power customer satisfaction and
environmental VoC metrics.

Benchmark and audit of operational
climate leadership metrics
addressing global climate change
risks and operational utility risks.

5. Certification
and License

ry
NN

Licensed permission
to publicize
awareness as

“J. D. Power Certified
Sustainability Leader”

. Sustainability Proprietary Survey

4. Sustainability Performance
Improvement Program

In-depth residential and business VoC survey

examining customer attitudes towards climate
change, customer awareness of their utilities
plans and levels of customer engagement and
advocacy.

Consulting analysis and support to
drive climate leadership
improvements.

ALK o Gt MRS

& SMUD

\/ SMUD components successfully completed
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Sustainability Index

The annual J. D. Power Sustainability
Index is a newer metric measuring
customers’ perceptions of the
sustainability of their electric utility.

The J.D. Power Sustainability Index
evaluates electric utility customer
awareness, support, engagement and
advocacy for their local utility’s climate
sustainability programs and goals.

The index applies to the 35 largest
U.S. electric utility companies and
cities, each serving 500,000 or more
residential customers and is based on
responses from 66,494 business and
residential electric utility customers
and was fielded from June 2020
through May 2021.

* The index is available for all utilities; the public rank
chartis limited to parent companies where at least
one utility serves 500,000 or more customers.

Sustainability Index 2021 (100-point scale)

Sacramento Municipal Utility District

NextEra Energy

Con Edison

CPS Energy

L. A. Dept. of Water & Power
Salt River Project

DTE Energy

Edison International
Portland General Electric
Southern Company
CMS Energy

Emera

Pacific Gas and Electric
Puget Energy

Sempra Energy

Duke Energy

Xcel Energy

Entergy

Berkshire Hathaway Energy
Dominion

Pinnacle West

Exelon

Ameren

OGE Energy Corp.
PSEG

PPL Corporation

Alliant Energy

National Grid

Evergy

Eversource

WEC Energy Group
AEP

Duquesne Light
Avangrid

FirstEnergy

— 33

I ——— 33
I 32
I —— 31
I ——— 31
I — 31
30
30
30
30
30
30
30
I —— 29
I 29
I 29
I —— 28
I — 28
I — 28
I —— 28
I 27
I 27
I —— 27
I —— 26
I — 26
— 26
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Sustainability Operational Performance Assessment

The J. D. Power Operational
Performance Assessment is based on
data disclosed by SMUD and assessed
by the J. D. Power project team.

Management & Resilience &

Leadership Adaptability
The assessment is based on
performance relative to 64
recommended sustainability leadership
best practices. These best practice
criteria are grouped in four categories.

Customer
Engagement &
Advocacy

Climate Change

Mitigation
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