Exhibit to Agenda Item #1

Present the 2023 J.D. Power Electric Utility Residential Customer
Satisfaction Study, Electric Utility Business Customer Satisfaction
Study, and Sustainability Index Study.

Board Policy Committee and Special SMUD Board of Directors Meeting
Wednesday, April 10, 2024, scheduled to begin at 6:00 p.m.
SMUD Headquarters Building, Auditorium



2023 ].D. Power
Study Results Overview
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1) Upcoming changes to Business and Residential Customer Satisfaction Studies
2) 2023 Residential Customer Satisfaction Study results

3) 2023 Business Customer Satisfaction Study results

4) 2023 Sustainability Index results
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Upcoming changes to
Customer Satisfaction Studies

SMUD



» © factors - 8 dimensions Electric Utility Residential Index Model Evolution

Electric Utility Residential Index components shift from six factors to eight dimensions

 New measurement scale: 10 pt. 2> 6 pt. -

* Modular survey method - goal to make il
the respondent experience better and o
shorter, improving data quality i

Residential
- Billing &
Communications Payment
Information Digital
Provided Channels

Corporate

Citizenship People

J.D.POWER | UTILITY &riteence

NOTE: Colors do NOT indicate mapping from the existing model to the new model.

Study transition timeline

Current model and reporting Current model and reporting
New model parallel

®
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New model results and reporting



Existing Model

Quality and
Reliability

Customer
Care

Electric
Utility
Residential

Communications

Corporate
Citizenship

~40 attribute questions
(10pt scale: Unacceptable to Outstanding)

Power Quality & Reliability
Provide quality electric power

Avoid brief interruptions

Avoid lengthy outages

Promptly restore power after outage

Keep informed about an outage

supply electricity during extreme tem peratures

of pricing options that meet needs
standing pricing

Efforts of utility to help manage monthly usage
Total monthly cost of electricservice
Billing & Payment
Clarity of information on bill
Reasonableness of billing cycle
Variety of meth
Ease of paying bill
Corporate Citizenship
Actions to take care of the environment
Variety of energy efficiency programs offered
Involvement in community
Efforts to develop energy supply plans for the future
Communications
Creating messages that get attention
Communicating how to be safe around electricity
Efforts to communicate changes
Variety of communications used
Customer Care
PHONE - Ease of using automated system
PHONE - Promptness in speaking to a person
PHONE - Courtesy of the representative
ledge of the representative
entative's concern for needs
of information provided
PHONE - Timeliness of resolving problem, question, or request

chat representative
problem, question, or request
king toa person
the representative
of the representative
- Representative's concern for needs
rity of information provided
IN-PERSON - Timeliness of resolving problem, question, or reguest

Billing &
Payment

6 factors
PQR
Price
Billing & Payment
Corporate Citizenship
Communications

Customer Care

New Model

Quality and
Reliability
Problem
Resolution

Future Electric
Utility Ease of Doing

Residential Business

Provided

People

8 questions (6pt scale: Poor to Perfect)

Quality and reliability
Resolving problems or complaints
Ease of doing business (e.g., billing, payment, account changes)
Digital channels (e.g., website, mobile app)
People (e.g., representatives, service technicians, call center agents)
Information provided (e.g., energy saving programs, account information)
My level of trust with SMUD

Total monthly cost

SMUD



2023 Satistaction Study Results

SMUD



Financial status compared to a year ago

SMUD

Financial status compared to a year ago

— National
o
'..E m2021 =2022 2023 m2021 m2022 =2023
% 61%
= ( 59%
7 50% 49% o 50% 479
16% 17% 16% ° 16% 15% 15%
Better off About the same Worse off Better off About the same Worse off
Financial status compared to a year ago Financial status compared to a year ago
_ SMUD National
o
O m2021 m2022 m2023 m2021 m2022 =2023
S
2 53% 55% 54%
- 57% 60% 57%
S 0 o9 29% 30% 0
0,
O 20% 287 27% 21% 16% 16%
Better off About the same Worse off Better off About the same Worse off
: C d , would financially...? @
April 10,2024 8 Residontal: 2031 - SHUD =763, Natioral 1-08,666, 2035 - SMUD =694, National n=100,402, 2023  SMUD n=903, National n=101,307 , S M U D

Commercial: 2021 - SMUD n=116, National n=16,834, 2022 - SMUD n=121, National n=18,694, 2023 SMUD n=119, National n=17,150



Q3 2011
Most important issue facing you and your
family

Economy/Jobs Sy

Taxes/Government..

Health care 9%

Energy prices 6%

Other 3%

Enviornmental Issues 3%
Education Wl 2%

Housing I 1%

Energy consumption..§ 1%
Iraq War/Terrorism | 1%
Crime I 1%

Source: J.D. Power Utility Customer Satisfaction Studies
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Economy/Jobs
Energy prices

Health Care

Taxes/Government..

Housing
Environmental Issues
Crime

Other

Energy consumption..

Education

Terrorism

Board Policy Committee and Special SMUD Board of Directors Meeting

Q1 2023
Most important issue facing you and
your family

23%

18%

Elements likely
considered in these
responses:

Gas — utility and
car fuel

Electricity — utility

Water service

SMUD



Power
Quality &
Reliability

Corporate
Citizenship

17%

Source: 2023 J.D. Power Electric Utility Residential Customer Satisfaction Study
Source: 2023 J.D. Power Electric Utility Business Customer Satisfaction Study

Residential 25%
% weighting
Commercial 24%
% weighting
April 10, 2024 10

Customer
Care

9%

15%
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].D. Power Satisfaction Overview
Residential Results




SRP was recognized as the
top ranked utility within the
West Large region with a CSI
score of 796.

SMUD ranked second with a
score of 743.

(namMERIcAN 0 PSEG

I i Your Service™

Midwest Region East Region

West Region
PAZY Y
-m- South Region

A Georgia Power

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023

®
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West Large Overall CSI Results 2023

West Large CS| Rankings

SRP 796
SMUD 743
Rocky Mountain Power 736
APS 725
Pacific Power 720
Portland General Electric 719
Puget Sound Energy 719
L.A. Dept. of Water & Power 709
NV Energy 706
Southern California Edison 702
West Large 700
Xcel Energy-West 672
San Diego Gas & Electric 671
Pacific Gas & Electric 661

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
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Overall Satisfaction

850
800
> / SMUD
/\ —West Large
700 \/< / ——Industry
650
6100
2016 2017 2018 2019 2020* 2021 2022 2023
CA Large Rank 1 1 1 1 1 1 1 1
West Large Rank 2 2 2 2 2 2 2 2
Industry Rank 15 16 18 15 20 27 28 34
* Data model updated in 2020. Previous year data not an exact comparison to 2020 and later results.
Note: The J.D. Power Residential Customer Satisfaction Study is fielded quarterly.
April 10, 2024 14 Board Policy Committee and Special SMUD Board of Directors Meeting S M U D®



Power Quality & Reliability Price Billing & Payment
850 850 850
800 800 - ‘/ﬁ
P A
750 —=2 —— 750 750
700 700 700
650 650 650
600 600 600
2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023
Corporate Citizenship Communications Customer Care
850 850 850
800 800 800 /___/K—
750 = -_ 750 - 750 —
700 ~\ 700 700
650 650 650
600 600 600
2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023

SMUD ———\West Large -——Industry

* Data model updated in 2020. Previous year data not an exact comparison to 2020 and later results.
Source: J.D. Power Electric Utility Residential Customer Satisfaction Study

®
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West Large SMUD Index Scores West L_a rge
Ranking
2022 vs. 2023 | 2022 vs. 2023 2022 vs.
A A 2022 2023 2023 A 2023 (4)
Overall " " %
Satisfaction -18 -17 764 743 -21 2 (-)
Power Quality & . * "
Reliability -14 -12 798 775 -23 3 (-)
Price -33* -31* 695 663 -32* 3 (-)
Billing & Payment -16* -16* 820 806 -14 2 (-)
Corporate " " *
Citizenship -15 -13 729 711 -18 2 (-)
Communications -11* -13* 732 725 -7 2 (+1)
Customer Care -18* -18* 835 795 -40* 4 (-2)

* Indicates a statistically significant difference from 2022 to 2023 at the 95% confidence level.
Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
2022: SMUD n=925, 2023: SMUD n=941

®
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Power Quality & Reliability

SRP

Rocky Mountain Power
SMUD

APS

Pacific Power

Puget Sound Energy
Portland General Electric
NV Energy

West Large Average

L. A. Dept. of Water & Power
Southern California Edison
Xcel Energy-West

San Diego Gas & Electric

Pacific Gas and Electric

Based on a 1,000 pt. scale

April 10, 2024 17

840
787
L
773
770
765
763
755
738
737
736
728
724

y/oly

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n= 14,590
How would you rate the effectiveness of SMUD to....7

Power

Quality &
Reliability
25%
Provide quality electric power Avoid brief interruptions
7.57 7.46 7.56 7 41
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Avoid lengthy interruptions Promptly restore power after an outage
7.66
7.58 7.63 7.52 743 _,"m 7.51 v 7.44 737
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Keep you informed about an outage Supply electricity during extreme temperatures
7.90 7.91 780
— 129 7.23 : 7.7 7.59
717 7.05
6.87 2019 2020* 2021 2022 2023
2019 2020* 2021 2022 2023 SMUD  emmmmmm West Large

* Data model updated in 2020. Previous year data not an exact

comparison to 2020 and later results.

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

© SMUD




Price
SRP 729
Rocky Mountain Power 667
SMUD 663
APS 640
L. A. Dept. of Water & Power 638
Pacific Power 636
Puget Sound Energy 634
Portland General Electric 633
Southern California Edison 618
West Large Average 614
NV Energy

Pacific Gas and Electric
Xcel Energy-West
San Diego Gas & Electric

Based on a 1,000 pt. scale

April 10, 2024 18 SMUD n=941, West Large n=14,590

Thinking only of your electric service, how would you rate the...?

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023

Availability of pricing options that meets needs Ease of understanding pricing
7.57
7.26 7.20 o . 7.52 -
6.86 0 :
/\6.62 /NJZ
6.89 6.78 /7'14 7 N
6.47 6.53 6.83 ' 6.82
6.24 6.56
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Fairness of pricing Efforts of utility to help manage monthly usage
713 7.38 7.38
6.85 o 6.80 e 7.09
/\6.44 /_\6_77
6.68 6.93 6.86
6.22 6.54 6.25 6.58 6.60
5.51 .
2019 2020* 2021 2022 2023 2019 2020 2021 2022 EO%%
Total monthly cost of electric service
7.15
6.84 oy 6.77
/\6.45 a— S UD
e \\/est Large
6.71 6.58
6.27 6.23
595
2019 2020* 2021 2022 2023

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

* Data model updated in 2020. Previous year data not an
exact comparison to 2020 and later results.
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SMUD

753
581

55%
45%

Yes No

April 10, 2024

Helping customers save money / lower bills

Utility helped lower your bill by showing
you how to conserve energy

—&—Price Index
+191

Increase in

746
555 Price
Satisfaction
32% 55%
Yes No

Saving Energy
—_—a
Appliance Cost Chart
WAYS T0 SAVE MUNEY
AND ENERGY

, Heating & Cooling

Water Heating

Why is My Bill High?

Find more thad 80 tips to help you
save money and energy in your home

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023

Utility Top Brands

Southern Maryland Electric Cooperative m———— 50%
BGE mssssssssss———_40%,
SRP  es—
[ SMUD ey
Delmarva Power w45
Con Edison = 459,
Duquesne Light e 459
DTE Energy messssss= 459
PECO wmm 44%
Seattle City Light =449
Sawnee EMC msssm 44%
Georgia Power m—— 44%

Duke Energy Carolinas e 44%
APS mmm 44%

o
@ SMECO CoolSentry

.~

'DUGUESNE LIGHT CO.

WHAT CAN |1 DO TO SAVE MONEY NOW?

t Life is unpredictable, but your electric bill does not have to be. Budget Billing is a free
service for DLC customers that allows for consistent, monthly payments. You'll pay the cost of the monthly usage
average from the past 12 months.

Taking simple actions can help can help you conserve energy and save money on your utility

Ways to Save L
bills. You can track your home's daily electric usage on our website or DLC Mobile, our free app available on Apple and

Android devices.
Our Home Energy Center has a range of calculators to help you determine how much money

your appliances cost to operate.

Your Electric Energy

J.D. POWER

Board Policy Committee and Special SMUD Board of Directors Meeting

SMUD



Billing & Payment

SRP

SMUD

Rocky Mountain Power
APS

Puget Sound Energy
Portland General Electric
Pacific Power

Southern California Edison
NV Energy

L. A. Dept. of Water & Power
West Large Average

San Diego Gas & Electric
Xcel Energy-West

Pacific Gas and Electric

Based on a 1,000 pt. scale

April 10,2024 20

the...?

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n=14,590
Thinking about the billing and payment process with SMUD, how would you rate

Clarity of information on bill

Reasonableness of billing cycle

8.34 8.33
8.24 CRE 8.17 8.17
8.00 B:.07 8.02
/\7.88
7.95 7.95
7.83 7.80 7.82
7.63 7.61 7.69 7.64
7.44
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Variety of methods to pay bill Ease of paying bill
8.52 8.53 8.57
8.36 8.34 8.36 8.31
8.22 8.19 c——
/\8.04
7.92 8.09 8.47 8'%
' 7.87 - 790
7.65 : 7.59
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023

=—=SMUD —=\NestLarge

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

* Data model updated in 2020. Previous year data not
an exact comparison to 2020 and later results.
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Corporate Citizenship

750
711
685

SRP

SMUD

Portland General Electric
Rocky Mountain Power 74°)
APS 679

L. A. Dept. of Water & Power 678
Puget Sound Energy 677
Pacific Power 665

NV Energy 663

Southern California Edison 662
West Large Average 656

Xcel Energy-West

San Diego Gas & Electric

Pacific Gas and Electric

Based on a 1,000 pt. scale

April 10, 2024 21

How would you rate SMUD on...?

yloly

+3
-18

-19
+11

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n= 14,590

Corporate
Citizenship
17%

Actions to take care of the environment

6.97

6.85
6.68
6.49 6.54

Variety of energy efficiency programs offered

7.16 7.07

6.87 6.75

6.75

2019 2020* 2021 2022 2023

2019 2020* 2021 2022 2023

Involvement in the community

6.74

6.65
6.32 6.42 6.31

Efforts to develop energy supply plans for the future

6.68 6.82 6.68

2019 2020* 2021 2022 2023

2019 2020* 2021 2022 2023
SMUD —\Nest Large

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding ”7 N\ S M U D®
* Data model updated in 2020. Previous year data AN 7

not an exact comparison to 2020 and later results.




Corporate
Citizenship
17%

51% of SMUD residential customers are aware of SMUD’s efforts to increase the general safety of the electric
system and SMUD was recognized as a best practice in this area.

Home Electrical Safety

A GREAT LAKES BEST PRACTICES
ENERGY ’ il

Increasing System Safety

-

National Trend

eHigh elow eAverage

9
57% Si%
44% 43%
30%

26%

2021 2022

Top Brands -Resistant Vents .
Great Lakes Energy [ 55% ¢ @ ANAH E I M

Coops SLEMCO 50% PUBLIC UTILITIES
Magic Valley Electric Cooperative 47%
Berkeley Electric Cooperative 45%
Middle Tennessee EMC 45% .

RS E— Pacific Gas and Welcome to your

JEA [ 47% Electric Compan
Midsize Entergy Mississippi — 46% —I)y SafEty ACtlon center
Kentucky Power 46% -

Mississippi Power = 46%
OUC | 46% LEARN

Pacific Gas and Electric 56% about PG&E's Community Wildfire Safety
DTl nerg %. Program
SMUD | 51%
Georgia Power 50%
Florida Power & Light | 49% LEARN

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941
Which of the following activities, if any, are you aware of SMUD doing?

®
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Corporate
Citizenship
17%

e

Improving Environmental Impact

People Fund helps keep Grass River Natural Arez
olunteers safe

National Trend

+High eLow eAverage

6%
51%

g
42% 455 .
Cutting Carbon

22% = 3 - More than half the tricity

2021 2022 2023

Top Brands

Reducing Our Impact

Great Lakes Energy s 51% "
Berkeley Electric Cooperative s 44% g % : o s
C ¢ W
20ps EnergyUnited s 44% ; Carbon free power
Jackson EMC s 44%
Magic Valley Electric Cooperative s 43%

NOVEC s 43%
|

Clark Public Utilities s 50%

Midsize Hawaiian Electric | 47%

Snohomish County rjlég — 454;2% We're leading the way to a more sustainable energy future
Madison Gas & Electric : 45% x\lﬂd”e ;;v:::vphrn:uu o.qlsc :;:::::r:“s:ru:‘lpr;r:\’iv; nissions from our power supply by 2030. h ' . /C . A
iciency/Conservation Awareness Berkeley Electric i o i g
T Cooperati

Portland Ge i "
DTE Energy 48% Powerlng a cleaner futul' National Trend Vo Tocxhemone Enensy
SRP s 48% Wereleadingthe way to deliver istairable SierEy SR Become a Clean PowerCity3 champion! eHigh eLow eAverage

Georgia Power jmmmmmm——"— 47% — e S your suggoon oot . e yousticers,
ittt Jf o et e |

72% 70%

57%

34%

2021 2022 SNOHOMISH

| g § 10

Enerizin Life In Our Communitiesy.....ing o
Berkeley Electric Cooperative

Dakota Electric Association | Savings for residential customers

Top Brands
Coops

Great Lakes Energy q 3
Sawnee EMC | 5 S
Southern Maryland Electric Cooperative | S M U D, !
Snohomish County PUD Z ’ 1 [ < / i
T —

Clark Public Utilities Rebates & special offers PUD Marketplace Water conservation

Midsize EPB
Hawaiian Electric | A Ound YouI‘ hO (<)
Seattle City Light "

Tucson Electric Power

Source: J.D. Power Electric Residential 7
April 10, 2024 23 isfacti . — 1,
pri ) Customer Satisfaction Study 2023 DTE Energy /s 62%
Portland G | Electric | 62%
SMUD n = 941 ortland General Electric : ; - : .
Use appliances at different times Low-flow showerheads Curtains and blinds

__in the da




y/loly

Communications Index A
Creating message that get attention Communicating how to be safe around electricity
SRP 771 +15
SMUD -7
7.29
_ : 7.20 708 7.67
Portland General Electric -32 : 6.97 : 7.03 7.53
: 7.34 7.37 7 95
Southern California Edison -16 6.94 6.90
: 6.79 6.71 7.31 7.24
Pacific Power - : 7.10
12 6.43 60 6.93
APS -18 2019 2020 2021 2022 2023 2019 2020* 2021 2022 2023
Rocky Mountain Power -24
L. A. Dept. of Water & Power +3
Puget Sound Energy 22 Efforts to communicate changes Variety of communications used
West Large Average 13
: 7.58
NV Energy 33 : - 7.58 745 7.54 7.49 -
San Diego Gas & Electric -9 :
» : 7.20 o—
Pacific Gas and Electric : / 7.16 7.06 Notasked — 7-15 (R 7.03
+2 : 6.90 in 2019 6.96
. a 76
Xcel Energy-West 43 2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Based on a 1,000 pt. scale =—SMUD ——=\Vest Large
_ _ I~
April 10, 2024 24 Source: J.D. Power Electric Residential Customer Satisfaction Study 2023 Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding (G S M U D®
B SMUD n=941, West Large n=14,590 * Data model updated in 2020. Previous year data not an exact """/

How would you rate SMUD on...? comparison to 2020 and later results.



Customer Care Index

SRP

APS

Rocky Mountain Power
SMUD

Portland General Electric
Pacific Power

Puget Sound Energy

NV Energy

L. A. Dept. of Water & Power
West Large Average
Southern California Edison
Xcel Energy-West

San Diego Gas & Electric

Pacific Gas and Electric

Based on a 1,000 pt. scale

Customer

Care
9%
Overall phone experience Overall digital experience
8.08
8.21 8.14
o 7.89 7.98 8.01
. 768 7.84
2019 2020* 2021 2022 30313 2019 2020* 2021 2022 2023
Overall in-person experience
8.43
8.29 7.80
Not asked
in 2019 S0
2019 2020* 2021 2022 2023

SMUD —=\Nest Large

Customer contact questions only asked of respondents who had an interaction witlBased on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding

April 10, 2024 25

SMUD in the past 3 months

Source: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=546, West Large n=8,000

How would you rate your...?

= .
* Data model updated in 2020. Previous year data not an . S M U D

exact comparison to 2020 and later results.




2023 Overall
Satisfaction Index
Industry Average

698

700

746
752

774
£
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SMUD

2016 2017 2018 2019 I 2020 I 2021 I 2022 2023

No contact
Phone
| [— S
Utility office
Mobile/app .

Social media
Text

. I N e
" I N

2023
Industry
Average

40%

21%

17%

4%
5%
5%




Strong performance Consider

Corporate Citizenship Price

Helping customers save money / lower bills

Utility Top Brands

Campaign to highlight SMUD’s low rates and reliability.

Price

Reinforcement and continued communication about SMUD’s low rates and
programs like EAPR and MedRate, energy saving tips to help customers lower
their bills and billing options like Bill Pay Your Way to give customers a sense of
Duguesne Light : control.

DTE Energy

———
Powering a cleaner future

Wefe eadingthe way todelve sustainable energy,
i

l Become a Clean PowerCity* champion!

Around your home

Everything you'néed to know about

Use appliances at different times

low rates
Communications
——
2022 West Large 2023 West Large PQR
Communications Index Communications Index . q q q
— 5 Qontlnued emphaS|§ on showcgsmg grid O
Portland General Electric N 735 SMILID investments, strategies and projects that ARNCED ST GEID TECHNDESOIES
732 enhance reliability and grid resiliency.

r I 719




].D. Power Satisfaction Overview
Business Results

SMUD



INDIANA H H
Seattle City Light was [ oarees sasnanrechy
recognized as the top ranked d JDPOWER =
utility within the West Midsize = Midwest Region East Region
region. SMUD’s CSlI rating
(796) was close to Seattle
City Light (803).

West Region

Cﬂﬁ Seattle City Light _ South Region

JEN

Source: J.D. Power Electric Business Customer Satisfaction Study 2023

®
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West Midsize Overall CSI Results 2023

West Midsize CSI Rankings

Seattle City Light

SMUD

L.A. Dept. of Water & Power 762

753

West Midsize Average

El Paso Electric 738

PNM 724

NorthWestern Energy 707

I

Source: J.D. Power Electric Business Customer Satisfaction Study 2023

April 10, 2024 30 Board Policy Committee and Special SMUD Board of Directors Meeting

803

796

© SMUD



Overall Satisfaction

850
A
800 / —— —_—
730 —SMUD
-—\/\/est Midsize
700 - |ndustry
650
600
2016 2017 2018 2019 2020* 2021 2022 2023
CA Rank 3 1 1 1 1 1 1 1
West Midsize 3 1 1 3 5 5 5 5
Rank
Industry Rank Ky 10 6 13 16 22 13 3
April 10,2024 31 oata model updated n 2020, Previous year data not an exact comparison to 2020 and later results. SMUD



Power Quality & Reliability Price Billing & Payment
850 850 850
V
800 M 800 800 m
700 700 é ; 700
650 650 650
600 600 600
2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023
Corporate Citizenship Communications Customer Care
850 850 850
800 \/_\/\ 800 /\/I\ 800
750 750 750
700 700 700
650 650 650
600 600 600
2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023 2016 2017 2018 2019 2020* 2021 2022 2023

=—=SMUD —\West Midsize =——Industry

* Data model updated in 2020. Previous year data not an exact comparison to 2020 and later results.
Source: J.D. Power Electric Utility Business Customer Satisfaction Study

/; ®
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West West Midsize
Midsize Ranking
2022 vs. 2022 vs. 2022 vs.
2023 A 2023 A 2022 2029 2023 A 2023 (1)
Overall " "
Satisfaction = Ay (e e i 2 ()
Power Quality & .
Reliability -13 -14 808 814 +6 2 (+1)
Price -38* -33* 757 763 +6 1(+1)
Billing & Payment -11* -14 824 822 -2 2 (+1)
L 22" _24* 788 769 19 1(~)
Citizenship

Communications -16* -14 778 795 +17 1(-)
Customer Contact -16* -1 840 836 -4 3 (-2)

* Indicates a statistically significant difference from 2022 to 2023 at the 95% confidence level.
Source: J.D. Power Electric Business Customer Satisfaction Study 2023

2022: SMUD n=121, 2023: SMUD n=121

April 10, 2024 33
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Power Quality & Reliability

Seattle City Light

SMUD

West Midsize Average

NorthWestern Energy

L.A. Dept. of Water &
Power

PNM

El Paso Electric

April 10, 2024 Kz

832

|

814

785

75

~ I

770

765

764

1l

Based on a 1,000 pt. scale

Source: J.D. Power Electric Business Customer Satisfaction Study 2023

SMUD n=121, West Midsize n=708

How would you rate the effectiveness of SMUD to

yloly

+6

+6

-14

+6

Power

Quality &
Reliability
24%
Provide quality electric power Avoid brief interruptions
8.13
8.19 8.17 8.20 D \
8.10 8.03 8.09
7.95 7.94 7.81
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Avoid lengthy interruptions Promptly restore power after an outage
8. 8.04
207 299 8.14 8.12 8.14 B ‘7 .
7.75 :
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023

Provide accurate information about an outage

Supply electricity during extreme temperatures

8.35 8.36
8.24 8.14 8.07

7.77 763
2019 2020* 2021 2022 2023

2019 2020* 2021 2022 2023
SMUD e \\est Midsize

* Data model updated in 2020. Previous year data not an

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

SMUD

exact comparison to 2020 and later results.




Price e

A
Availability of pricing options that meets needs Ease of understanding pricing
: 7.85 7.96 7.83 7.89
: 7.55 7.54 7.51
: . E 7.41 7.25 7.25
Seattle City Light _ 758 6 %
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
e |
Power Fairness of pricing Efforts of utility to help manage monthly usage
7.73 . 7.79 7.81 o . 7.72
West Midsize Average _ 695 -33 745 e 52 ' e =
: 7.32 7.44 7 3N [ 753 7.44 T~
: 717
. 6.84 9
El Paso Electric (I 671 14
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
PNM _ 647 -34 Total monthly cost of electric service
7.87
: 7.47/\7.50 [ 7.51
NorthWestern Energy 626 -93 - ——5MUD
: 7.32 st 735 o "
: 7.20 — /et Midsize
z 6.85
Based on a 1,000 pt. scale
2019 2020* 2021 2022 2023
Aoril 10. 2024 35 Source: J.D. Power Electric Business Customer Satisfaction Study 2023 Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding f ‘:\\“( M D®
prit 1Y, SMUD n=121, West Midsize n=708 , , \_/
Thinking only of your electric service, how would you rate the...? * Data model updated in 2020. Previous year data not

an exact comparison to 2020 and later results.



Billing & Payment

Seattle City Light 864

|

SMUD 822

L.A. Dept. of Water &

Power 814

West Midsize Average 799

El Paso Electric 779

PNM 771

Northwestern Energy 758

|

Based on a 1,000 pt. scale

Source: J.D. Power Electric Business Customer Satisfaction Study 2023
SMUD n=121, West Midsize n=708
Thinking about the billing and payment process with SMUD, how would

April 10, 2024 36

you rate the...?

yloly

+39

14

+12

Clarity of information on bill

8.39 8.36

Reasonableness of billing cycle

8.41

" — e 8.23 8.23
8.06 8.04 : 8-%
8.19 8.24 8.20 o ——
8.00 8.15 8.02 801 8.11 o
7.92 . :
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Variety of methods to pay bill Ease of paying bill
8.43 8.45 8.46
8.21 59 8.19 o2 8.24 5.28 -
— 8.39
8.18 y— 8.25 8.37 8.25
. 7.97
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023

== SMUD =—\\est Midsize

Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding (1 7

* Data model updated in 2020. Previous year data
not an exact comparison to 2020 and later results.

 SMUD




Corporate

Citizenship
15%
Corporate Citizenship V/Z/ y
Actions to take care of the environment Variety of energy efficiency programs offered
SMUD 788 +14
\ 769 \
758 7.67 7.64 >y 7.64 7.64 46
: 7.31 7.22
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
P oer - [ 755 10
Power Involvement in the community Efforts to develop energy supply plans for the future
West Midsize Average _ 740 -18 - T
: - 46 - 50 By ——— 7 58 7.68 7.68 e
7.33 7.22
7.04
Northwestern Energy _ 721 +21
e F— o 2022 2023 2019 2020* 2021 2022 2023
El Paso Electric _ 716 53 Business leadership in local communities
PNM 679 83 7.56 7.57 o sMuD
7.00 e \/\/est Midsize
Based on a 1,000 pt. scale 2019 2020~ 2022 2023
April 10,2024 37 Source: J.D. Power Electric Business Customer Satisfaction Study 2023 Based on an 10pt. scale where 1 = Unacceptable and 10 = Outstanding /; S M U D®
’ SMUD n=121, West Midsize n=708 * Data model updated in 2020. Previous year data

How would you rate SMUD on...? not an exact comparison to 2020 and later results.




Corporate
Citizenship
15%

AWARE OF UTILITY EFFORTS TO IMPROVE IMPACT ON ENVIRONMENT

o Green business

Idaho Power

SMUD offers a variety of clean energy options for your business
Florida Power & Light

Georgia Power

Seattle City Light Find your advisor Power your business with clean energy

Your personal account advisor helps Greenergy® is an easy, affordable way to support clean energy and be recognized for your
commitment to the environment.

Industry Average you find efficient and reliable energy
solutions.

@® SMUD o

lean PowerCity® It's simple and easy

We're here to help.. 3

From energy-savings tips to clean energy Soltifions and incentives, o 1 nergy
we're dedicated to the success of your business. i ture.

https: //www.smud.org/en/Business-Solutions-and-Rebates#Green-business-section

115-. / /wv;v:smu.org /uslnss—luﬂms-und-iébutés -

®
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Communications Index

SMUD 795

I

Seattle City Light 773

L.A. Dept. of Water &

Power 736

West Midsize Average 729

El Paso Electric 719

PNM 691

Northwestern Energy 677

|

Based on a 1,000 pt. scale

April 10,2024 39

y/oly

+17

+1

14

+2

Source: J.D. Power Electric Business Customer Satisfaction Study 2023
SMUD n=121, West Midsize n=708
How would you rate SMUD on...?

Frequency of updates and notices of new developments

7.99 8.05 7.97
7.77 (8
/7_ 76 >
7.59
7.43 223
2019 2020* 2021 2022 2023

Variety of communications used
8.24

7.53

7.39

2019 2020* 2021 2022 2023

Communication of topics or issues that are important to

Efforts to get feedback from business customers

business
8.21
7.93
7.85 7.8 770
7.77
7.58 7.71
7.43 731
2019 2020* 2021 2022 2023

o 7.89 7.91
: 7.61 7.68
2 7.54
7.40 o
717
2019 2020* 2021 2022 2023

==SMUD =—\\est Midsize

* Data model updated in 2020. Previous year data

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

© SMUD

not an exact comparison to 2020 and later results.




2023 Top Communications Scores

SMUD HAS “ADVISORS™ CARRY ITS MESSAGE

Duke Energy Progress

™ Helping your business
MidAmerican Energy ’ n y gTOW

Your Strategic Account Advisor can help you navigate the
I energy landscape.

Entergy Arkansas

BGE
Alabama Power Home > Business Solutior tes > Find my advisor

Duke Energy Florida /

JEA Connect with a] Commercial Development Rep | Find your| Strategic Account Advisor

If you're a builder, developer. consultant or architect, your Commercial I you're a business owner, operator or tenant, your dedicated SMUD Strategic
Entergy Mississippi Development Rep can help you with: Account Advisor is your personal energy expert available to help you save time,

) energy and money. Locate your advisor now.
* New construction

 Major building renovations

_ Enter the ZIP Code of your business
Georgia Power m

OG&E

Florida Power & Light

PSE&G

®
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Customer Contact Index

Seattle City Light

L.A. Dept. of Water &
Power

SMUD

El Paso Electric

West Midsize
Average

PNM

Northwestern Energy

Customer

Contact
14%
yloly
JAN
Overall phone experience Overall digital experience
856 +29
82 8.41 = 8.43
_ 844 +1 Bl _/\/’
: 8.13 8.14 8.40 8.31
7.91
836 -4
2019 2020* 2021 2022 2023 2019 2020* 2021 2022 2023
Overall support for your business
8.81
/\&55
797 _ 8.69
- et -30 2019 2020* 2021 2022 2023
Based on a 1,000 pt. scale SMUD =—West Midsize

April 10, 2024 41

Customer contact questions only asked of respondents who had an interaction with SMUD in
the past 6 months

Source: J.D. Power Electric Business Customer Satisfaction Study 2023

SMUD n=71, West Midsize n=414; SMUD 2023: Phone n=35, Digital n=46, Proactive n=23
West Midsize 2023: Phone n=206, Digital n=273, Proactive n=135

How would you rate your...?

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

SMUD

* Data model updated in 2020. Previous year data not
an exact comparison to 2020 and later results.




Strong performance Consider

Corporate Citizenshi _—
P P Billing & Payment
AWARE OF UTILITY EFFORTS TO IMPROVE IMPACT ON ENVIRONMENT Enhance customer experience
S for managing.their SMUD
account(s), billing and payment
Powel: our business with clean energy and acCCess tO energy Usage
data.

N

We're here to help o ' B~

F and incentives
we're dedicated to the success of your business.

Customer Contact

. ____________________________________________________|]
SMUD HAS “ADVISORS” CARRY ITS MESSAGE

T Helping your business Customize and evolve
business customer
services, programs

and solutions to meet @ —i @ %-

their specific needs.

Business solutions

Our programs and services are designed with you in mind.

Find your advisor Manage your energy Incentives Green business

psesc I 70

April 10, 2024 42 Board Policy Committee and Special SMUD Board of Directors Meeting



].D. Power Sustainability Index

SMUD



Sustainability Index

: : Sustainability Index 2023 (100-point scale)
For the 4thyear in a row, SMUD ranked 1stin

the nation on the J.D. Power Sustainability Sacramento Municipal Utility District
NextEra Energy

IndeX. Portland General Electric
: DTE Energy

2023 was the first year SMUD was cleanly Southern Company
. st CMS Energy

ranked In 1 place- Edison International
Emera

The J.D. Power SUStalnablllty Index evaluates Pacific Gas and Electric
electric utility customer awareness, support, S
engagement and advocacy for their local L. A. Dept. of Water & Power
HV o 3 AR Pinnacle West
utility’s climate sustainability programs and et s
goaIS . Berkshire Hathaway Energy
CPS Energy

Duke Energy

Xcel Energy
Ameren

Dominion

Entergy

Exelon

OGE Energy Corp.
PSEG

Sempra Energy
Alliant Energy

PPL Corporation
Evergy

National Grid

AEP

WEC Energy Group
Duquesne Light
Eversource
Avangrid
FirstEnergy

35

34
34

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

®
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Thank You
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