
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 J.D. Power
Study Results Overview

April 10, 2024



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

Agenda
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Upcoming changes to 
Customer Satisfaction Studies
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• 6 factors  8 dimensions
• New measurement scale: 10 pt.  6 pt.
• Modular survey method  goal to make 

the respondent experience better and 
shorter, improving data quality

J.D. Power will be changing the satisfaction study in 
2025

5

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

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

Study transition timeline
2023 (Today’s presentation) 2024 2025

Current model and reporting Current model and reporting
New model results and reporting

New model parallel testing



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

Measurement Elements

6

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

6 factors

PQR

Price

Billing & Payment

Corporate Citizenship

Communications

Customer Care

Existing Model New Model



2023 Satisfaction Study Results
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Residential Consumers are Feeling Worse Off

8

Financial status compared to a year ago
National

16%

59%

25%
15%

50%
35%

15%

47%
38%

Better off About the same Worse off

2021 2022 2023

Compared to a year ago, would you say you are financially…?
Residential: 2021 - SMUD n=767, National n=98,666, 2022 - SMUD n=894, National n=100,402, 2023 – SMUD n=903, National n=101,307
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

16%

61%

23%17%

50%
33%

16%

49%
35%

Better off About the same Worse off

2021 2022 2023

Financial status compared to a year ago
SMUD
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Financial status compared to a year ago
National

26%

53%

21%
29%

55%

16%
30%

54%

16%

Better off About the same Worse off

2021 2022 2023

20%

57%

23%28%

60%

12%
27%

57%

15%

Better off About the same Worse off

2021 2022 2023

Financial status compared to a year ago
SMUD
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Elements likely 
considered in these 
responses:

• Gas – utility and 
car fuel

• Electricity – utility 

• Water service

Residential customer perceived concerns

9

1%

1%

1%

1%

2%

3%

3%

6%

9%

20%

52%

Crime

Iraq War/Terrorism

Energy consumption…

Housing

Education

Enviornmental Issues

Other

Energy prices

Health care

Taxes/Government…

Economy/Jobs

Q3 2011
Most important issue facing you and your 

family

1%

2%

4%

5%

5%

7%

7%

13%

14%

18%

23%

Terrorism

Education

Energy consumption…

Other

Crime

Environmental Issues

Housing

Taxes/Government…

Health Care

Energy prices

Economy/Jobs

Q1 2023 
Most important issue facing you and 

your family

Source: J.D. Power Utility Customer Satisfaction Studies
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Power 
Quality & 
Reliability 

Price Billing & 
Payment 

Corporate 
Citizenship 

Comms Customer 
Care 

The J.D. Power Satisfaction Model
Drivers of satisfaction
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Source: 2023 J.D. Power Electric Utility Residential Customer Satisfaction Study
Source: 2023 J.D. Power Electric Utility Business Customer Satisfaction Study

Residential
% weighting

25% 20% 17% 17% 12% 9%

Commercial
% weighting

24% 19% 15% 15% 13% 14%
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J.D. Power Satisfaction Overview
Residential Results
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2023 Large Utility Award Winners

12
Source: J.D. Power Electric Residential Customer Satisfaction Study 2023

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.
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West Large Overall CSI Results 2023
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Source: J.D. Power Electric Residential Customer Satisfaction Study 2023

661

671

672

700

702

706

709

719

719

720

725

736

743

796

Pacific Gas & Electric

San Diego Gas & Electric

Xcel Energy-West

West Large

Southern California Edison

NV Energy

L.A. Dept. of Water & Power

Puget Sound Energy

Portland General Electric

Pacific Power

APS

Rocky Mountain Power

SMUD

SRP

West Large CSI Rankings

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



SMUD Residential Satisfaction Trends
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600

650

700

750

800

850
Overall Satisfaction

SMUD
West Large
Industry

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.
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Residential Index Trends Over Time
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SMUD West Large Industry
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Communications
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Customer Care

* 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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Overall 
Satisfaction

Power Quality & 
Reliability

Price

Billing & Payment 

Corporate 
Citizenship 

Communications

Customer Care

SMUD Residential Performance 2022 vs. 2023

16

* 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

SMUD Index Scores

2022 2023 2022 vs. 
2023 Δ

764 743 -21*

798 775 -23*

695 663 -32*

820 806 -14

729 711 -18*

732 725 -7

835 795 -40*

West Large

2022 vs. 2023 
Δ

-17*

-12*

-31*

-16*

-13*

-13*

-18*

Industry

2022 vs. 2023 
Δ

-18*

-14*

-33*

-16*

-15*

-11*

-18*

West Large 
Ranking

2023 (Δ)

2 (--)

3 (--)

3 (--)

2 (--)

2 (--)

2 (+1)

4 (-2)
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SMUD Residential PQR Performance

17

Power 
Quality & 
Reliability

25%

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….?

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

8.18 8.20 8.15
8.00

7.83

7.72 7.78 7.69 7.57 7.46

2019 2020* 2021 2022 2023

Provide quality electric power

8.17 8.18 8.11 8.00
7.79

7.67 7.75 7.63 7.56
7.41

2019 2020* 2021 2022 2023

Avoid brief interruptions

8.18 8.11 8.09 7.98
7.65

7.58 7.63 7.52 7.43 7.30
2019 2020* 2021 2022 2023

Avoid lengthy interruptions

7.32

7.72 7.64 7.55
7.38

6.87

7.29 7.23 7.17 7.05

2019 2020* 2021 2022 2023

Keep you informed about an outage

8.37 8.32 8.29 8.19
7.96

7.90 7.91 7.80 7.71 7.59

2019 2020* 2021 2022 2023

Supply electricity during extreme temperatures

SMUD West Large

8.09 8.09 8.11 8.05
7.76

7.51 7.66 7.54 7.44 7.37
2019 2020* 2021 2022 2023

Promptly restore power after an outage

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

Based on a 1,000 pt. scale

686

724

728

736

737

738

755

763

765

770

773

775

787

840

Pacific Gas and Electric

San Diego Gas & Electric

Xcel Energy-West

Southern California Edison

L. A. Dept. of Water & Power

West Large Average

NV Energy

Portland General Electric

Puget Sound Energy

Pacific Power

APS

SMUD

Rocky Mountain Power

SRP

Power Quality & Reliability y/o/y 
Δ

+1

-19

-23

-10

-9

-11

-26

-32

-12

-7

-15

-44

-13

+7
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SMUD Residential Price Performance
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Price
20%

Based on an 10pt. scale where 1 = Unacceptable and 10 = OutstandingSource: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n=14,590
Thinking only of your electric service, how would you rate the…?

6.86
7.26 7.20

6.94
6.62

6.47
6.89 6.78

6.53
6.24

2019 2020* 2021 2022 2023

Availability of pricing options that meets needs

7.28
7.57 7.52

7.31
7.02

6.83
7.14 7.01

6.82
6.56

2019 2020* 2021 2022 2023

Ease of understanding pricing

6.85
7.13 7.08 6.80

6.44

6.22
6.68 6.54

6.25
5.91

2019 2020* 2021 2022 2023

Fairness of pricing

7.14
7.38 7.38

7.09
6.77

6.58
6.98 6.86

6.60
6.252019 2020* 2021 2022 2023

Efforts of utility to help manage monthly usage

6.84
7.15 7.00

6.77
6.45

6.27
6.71 6.58

6.23
5.95

2019 2020* 2021 2022 2023

Total monthly cost of electric service

SMUD

West Large

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

557

568

576

609

614

618

633

634

636

638

640

663

667

729

San Diego Gas & Electric

Xcel Energy-West

Pacific Gas and Electric

NV Energy

West Large Average

Southern California Edison

Portland General Electric

Puget Sound Energy

Pacific Power

L. A. Dept. of Water & Power

APS

SMUD

Rocky Mountain Power

SRP

Price

Based on a 1,000 pt. scale

y/o/y 
Δ

-9

-41

-32

-28

-16

-48

-38

-57

-33

-31

-71

-5

-79

-30
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Best practices – Helped lower bill by showing 
how to conserve energy

19

Price
20%

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

2023 
Best 

Practice

45%
55%

753
581

-1000
-800
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-400
-200
0
200
400
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800
1000

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

Yes No

SMUD

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



SMUD Residential Billing & Payment Performance

20

Billing & 
Payment

17%

Based on an 10pt. scale where 1 = Unacceptable and 10 = OutstandingSource: 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 
the…?

8.00
8.24 8.18

8.07
7.88

7.63
7.83 7.80

7.61
7.44

2019 2020* 2021 2022 2023

Clarity of information on bill

8.17
8.34 8.33

8.17
8.02

7.69

7.95 7.95
7.82

7.64

2019 2020* 2021 2022 2023

Reasonableness of billing cycle

8.22
8.36 8.34

8.19
8.04

7.65
7.92

7.87 7.72
7.59

2019 2020* 2021 2022 2023

Variety of methods to pay bill

8.52 8.53 8.57
8.36 8.31

8.09 8.17 8.20
8.06

7.90

2019 2020* 2021 2022 2023

Ease of paying bill

SMUD West Large

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

Based on a 1,000 pt. scale

732

736

738

764

765

766

767

780

783

785

789

797

806

845

Pacific Gas and Electric

Xcel Energy-West

San Diego Gas & Electric

West Large Average

L. A. Dept. of Water & Power

NV Energy

Southern California Edison

Pacific Power

Portland General Electric

Puget Sound Energy

APS

Rocky Mountain Power

SMUD

SRP

Billing & Payment y/o/y 
Δ

0

-14

-13

-12

-19

-31

-14

-12

-41

-14

-16

-25

-50

-4
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SMUD Residential Corporate Citizenship Performance

21

Corporate 
Citizenship

17%

Based on an 10pt. scale where 1 = Unacceptable and 10 = OutstandingSource: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n= 14,590
How would you rate SMUD on…?

7.35
7.52 7.54

7.35
7.19

6.49

6.97 6.85
6.68

6.54

2019 2020* 2021 2022 2023

Actions to take care of the environment

7.48
7.72 7.69

7.42
7.23

6.75

7.16 7.07
6.87 6.75

2019 2020* 2021 2022 2023

Variety of energy efficiency programs offered

7.12
7.24 7.20

7.05
6.87

6.32

6.74
6.65

6.42 6.31

2019 2020* 2021 2022 2023

Involvement in the community

7.52 7.64 7.65
7.41

7.20

6.68

7.12 7.03
6.82 6.68

2019 2020* 2021 2022 2023

Efforts to develop energy supply plans for the future

SMUD West Large

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

Based on a 1,000 pt. scale

615

620

627

656

662

663

665

677

678

679

679

685

711

750

Pacific Gas and Electric

San Diego Gas & Electric

Xcel Energy-West

West Large Average

Southern California Edison

NV Energy

Pacific Power

Puget Sound Energy

L. A. Dept. of Water & Power

APS

Rocky Mountain Power

Portland General Electric

SMUD

SRP

Corporate Citizenship y/o/y 
Δ

+3

-18

-29

-15

-9

0

-23

-18

-35

-20

-13

-53

-19

+11
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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.

Awareness of utility efforts to increase the 
safety of the electric grid

22

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?

2023 
Best 

Practice

Corporate 
Citizenship

17%

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



SMUD recognized as the best practice

23

Corporate 
Citizenship

17%

Source: J.D. Power Electric Residential 
Customer Satisfaction Study 2023
SMUD n = 941

2023 
Best 

Practice

2023 
Best 

Practice

April 10, 2024



SMUD Residential Communications performance

24

Communications
12%

Based on an 10pt. scale where 1 = Unacceptable and 10 = OutstandingSource: J.D. Power Electric Residential Customer Satisfaction Study 2023
SMUD n=941, West Large n=14,590
How would you rate SMUD on…?

6.97

7.29
7.20 7.08 7.03

6.43

6.94 6.90
6.79 6.71

2019 2020* 2021 2022 2023

Creating message that get attention

7.34

7.67
7.53

7.37
7.25

6.90

7.31 7.24
7.10

6.93

2019 2020* 2021 2022 2023

Communicating how to be safe around electricity

7.44
7.58 7.58

7.45
7.31

6.76

7.20
7.16 7.06

6.90

2019 2020* 2021 2022 2023

Efforts to communicate changes

7.54 7.49
7.34 7.38

7.15 7.14 7.03 6.96

2019 2020* 2021 2022 2023

Variety of communications used

SMUD West Large

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

650

665

670

685

688

689

695

695

696

697

699

703

725

771

Xcel Energy-West

Pacific Gas and Electric

San Diego Gas & Electric

NV Energy

West Large Average

Puget Sound Energy

L. A. Dept. of Water & Power

Rocky Mountain Power

APS

Pacific Power

Southern California Edison

Portland General Electric

SMUD

SRP

Communications Index

Based on a 1,000 pt. scale

y/o/y 
Δ

+15

-7

-32

-16

-12

-18

-24

+3

-22

-13

-33

-9

+2

-43

Not asked 
in 2019
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SMUD Residential Customer Care Performance

25

Customer 
Care
9%

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

8.55

8.08

8.65

8.30

8.09

7.79

8.08
7.89

7.68 7.612019 2020* 2021 2022 2023

Overall phone experience

8.52 8.60 8.54
8.43

8.10

7.98
8.21 8.14

8.01
7.84

2019 2020* 2021 2022 2023

Overall digital experience

8.61
8.37 8.48

7.77

8.43
8.29

8.02
7.80

2019 2020* 2021 2022 2023

Overall in-person experience

SMUD West Large

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

Customer contact questions only asked of respondents who had an interaction with 
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…?

741

752

752

757

769

776

777

780

783

793

795

796

798

860

Pacific Gas and Electric

San Diego Gas & Electric

Xcel Energy-West

Southern California Edison

West Large Average

L. A. Dept. of Water & Power

NV Energy

Puget Sound Energy

Pacific Power

Portland General Electric

SMUD

Rocky Mountain Power

APS

SRP

Customer Care Index

Based on a 1,000 pt. scale

y/o/y 
Δ

+2

-27

-34

-40

-32

-23

-32

-36

-21

-18

-20

-39

-9

-1

Not asked 
in 2019
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2023
Industry 
Average

40%

35%

17%

21%

5%

6%
4%

5%

Customers can select more than one contact channel – therefore percentages do not add to 100%

2023 Overall 
Satisfaction Index 
Industry Average

698

724

746

700

752

774
745

752

68%

19%

19%

5%
4%
4%
4%

67%

19%

15%

7%

5%
5%
4%
3%

72%

15%

13%

5%
5%
4%
3%
3%

67%

17%

16%

6%

5%
5%
4%
3%

45%

36%

16%

11%

5%
4%
4%
3%

51%

36%

11%

11%

4%
3%
3%
3%

45%

39%

12%

12%

4%
4%
3%
3%

44%

36%

19%

15%

7%

5%
5%
5%

2016 2017 2018 2019 2020 2021 2022 2023

No contact

Website

Phone

Utility office
Mobile/app

Email
Social media

Text

SMUD

Percentage of customer by contact channel
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Areas of Focus: 2023 Electric Residential Customer Satisfaction

Strong performance Consider
Corporate Citizenship Price

Communications

2023 West Large
Communications Index

2022 West Large
Communications Index

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 
control.
 

Continued emphasis on showcasing grid 
investments, strategies and projects that 
enhance reliability and grid resiliency.

Price

PQR

Campaign to highlight SMUD’s low rates and reliability.
 



J.D. Power Satisfaction Overview
Business Results
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2023 Midsize Utility Award Winners

29

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

Seattle City Light was 
recognized as the top ranked 
utility within the West Midsize 
region. SMUD’s CSI rating 
(796) was close to Seattle 
City Light (803).
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West Midsize Overall CSI Results 2023

30

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

707

724

738

753

762

796

803

NorthWestern Energy

PNM

El Paso Electric

West Midsize Average

L.A. Dept. of Water & Power

SMUD

Seattle City Light

West Midsize CSI Rankings
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SMUD Commercial Satisfaction Trends

31

600

650

700

750

800

850
Overall Satisfaction

SMUD
West Midsize
Industry

2016 2017 2018 2019 2020* 2021 2022 2023
CA Rank 3 1 1 1 1 1 1 1

West Midsize 
Rank 3 1 1 3 2 2 2 2

Industry Rank 32 10 6 13 16 22 13 3

* Data model updated in 2020. Previous year data not an exact comparison to 2020 and later results.
Note: The J.D. Power Business Customer Satisfaction Study is fielded semi-annually (Feb/May, Jun/Oct).April 10, 2024



Commercial Index Trends Over Time

600

650

700

750

800

850

2016 2017 2018 2019 2020* 2021 2022 2023

Power Quality & Reliability

600

650

700

750

800

850

2016 2017 2018 2019 2020* 2021 2022 2023

Price
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2016 2017 2018 2019 2020* 2021 2022 2023

Billing & Payment
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650

700

750

800

850

2016 2017 2018 2019 2020* 2021 2022 2023

Corporate Citizenship

SMUD West Midsize Industry

600

650

700

750

800

850

2016 2017 2018 2019 2020* 2021 2022 2023

Communications

600

650

700

750

800

850

2016 2017 2018 2019 2020* 2021 2022 2023

Customer Care

* 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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Overall 
Satisfaction

Power Quality & 
Reliability

Price

Billing & Payment 

Corporate 
Citizenship 

Communications

Customer Contact

SMUD Commercial Performance 2022 vs. 2023

33

* 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

SMUD Index Scores

2022 2023 2022 vs. 
2023 Δ

797 796 -1

808 814 +6

757 763 +6

824 822 -2

788 769 -19

778 795 +17

840 836 -4

West 
Midsize
2022 vs. 
2023 Δ

-20*

-14

-33*

-14

-24*

-14

-1

Industry

2022 vs. 
2023 Δ

-20*

-13*

-38*

-11*

-22*

-16*

-16*

West Midsize 
Ranking

2023 (Δ)

2 (--)

2 (+1)

1 (+1)

2 (+1)

1 (--)

1 (--)

3 (-2)
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SMUD Commercial PQR Performance

34

Power 
Quality & 
Reliability

24%

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….?

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

764

765

770

775

785

814

832

El Paso Electric

PNM

L.A. Dept. of Water &
Power

NorthWestern Energy

West Midsize Average

SMUD

Seattle City Light

Power Quality & Reliability y/o/y 
Δ

+6

+6

-14

-43

-23

+6

-23

8.24 8.24 8.25 8.20 8.14

8.19 8.17 8.20 8.10
7.95

2019 2020* 2021 2022 2023

Provide quality electric power

8.17

8.01
8.28

8.12 8.208.13

8.03 8.09
7.94 7.81

2019 2020* 2021 2022 2023

Avoid brief interruptions

8.27
7.99

8.07

7.98 8.098.17

8.02

8.04

7.99
7.75

2019 2020* 2021 2022 2023

Avoid lengthy interruptions

8.07
8.25 8.14

7.93 7.89

7.94 7.91 7.93
7.77 7.63

2019 2020* 2021 2022 2023

Provide accurate information about an outage

8.41 8.44 8.31 8.14 8.22

8.35 8.36 8.24 8.14 8.07

2019 2020* 2021 2022 2023

Supply electricity during extreme temperatures

SMUD West Midsize

8.29
8.52

8.24
8.08

8.31

8.14 8.12 8.14 8.01
7.85

2019 2020* 2021 2022 2023

Promptly restore power after an outage

* Data model updated in 2020. Previous year data not an 
exact comparison to 2020 and later results.
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626

647

671

695

721

758

763

NorthWestern Energy

PNM

El Paso Electric

West Midsize Average

L.A. Dept. of Water &
Power

Seattle City Light

SMUD

Price

SMUD Commercial Price Performance

35

Price
19%

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

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

y/o/y 
Δ

+6

-6

-28

-33

-14

-34

-93

7.73 7.85
7.65

7.44
7.62

7.41 7.55 7.54
7.25

6.90

2019 2020* 2021 2022 2023

Availability of pricing options that meets needs

7.96 7.83 7.76 7.72 7.89

7.73 7.77 7.71
7.51

7.25

2019 2020* 2021 2022 2023

Ease of understanding pricing

7.45
7.73

7.52 7.57 7.48

7.32 7.44 7.38 7.17
6.84

2019 2020* 2021 2022 2023

Fairness of pricing

7.79 7.81 7.7 7.56 7.72

7.46 7.53 7.44 7.34
6.96

2019 2020* 2021 2022 2023

Efforts of utility to help manage monthly usage

7.47
7.87

7.50 7.60 7.51

7.32 7.44 7.35 7.20
6.85

2019 2020* 2021 2022 2023

Total monthly cost of electric service

SMUD

West Midsize

* Data model updated in 2020. Previous year data not 
an exact comparison to 2020 and later results.
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SMUD Commercial Billing & Payment Performance

36

Billing & 
Payment

15%

Based on a 1,000 pt. scale

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

758

771

779

799

814

822

864

Northwestern Energy

PNM

El Paso Electric

West Midsize Average

L.A. Dept. of Water &
Power

SMUD

Seattle City Light

Billing & Payment y/o/y 
Δ

+39

-2

-4

-14

-33

+12

-69

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 
you rate the…?

8.00

8.39 8.36

8.02

8.13
8.06

8.19 8.15

8.04

7.92

2019 2020* 2021 2022 2023

Clarity of information on bill

8.05

8.41 8.32 8.23 8.23

8.01

8.24 8.20 8.11
7.97

2019 2020* 2021 2022 2023

Reasonableness of billing cycle

8.21 8.3
8.19

8.32 8.24

8.11 8.18
8.13 8.13

7.97

2019 2020* 2021 2022 2023

Variety of methods to pay bill

8.28
8.43 8.45 8.46

8.33

8.25
8.39 8.37

8.25
8.12

2019 2020* 2021 2022 2023

Ease of paying bill

SMUD West Midsize

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

37

Based on a 1,000 pt. scale

Corporate 
Citizenship

15%

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

679

716

721

740

755

776

788

PNM

El Paso Electric

Northwestern Energy

West Midsize Average

L.A. Dept. of Water &
Power

Seattle City Light

SMUD

Corporate Citizenship y/o/y 
Δ

+14

-20

-16

-18

+21

-53

-83

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

7.88 7.96
7.66

7.98 7.89

7.58 7.67 7.64
7.44 7.31

2019 2020* 2021 2022 2023

Actions to take care of the environment
8.02 7.99 8.01 7.91 7.82

7.64 7.69 7.64
7.46

7.22

2019 2020* 2021 2022 2023

Variety of energy efficiency programs offered

7.82
7.87

7.49
7.74

7.43

7.46 7.60 7.47
7.33

7.04

2019 2020* 2021 2022 2023

Involvement in the community
7.98 7.95 7.90 7.96

7.77

7.58 7.68 7.68
7.47

7.22

2019 2020* 2021 2022 2023

Efforts to develop energy supply plans for the future

7.86 7.80 7.62 7.80
7.49

7.56 7.57 7.45 7.31
7.00

2019 2020* 2021 2022 2023

Business leadership in local communities

SMUD

West Midsize

* Data model updated in 2020. Previous year data 
not an exact comparison to 2020 and later results.
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SMUD’s efforts to improve impact on environment

38

Corporate 
Citizenship

15%

2023
Best 

Practice
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677

691

719

729

736

773

795

Northwestern Energy

PNM

El Paso Electric

West Midsize Average

L.A. Dept. of Water &
Power

Seattle City Light

SMUD

Communications Index

SMUD Commercial Communications performance

39

Communications
13%

Based on a 1,000 pt. scale

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

y/o/y 
Δ

+17

+1

-39

-14

+2

-3

-35

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

7.99 8.05

7.77 7.81
7.97

7.59
7.76 7.72

7.43 7.33

2019 2020* 2021 2022 2023

Frequency of updates and notices of new developments

8.07
8.24

7.75

7.94 7.96

7.69
7.84

7.82

7.53
7.39

2019 2020* 2021 2022 2023

Variety of communications used

7.85

8.21

7.8 7.70
7.93

7.58
7.77

7.71
7.43

7.31

2019 2020* 2021 2022 2023

Communication of topics or issues that are important to 
business

7.76
7.89

7.61 7.68
7.91

7.40
7.65 7.54

7.31
7.17

2019 2020* 2021 2022 2023

Efforts to get feedback from business customers

SMUD West Midsize

* Data model updated in 2020. Previous year data 
not an exact comparison to 2020 and later results.
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SMUD recognized as a top communications utility 
in the nation

40

Communications
13%

2023
Best 

Practice

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



768

797

820

825

836

844

856

Northwestern Energy

PNM

West Midsize
Average

El Paso Electric

SMUD

L.A. Dept. of Water &
Power

Seattle City Light

Customer Contact Index

SMUD Commercial Customer Contact Performance

41

Customer 
Contact

14%

Based on a 1,000 pt. scale

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

y/o/y 
Δ

+29

+1

-4

+28

-1

-2

-30

8.53

8.29

8.14

8.19
8.39

8.40

8.13

8.24

7.91

8.14

2019 2020* 2021 2022 2023

Overall phone experience

8.40

8.66

8.15

8.52

8.32

8.41

8.40

8.58

8.31

8.43

2019 2020* 2021 2022 2023

Overall digital experience

8.96

8.79
8.44

8.63

8.99

8.50

8.81
8.55

8.61 8.69

2019 2020* 2021 2022 2023

Overall support for your business

SMUD West Midsize

* Data model updated in 2020. Previous year data not 
an exact comparison to 2020 and later results.
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Areas of Focus: 2023 Electric Business Customer 
Satisfaction

Strong performance Consider
Corporate Citizenship

Communications

Billing & Payment

Enhance customer experience 
for managing their SMUD 
account(s), billing and payment 
and access to energy usage 
data. 

Customer Contact

Customize and evolve 
business customer 
services, programs 
and solutions to meet 
their specific needs.
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J.D. Power Sustainability Index
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Sustainability Index

44

35
34
34

32
32

31
31
31
31

30
29
29
29
29

28
28
28
28

27
27
27
27
27
27
27

26
26

25
25

24
24

23
23

22
21

Sacramento Municipal Utility District
NextEra Energy

Portland General Electric
DTE Energy

Southern Company
CMS Energy

Edison International
Emera

Pacific Gas and Electric
Salt River Project

Con Edison
L. A. Dept. of Water & Power

Pinnacle West
Puget Energy

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

Sustainability Index 2023 (100-point scale)
For the 4thyear in a row, SMUD ranked 1st in 
the nation on the J.D. Power Sustainability 
Index. 

2023 was the first year SMUD was cleanly 
ranked in 1st place.

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 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.

Sacramento Municipal Utility District 35
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Thank You
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