Exhibit to Agenda Item #2

Discuss the monitoring report for Strategic Direction SD-5, Customer
Relations.

Board Energy Resources & Customer Services Committee and Special SMUD
Board of Directors Meeting

Wednesday, August 20, 2025, scheduled to begin at 6:00 p.m.
Auditorium, SMUD Headquarters Building



« Strategic Direction 5

e 2024 Results

» Customer Satisfaction
* Value for What you Pay (VFP)
* Accomplishment Highlights

* Request the Board accept the 2024 monitoring report

®
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Policy:

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

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

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

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

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

Overall

Satisfaction

Tree trimming
New connects

Bill inquiries

Outage

IVR payment

IVR payment
arrangement
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Policy:
“The Board establishes an overall customer experience “value for what you pay” target of 70 percent

by the end of 2025 and 80 percent by 2030, with neither the average commercial customer score falling
below 69 percent nor the average residential customer score falling below 65 percent in any year.”

Commercial
69% minimum

Residential
65% minimum
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Positive drivers
+ SMUD Energy
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Positive drivers
+ Bill redesign
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Negative drivers

- Launched
Residential
TOD

Energy
Assistance
Program Rate
(EAPR) benefit
changes

+ Smud.org o .
+ Expanded + Commercial Stare enhancements Positive drivers
bill/pay options My Energy + AII-eIectrllc new ] + SMUD app
+ Residential Tools Ll outage alerts + Special
MyEnergy + Enhanced + SHINE program + Building population EE
Tools residential self- + Bill Pay Your electrification & bundles
+ Solar service for Way instant retail + Developer
calculators core functions + Digital chat rebates SolarShares
2015 2016 2017 2018 2019
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Negative drivers
- COVID-19

Positive drivers

+ No shut-offs or
late fees

+ Proactive bill
and COVID-19
support

+ Digital
servicing,
virtual account
mgmt

+ EnergyStore
record year

+ Electrification
rebates

2020

76

Negative drivers

- COVID-19
- Price increases

Positive drivers

+ No shut offs or
late fees

+ 2030 Zero
Carbon
launched

+ Extensive utility
bill assistance

+ Virtual servicing

+ Building/EV
electrification
rebates & pilots

2021

Negative drivers

s===Qverall VFP

71

Negative drivers

70

Negative drivers

- Resume dis- - Price increases
connects and - Price increases - Demand rate,
collections - Extensive winter smaller accts

- Price increases outages

- Commercial Positive drivers
rate restructure Positive drivers .

+ Low-income

- Solar & + Community neighborhood

Storage Rate Impact Plan and business
+ Customer district

Positive drivers advocacy electrification

+ Outage programs + Expanded
notification + EV: Call SMUD customer

+ Scaling first advocacy pgms
EV/zero carbon + Outage comm + Outage comm
programs enhancements enhancements

2022 2023 2024
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6,985 customers

(+52% YOY; 523 Low Income)
took steps to electrify their homes
(HVAC, cooktop, HPWH)

800 attendees

at the Connecting our
Communities Resource Expos

54%

eligible EV owners on EV rate

76,908* downloads

(+60% YOY)
of the SMUD app

$5.6M

in bill assistance provided to our
most vulnerable customers

4,402 incentives

for EV chargers issued, including
304 circuits with 216 chargers for
low-income residences

11,363 shade trees

(+16% YOY)
planted, with 36% in
under-resourced communities

~900,000 alerts

for customer billing/usage,
helping to manage costs

400,000+ customers
enrolled in outage text alerts

®
7 Board Energy Resources & Customer Services Committee and Special SMUD Board of Directors Meeting S M U D



“Our new water heater now keeps up with demand and
saves us money” - Laundry Mat

$7.7TM 645 13

building electrification commercial chargers SMB/CIP projects
incentives installed

$3.6M 7,050 270

energy efficiency Strategic Account site visits for
incentives Advisor personal touch SMB/CIP projects
points (+22% YQY)
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2024 Status:

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

1,153

Instructor Led
Training Attendees

72\ ®
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Policy:
“...(b) SMUD shall communicate a procedure for customers who believe
they have not received fair treatment from SMUD to be heard.”

Status:

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

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

Customer communication process

+ 921,000+ contacts

>99% resolved — Less than 1% escalated

© SMUD
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PUBLIC ** Smart Electric ASCE
Power Alliance

AMERICAN SOCIETY OF CIVIL ENGINEERS

Safety Award of Excellence in

SR G Equity Power Players Award Outstanding Energy Project Influence Award

T escalent P | w—
SMART ENERGY WATER

Easiest to do business with,
Utility Trusted Business Partners

SACRAMENTO | ACRAMENTO
BUSINESS JOURNAL DACRAMENTO @ chartwell

Safety Award Technology Transfer Award Technology Transfer Award

CARMICHAEL : )

CHAMBER OF COMMERCE

Sacramento Environmental

Corporate Citizenship Award Best Utility Commission Award

Outage Operations Award
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Request the Board accept the SD-5
monitoring report.
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