J.D. POWER Press Release

Electric Utility Business Customer Satisfaction Surges as Utilities Step Up Proactive Outreach
and Help Customers Manage Costs, J.D. Power Finds

Nearly Half of Business Customers Say Their Electric Utility Helped Them Lower Costs

TROY, Mich.: 13 Nov. 2024 — A combination of improved business outlooks, stabilizing rates
and improved communications have helped business customer satisfaction with electric
utilities significantly increase this year. According to the J.D. Power 2024 Electric Utility
Business Customer Satisfaction Study,*M released today, overall business customer satisfaction
with electric utilities has increased 30 points (on a 1,000-point scale) following several years of
declines and persistent customer dismay with high rates.

"These findings are incredibly compelling because of the huge gains in customer satisfaction—
even in the area of price satisfaction—at a time when average electricity rates are still
historically high,” said Ramah Vaughn, director of utilities intelligence at J.D. Power. "Rates
have stabilized, but they have not started to come down yet. However, utilities have really
stepped up their outreach to business customers and they've taken a more proactive role in
helping them find ways to better manage their costs. This is having a notable effect on
customer satisfaction.”

Following are some key findings of the 2024 study:

o Overall satisfaction and price satisfaction rise sharply: Overall business customer
satisfaction with electric utilities is 784, up 30 points from 2023. Moreover, price is the
leading factor driving that improvement, with price satisfaction rising 47 points year over
year. Other factors where utilities realize significant gains in customer satisfaction are
corporate citizenship (+41 points) and communication (+37).

o Utilities help business customers lower rates: Nationwide, 49% of business customers
say their electric utility worked with them to lower their rates. This was achieved largely
through stepped-up efforts to improve proactive and digital communications, with 27%
of businesses indicating that they received proactive outreach from their electric utility
and 56% indicating that they received digital contact from their utility.

e Rising tide of business optimism helps buoy scores: The number of business
customers who say they are better off financially than they were a year ago has
increased 5 percentage points, while the number of those who say they are worse off
financially has not only decreased 2 percentage points this year but also 7 percentage
points in the past four years.

Study Rankings
Within each of the four U.S. geographic regions included in the study, utility providers are

classified into one of two segments: large (serving 90,000 or more business customers) and
midsize (serving 50,000-89,999 business customers).



The following utilities rank highest in business customer satisfaction in their respective region:

East Large: Con Edison

East Midsize: Pepco

Midwest Large: MidAmerican Energy (for a second consecutive year)
Midwest Midsize: Kentucky Utilities and NIPSCO in a tie

South Large: Georgia Power

South Midsize: Entergy Texas

West Large: Idaho Power

West Midsize: Seattle City Light (for a third consecutive year)

The Electric Utility Business Customer Satisfaction Study, now in its 26™ year, measures
satisfaction among business customers of 80 targeted U.S. electric utilities, each of which
serves more than 50,000 business customers. In aggregate, these utilities provide electricity to
more than 12 million customers.

Overall satisfaction is examined across six factors (listed in order of importance): power quality
and reliability; price; billing and payment; corporate citizenship; customer contact; and
communications. The 2024 study is based on responses from 20,863 online interviews of
business customers in decision-making roles related to their utility company. The study was
fielded from March through October 2024.

For more information about the U.S. Electric Utility Business Customer Satisfaction Study, visit
https://www.jdpower.com/business/utilities/electric-utility-business-customer-satisfaction-

study.

See the online press release at http:/www.jdpower.com/pr-id/2024150.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services, and data and analytics. A
pioneer in the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to
understand consumer behavior, J.D. Power has been delivering incisive industry intelligence on
customer interactions with brands and products for more than 55 years. The world's leading
businesses across major industries rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the
company's business offerings, visit JDPower.com/business. The J.D. Power auto-shopping tool
can be found at JDPower.com.
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Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com
John Roderick; East Coast; 631-584-2200; john@jroderick.com

About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-
us/press-release-info
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J.D. Power
2024 Electric Utility Business Customer Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)
East Region: Large Segment
Con Edison 835
PECO
National Grid
BGE
PSE&G
Segment Average
PPL Electric Utilities
Eversource
Jersey Central Power & Light
Appalachian Power
West Penn Power

PSEG Long Island

NYSEG

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction StudysM

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study®"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

East Region: Midsize Segment

Pepco 803

Atlantic City Electric 792
Duquesne Light 776
Delmarva Power 773
Met-Ed 770
Segment Average 763

Rhode Island Energy 746

Penelec

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction StudysM

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study

SM

Overall Customer Satisfaction Index Ranking

(Based on a 1,000-point scale)

Midwest Region: Large Segment

MidAmerican Energy 818
AEP Ohio 813
ComEd 811
Ameren Missouri 795

Ameren lllinois 788
Ohio Edison 787
Segment Average 785
Xcel Energy 784
Duke Energy 778
Evergy 769
DTE Energy 767
Consumers Energy 765

Alliant Energy 757

We Energies 753

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction Study™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study”™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Midwest Region: Midsize Segment

Kentucky Utilities 804
NIPSCO 804
Indiana Michigan Power 784
Segment Average 779

Louisville Gas & Electric 775

The Illuminating Company 767

WPS 767
AES Indiana 766
AES Ohio 754

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction StudyV

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power

2024 Electric Utility Business Customer Satisfaction Study®"

Overall Customer Satisfaction Index Ranking

(Based on a 1,000-point scale)

South Region: Large Segment

Georgia Power

Entergy Arkansas

Dominion Energy

Alabama Power

Segment Average

Duke Energy Progress

Florida Power & Light

OG&E

Duke Energy Carolinas

Duke Energy Florida

CPS Energy

Entergy Louisiana

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction StudysM
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

SM

South Region: Midsize Segment

Entergy Texas 846

Austin Energy 817
Entergy Mississippi 810
Xcel Energy 806
Tampa Electric 805
Segment Average 799

Public Service Co. of Oklahoma

JEA

SWEPCO

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study®™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Large Segment

Idaho Power 822
SRP 814
Rocky Mountain Power 812
APS 800
Southern California Edison 797

Puget Sound Energy 774
Segment Average 771
Pacific Power 770

NV Energy 760

Portland General Electric 754

San Diego Gas & Electric 745
Xcel Energy 739
Pacific Gas and Electric 733

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction StudysM

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 Electric Utility Business Customer Satisfaction Study”™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

West Region: Midsize Segment

Seattle City Light 843
L.A. Dept. of Water & Power 831

SMUD

Segment Average

El Paso Electric

PNM

NorthWestern Energy

Source: J.D. Power 2024 U.S. Electric Utility Business Customer Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



