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Utilities Struggle to Build Appealing Consumer Brands as Rates Continue to Rise, J.D. Power
Finds

Reputation-Building Initiatives Fail to Connect with Utility Customers

TROY, Mich.: 23 July 2025 — With the average monthly residential electric utility bill now
reaching $190 (a 6% increase since 2024), and the average monthly residential gas bill reaching
$113 (a 7% increase since 2024), utility customers are understandably concerned about
affordability. Against that backdrop, utilities are struggling to build their reputations and brands
with perceptions of affordability, energy-innovation leadership and community stewardship
largely missing the mark.

That's the major takeaway from two studies that evaluate the overall brand appeal of electric
and gas utilities in the United States: the J.D. Power 2025 U.S. Electric Utility Brand Appeal Index
StudySMand the J.D. Power 2025 U.S. Gas Utility Brand Appeal Index Study,*M both released
today.

“Overall utility brand appeal is down this year, driven largely by declines in reputation attributes,’
said Chris Oberle, managing director of utilities intelligence at J.D. Power. “While customers
trust their electric and gas utilities to deliver reliable service, they do not feel like their utilities
are going the extra mile to help them by keeping costs down, delivering personalized
communications, demonstrating commitment to the environment or focusing on innovation.
Brand appeal is critical to influencing customer behaviors that lead to increased usage of
programs and options, higher levels of customer satisfaction, support for rate increases and
positive market sentiment.”

Following are some of the key findings of the 2025 studies:

o Brand appeal declines: Overall brand appeal scores decline 1 point to 694 (on a 1,000-
point scale) for electric utilities and 3 points to 714 for gas utilities, driven largely by
declines in company reputation. Attributes such as customer focus, dedication to
community and environmental stewardship, as well as industry innovation leadership,
also decline significantly in both 2025 studies.

o Brand appeal connected to customer satisfaction and support for rate increases:
Average overall satisfaction among customers who indicate positive brand appeal for
their utility is 399 points higher than among those who indicate negative brand appeal.
Utilities with appealing brands also enjoy higher customer loyalty, an increase in support
for rate increases and a significantly higher percentage of customers willing to advocate
for the utility.

o Utilities need to look beyond delivering the basics: The customer trust score for electric
utilities is 724 and for gas utilities is 750—the highest-scoring factors in both studies.
This suggests that customers trust their utilities to deliver reliable service, but simply
providing reliable service is not enough to elevate overall brand perceptions. Utilities



need to establish core value propositions to create a stronger brand impression with
their customers.

o Communications efforts fall flat: Utility customer communication efforts through paid
advertising, digital communications, bill-based messaging and news media are failing to
connect with customers. Overall communication intensity scores, which measure total
volume and customer recall of communications across different media, have fallen
sharply in 2025 for both electric and gas utilities.

Study Rankings
Highest-ranking electric utilities in brand appeal by region and category are as follows:

East: PSE&G (737) (for a second consecutive year)
Midwest: MidAmerican Energy (732)

South: EPB (747) (for a second consecutive year)
West: SRP (757)

Cooperatives: Delaware Electric Cooperative (763)

Highest-ranking gas utilities in brand appeal by region are as follows:

East: PSE&G (748) (for a second consecutive year)

Midwest: MidAmerican Energy (743) (for a second consecutive year)
South: Columbia Gas of Virginia (749) (for a second consecutive year)
West: Cascade Natural Gas (743)

The Electric Utility Brand Appeal Index Study and Gas Utility Brand Appeal Index Study, both now
in their third year, analyze how well U.S. utilities relate to their customers and evaluate the
specific actions that influence overall brand experience—including company reputation,
marketing execution and customer trust—among 151 electric utilities and 84 gas utilities. The
index applies to all U.S. electric and natural gas utilities profiled in the annual J.D. Power Electric
Utility Residential Customer Satisfaction Study*™ and the J.D. Power Gas Utility Residential
Customer Satisfaction Study.M This year’s studies captured the responses of 155,079 utility
customers and were fielded from July 2024 through May 2025.

For more information about the Utility Brand Appeal Index studies, visit
https://www.jdpower.com/business/utility-brand-appeal-index.

See the online press release at http://www.jdpower.com/pr-id/2025075.

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.


https://www.jdpower.com/business/utility-brand-appeal-index
http://www.jdpower.com/pr-id/2025075

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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J.D. Power
2025 U.S. Electric Utility Brand Appeal Index Study

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

SM

East
PSE&G 737
PECO 714
Con Edison 706
Duquesne Light 705
Pepco 703
Green Mountain Power 702
West Penn Power 700
BGE 695
PPL Electric Utilities 695
Delmarva Power 687
Jersey Central Power & Light 686
National Grid 685
Penn Power 684
PSEG Long Island 683
United llluminating 683
682

Region Average

Mon Power 676

Penelec 676

Met-Ed 674

Potomac Edison 669
Atlantic City Electric
Orange & Rockland
Eversource

Rhode Island Energy
NYSEG

Appalachian Power
Rochester Gas & Electric
Central Hudson Gas & Electric
Versant Power

Central Maine Power

Source: J.D. Power 2025 U.S. Electric Utility Brand Appeal Index 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
2025 U.S. Electric Utility Brand Appeal Index Study®"

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

Midwest
MidAmerican Energy 732

Otter Tail Power Company 723
Xcel Energy 718
Indiana Michigan Power 714
Omaha Public Power District 714
Consumers Energy 713

WPS 711

Ameren Missouri 710
Kentucky Utilities 709

ComEd 708

Madison Gas & Electric 706
Lincoln Electric System 704
Ameren lllinois 703

Ohio Edison 702

NIPSCO 701

Region Average 701

AEP Ohio 700

The Illuminating Company 700
We Energies 700

Alliant Energy 699

Duke Energy 699

DTE Energy 695

Minnesota Power 695

Louisville Gas & Electric 689

Toledo Edison 684

Evergy 682
AES Ohio 673
AES Indiana
City Utilities

Kentucky Power
Liberty Utilities
CenterPoint Energy

Source: J.D. Power 2025 U.S. Electric Utility Brand Appeal Index 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
2025 U.S. Electric Utility Brand Appeal Index Study®™

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

South
EPB 747
Mississippi Power 735
ouc 735
Entergy Mississippi 733
Georgia Power 730
Florida Power & Light 729
Santee Cooper 727
Alabama Power 712
Dominion Energy 711
Public Service Co. of Oklahoma 710
Region Average 709
Cleco Power 705
Duke Energy Progress 704
Knoxville Utilities Board 701
OG&E 701
SWEPCO 701
Tampa Electric 701
Duke Energy Florida 700
City of Tallahassee 699
Entergy Arkansas 699
Xcel Energy 699
Duke Energy Carolinas 697
NES 696
Lakeland Electric 695
Entergy Texas 693
Huntsville Utilities
CPS Energy
Entergy Louisiana
JEA

Austin Energy
Entergy New Orleans
MLGW

Source: J.D. Power 2025 U.S. Electric Utility Brand Appeal Index 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
2025 U.S. Electric Utility Brand Appeal Index Study®"

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

West
SRP 757
Clark Public Utilities 737
SMUD 728
Snohomish County PUD 726
Anaheim Public Utilities 723
Idaho Power 717
Montana-Dakota Utilities 708
Seattle City Light 708
Puget Sound Energy 707
Tucson Electric Power 699
Rocky Mountain Power 696
APS 695
Avista 694

Southern California Edison 693
Imperial Irrigation District 690
Tacoma Power 687

El Paso Electric

L. A. Dept. of Water & Power
Pacific Power

Colorado Springs Utilities
NV Energy

NorthWestern Energy
Region Average

Black Hills Energy

Xcel Energy

PNM

Modesto Irrigation District
Portland General Electric
San Diego Gas & Electric
Hawaiian Electric

Pacific Gas and Electric

Source: J.D. Power 2025 U.S. Electric Utility Brand Appeal Index 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
2025 U.S. Electric Utility Brand Appeal Index Study®"

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

Cooperatives
Delaware Electric Cooperative 763
Walton EMC 757
SLEMCO 756
Cobb EMC 755
Sawnee EMC 754
Jackson EMC 752
GreyStone Power 741
SECO Energy 739
Middle Tennessee EMC 733
Snapping Shoals EMC 733
Dakota Electric Association 729
EnergyUnited 729
Great Lakes Energy 729
Magic Valley Electric Cooperative 728
Withlacoochee River Electric Cooperative 727
CoServ 725
Region Average 725
Rappahannock Electric Cooperative 723
Berkeley Electric Cooperative 721
NOVEC 721
Volunteer Energy Cooperative 718
Clay Electric Cooperative 717
Pedernales Electric 715
Southern Maryland Electric Cooperative 713
DEMCO 712
Connexus Energy 711
709

CORE Electric Cooperative

South Central Power 704

Carroll Electric Cooperative Corporation
Lee County Electric Cooperative
Tri-County Electric Cooperative

Source: J.D. Power 2025 U.S. Electric Utility Brand Appeal Index 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
2025 U.S. Gas Utility Brand Appeal Index Study

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

East
PSE&G 748
Elizabethtown Gas 733
New Jersey Natural Gas 730
Washington Gas 730
Con Edison 729
South Jersey Gas 728
National Fuel Gas 727
PECO 726
Columbia Gas of Pennsylvania 725
Southern Connecticut Gas 724
Peoples 723
UGl 723
Region Average 715
Philadelphia Gas Works 710
BGE 707
Delmarva Power 705
Connecticut Natural Gas 702
National Grid 701
Liberty Utilities 694
Eversource 685
Orange & Rockland 667
Rhode Island Energy 667
NYSEG

Rochester Gas & Electric

Source: J.D. Power 2025 U.S. Gas Utility Brand Appeal Index 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
2025 U.S. Gas Utility Brand Appeal Index Study®"

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

Midwest
MidAmerican Energy 743
Black Hills Energy 742
Xcel Energy 735
Atmos Energy 734
Columbia Gas of Ohio 733
Metropolitan Utilities District 733
NIPSCO 731
Consumers Energy 727
Madison Gas & Electric 726
Nicor Gas 725
WPS 725
Minnesota Energy Resources 723
Alliant Energy 722
Michigan Gas Utilities 722
Citizens Energy Group 721
Region Average 721
We Energies 719
DTE Energy 718
Kansas Gas Service 718
North Shore Gas 717
SEMCO Energy Gas Company 715
Peoples Gas 714
Ameren lllinois 713
CenterPoint Energy 713
Louisville Gas & Electric 711
Spire 710
707

Duke Energy

Source: J.D. Power 2025 U.S. Gas Utility Brand Appeal Index 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
2025 U.S. Gas Utility Brand Appeal Index StudySIVI

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

South

Columbia Gas of Virginia 749
TECO Peoples Gas 748
Spire 747

Piedmont Natural Gas 740
Atmos Energy 738

Black Hills Energy 736
Dominion Energy 736

Texas Gas Service 730
Virginia Natural Gas 727
Oklahoma Natural Gas 725
Region Average 725

CoServ 724

CPS Energy 720

CenterPoint Energy 714
Mountaineer Gas Company 713

684

Summit Utilities

MLGW 651

Source: J.D. Power 2025 U.S. Gas Utility Brand Appeal Index 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
2025 U.S. Gas Utility Brand Appeal Index StudySIVI

Overall Brand Appeal Index Ranking
(Based on a 1,000-point scale)

West
Cascade Natural Gas 743
Southwest Gas 736
Intermountain Gas Company 732
NW Natural 731
Avista 730
Montana-Dakota Utilities 728
Southern California Gas Company 728
Puget Sound Energy 725
ENSTAR 718
NorthWestern Energy 714
New Mexico Gas Company 713
UniSource Energy Services 705
Black Hills Energy 701
Colorado Springs Utilities 701
Region Average 699
Long Beach Gas & Oil 688
Xcel Energy 684
NV Energy 683
San Diego Gas & Electric 672
Pacific Gas and Electric 632

Source: J.D. Power 2025 U.S. Gas Utility Brand Appeal Index 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.



