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GENERAL INFORMATION 
FY 2022-2023 Hospitality Tax Grant Requests 
Last week a list of Hospitality Tax grant requests were submitted as a part of this report. To answer some questions 
about the required use of Hospitality Tax as required by South Caroline law, the information below is provided.  

The city levies a 2% tax on prepared meals and beverages sold in establishments within the city. The uses 
of the Hospitality Tax are limited, from theSC Codes of Laws – SECTION 6-1-730.  
(A) The revenue generated by the hospitality tax must be used exclusively for the following purposes: 

(1) tourism-related buildings including, but not limited to, civic centers, coliseums, and 
aquariums; 
(2) tourism-related cultural, recreational, or historic facilities; 
(3) beach access and renourishment; 
(4) highways, roads, streets, and bridges providing access to tourist destinations; 
(5) advertisements and promotions related to tourism development; 
(6) water and sewer infrastructure to serve tourism-related demand; 
(7) control and repair of flooding and drainage within or on tourism-related lands or areas; or 
(8) site preparation for items in this section including, but not limited to, demolition, repair, or 
construction. 

Source: https://www.scstatehouse.gov/code/statmast.php 
 
Upcountry Fiber  
This week staff met with officials at Blue Ridge Electric Cooperative to explore opportunities to bring Upcountry 
Fiber into Westminster and the surrounding areas. Blue Ridge is working diligently to make access of the fiber 
available where interest and cost align. There is significant opportunity for the service to be provided throughout 
the city.  
 
More information is available here: https://www.upcountryfiber.com/  
 
Those interested please see the tab on the top right corner of the upcountryfiber webpage where you can 
“Register Interest.”  
 
Retreat Street Park  
This week staff executed a contract with a local landscaping company to begin improvements to the Retreat Street 
Park stage. These improvements will make the front of the stage more safe and greatly improve the appearance of 
the stage. A sitting wall will also be constructed in the park. Dates and schedules will be provided when available 
(material delivery is uncertain given the current supply chain constraints). These improvements are paid in part by 
the Westminster Rotary Club through a grant to the city.  
 
Westminster Planning Commission 
Nothing new to report.  
 
OJRSA 
There is no Board activity to report. 
 

Gateway to the Mountain Lakes Region 
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PMPA 
PMPA Board met Thursday, March 24, 2022  
After considerable evaluation of financial scenarios, the PMPA Board approved a Base Billing Credit of $10.8 
million. The billing credit due to Westminster is $147,398. This will be credited to the monthly PMPA bill in 
monthly increments between June–December 2022.  

voting in favor of returning surplus funds Westminster, Greer, Rock Hill, Union and Clinton  
voting against the returning of surplus funds Abbeville, Easley, Gaffney, Laurens, and Newberry  

 
2021 Residential Customer Satisfaction Study 
Routinely PMPA contracts with a GreatBlue, a market research firm, to conduct a customer satisfaction study of 
residents level of satisfaction with Westminster-provided electricity service. The information learned from this 
report is important to the city as we continue to increase power reliability, enhance safety features and control 
costs. PMPA pays for the research, there is no expense to Westminster.  
 
Also attached is the collective data for six participating PMPA cities. This information further informs us and 
provides Westminster with comparable data for electric providers most similar to itself.  
 
There is information in the report that is sobering to learn. The city staff have made great strides in rehabilitating 
and enhancing much of the electric system to increase electric reliability. We will continue to do so. This 
information provides useful data from which we hope to benchmark our current and future progress. We have 
much to do as a city to earn a higher level of satisfaction from our customers.  
 
You are encouraged to read both study reports. 
 
PMPA Financial Statements and Schedules 
Attached are the Financial Statements and Schedules for December 31, 2021 and 2020.  
 
PLEASE MARK YOUR CALENDARS 
March 31, 2022 5:00 pm-7:00 pm – Oconee Economic Alliance Annual Meeting at Keowee Key 
 
April 4, 2022 at 4:00 pm OJRSA Board Meeting at OJRSA 
April 5, 2022 at 6:00 pm – City Council Meeting at the Depot – this is a reschedule  
April 6, 2022 at 4:00 pm City Council Budget Workshop at the Depot – this is a reschedule 
April 15, 2022 – City Holiday - Good Friday 
April 21, 2022 at 10:00 am – PMPA Board Meeting at PMPA 
April 26, 2022 Special Election for three (3) City Council Seats – Westminster Fire Department – 7:00 am-7:00 pm 
April 25, 2022 6:00 pm Called City Council Budget Workshop at the Depot - this is a reschedule 
April 18, 2022 at 5:00 pm – Westminster Planning Commission at the Depot 
April 28, 2022 at 10:00 am Certification of Election Results 
 
May 6, 2022 4:00 pm Swearing in Ceremony for New City Council Members – the Depot – tentative  
May 10, 2022 – City Holiday - Confederate Memorial Day 
May 17, 2022 at 6:00 pm City Council Meeting and Public Hearing for FY2023 Budget at the Depot 
 
Special Events Calendar (events scheduled for downtown)  
April 1, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park - Retreat Street Park | organizer: Reggie Dion, The 
Upper District 
April 15, 2022 – 5:00 pm-9:00 pm – Three Crosses | organizer: Cross Roads #2 Baptist Church 
April 23, 2022 – 3:00 pm- 8:00 pm - Music on Main, spring event 1 of 2 | organizer: Westminster Music Centre 
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May 21, 2022 – 3:00 pm – 8:00 pm Music on Main, spring event 2 of 2 | organizer: Westminster Music Centre 
 
June 3, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park – Retreat Street Park - Retreat Street Park | 
organizer: Reggie Dion, The Upper District 
 
July 1, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park - Retreat Street Park | organizer: Reggie Dion, The 
Upper District 
 
August 5, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park - Retreat Street Park | organizer: Reggie Dion, The 
Upper District 
 
September 2, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park - Retreat Street Park | organizer: Reggie Dion, 
The Upper District 
 
October 7, 2022 – 5:00 – 10:00 pm - First Friday Music in the Park - Retreat Street Park | organizer: Reggie Dion, 
The Upper District 



2021 Residential Customer Satisfaction Study 
City of Westminster

25 February 2022 
Confidential & Proprietary

Report of Findings
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In-depth Interviews 
Telephone Surveys 

Digital Surveys 
Focus Groups 

Journey Mapping

Harnessing the Power of Data to Help Clients 
Achieve Organizational Goals
Data to support strategic decisions to improve on products and 
services. Since 1979, our experience with study and instrument 
design, data collection, analysis, and formal presentation assists 
our clients in identifying the “why” and “what’s next.” 

Talent with a knowledge base in a wide range of industries and 
methodologies ensures a 360º view of the challenges faced and 
the expertise to address them. 

Solutions that are customized to provide a personalized 
approach of understanding organizational, employee, and 
customer needs allowing for more informed decisions.
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Project Overview
๏ GreatBlue Research was commissioned by the Piedmont Municipal Power Agency (hereinafter “PMPA”) to 

conduct a market research study with the goal of better understanding the satisfaction levels of residential 
customers serviced by PMPA member utilities.  

๏ The primary goals for this research study were to assess satisfaction levels of residential customers of PMPA’s 
member utilities and highlight attitudes and awareness regarding various electric utility-related characteristics. 

๏ In order to service these research goals, GreatBlue employed a telephone survey to capture the opinions of 
residential customers living in PMPA’s member cities.  

๏ The outcome of this research will enable PMPA and its member utilities to a) more clearly understand, and 
ultimately set, customer expectations, b) act on near-term opportunities for improvement, and c) create a strategic 
roadmap to increase customer satisfaction. 

5



Areas of 
Investigation

The 2021 Piedmont Municipal Power Agency Residential 
Customer Satisfaction Study specific to the City of 
Westminster leveraged a quantitative research methodology 
to address the following areas of investigation:


๏ Overall satisfaction with electric service received

๏ Assessment of service representatives  

๏ Assessment of installation and repair employees 

๏ Overall perception of electric utility

๏ Unique questions specific to the City of Westminster

๏ Demographic profile of respondents



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction.

Methodology 

Telephone

7

Research Methodology Snapshot - Composite

Target 

Residential 
Customers

No. of Completes 

1,201

No. of Questions 

30*

Margin of Error 

2.82%

Incentive 

None

Confidence Level 

95%

Quality Assurance 

Dual level**

Research Dates 

January 6 -  
February 1, 2022

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.  
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.

Sample 

Customer list
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Methodology 

Telephone

8

Research Methodology Snapshot -  
City of Westminster 

Target 

Residential 
Customers

No. of Completes 

119

No. of Questions 

31*

Margin of Error 

8.53%

Incentive 

None

Confidence Level 

95%

Quality Assurance 

Dual level**

Research Dates 

January 6 -  
February 1, 2022

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.               
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.

Sample 

Customer list
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Key Study Findings
๏ Overall satisfaction with electric service provided by the City of Westminster was 47.9%. The 2021 satisfaction rating is 18.7 

percentage points lower than the National Public Power Data Source* average (66.6%). 
- The most frequent open-ended response was “unreliable service/frequent outages/surges” (44.3%) among 

respondents who rated their electric utility “01-03,” “unreliable service/frequent outages/surges” (38.7%) among those 
who rated their utility “04,” and “no problems/issues” (40.0%) among those who rated their utility “05.” 

๏ When 2021 survey respondents were asked to compare the City of Westminster’s electric service to the ideal provider, 
42.8% provided a positive rating of either “04” (21.4%) or “05” (21.4%). 

๏ 75.9% of survey participants reported experiencing a “service interruption with their electric service longer than 5 seconds 
within the last 3 months” and 61.6% of respondents indicated the issue is recurring. 

๏ Although roughly two-thirds of respondents (65.4%) who experienced a service interruption reported the problem was 
corrected in a reasonable amount of time, 34.6% indicated it was not. 

- Of those who indicated the problem was not corrected in a reasonable amount of time, 54.3% indicated the reason to 
be “slow response to outages,” and 22.9% indicated “unreliable service/frequent outages/surges.”

*The Public Power Data Source is a tool measuring customer satisfaction ratings and perceptions of trends in the 
electric industry to help public power utilities benchmark themselves against other utilities and national averages. 
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Key Study Findings, continued
๏ More than one-half of respondents, 56.3%, provided a positive rating of either “04” (21.8%) or “05” (34.5%) regarding the 

reliability of the electric service they receive from the City of Westminster. 

๏ One-half of respondents (51.7%) reported their expectations for electric service are being met by the City of Westminster 
(“04” and “05” responses). 

๏ Two-fifths of respondents (40.9%) provided positive ratings for the value of the electric service provided by the City of 
Westminster. 

๏ 66.4% of respondents provided positive ratings for the City of Westminster’s overall customer service. Comparatively, 75.5% 
gave positive ratings for the City of Westminster’s employees.  

- The most frequent open-ended responses were “poor customer service” (19.2%) among respondents who rated their 
electric utility employees “01-03,” “good customer service” (56.0%) among those who rated their utility employees “04,” 
and “good customer service” (45.5%) among those who rated their utility employees “05.” 

๏ Ratings for all four (4) customer service characteristics were above 68.0% in 2021, resulting in a 73.7% average frequency of 
respondents who reported “04” or “05.”  

๏ Ratings for all four (4) metrics related to installation and repair employees were above 70.0%, resulting in a 75.2% overall 
average frequency of respondents who reported “04” or “05.”
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Key Study Findings, continued
๏ In 2021, 56.9% of survey participants provided positive ratings (“04” or “05”) for the City of Westminster informing them and 

communicating with them as customers.  

๏ More than three-quarters of respondents (77.9%) provided positive ratings (“04 or “05”) regarding the ease of understanding 
the monthly utility bill they receive from the City of Westminster. 

๏ Just over one-half of 2021 survey respondents (52.5%) reported a positive overall perception (“04” and “05” responses) of the 
electric service provided by the City of Westminster. 

๏ Slightly less than one-half of 2021 survey respondents (47.7%) indicated they would likely remain a customer of the City of 
Westminster, if given the opportunity to switch companies (“04” and “05” responses). 

๏ When asked what the single most important thing the City of Westminster can do to improve the way they deal with customer 
concerns, the most frequent open-ended responses were “lower rates” (17.6%), followed by “none/nothing” (14.3%) and 
“don’t know/unsure” (13.4%). 

๏ Finally, while 69.7% of respondents reported “none/nothing” when asked to provide any further comments or suggestions, 
12.6% indicated “lower rates.”



Slide /Copyright 2006 - 2022 Great Blue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 13

Overall Satisfaction Below National Average

*Source: APPA Public Power Data Source powered by GreatBlue Research, Inc. (January 2021). The Public Power Data Source is a tool measuring customer 
satisfaction ratings and perceptions of trends in the electric industry to help public power utilities benchmark themselves against other utilities and national averages. 

Overall, how satisfied are you with the electric service provided by the City of Westminster Please use a 1 to 5 
scale where 1 is “very unsatisfied” and 5 is “very satisfied.” (Total “04” and “05” responses without “don’t know”) Q

Overall satisfaction with electric service provided by the City of Westminster was 47.9%. The 2021 satisfaction rating is 18.7 
percentage points lower than the National Public Power Data Source* average (66.6%).

0%

25%

50%

75%

100%

Very unsatisfied 02 03 04 Very satisfied

21.4%
26.5%

20.5%

10.3%

21.4%

2021

47.9%

66.6% 
National public power 

overall satisfaction 
rating* 
(2021)
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Varying Sentiments Toward Utility
The most frequent open-ended response was “unreliable service/frequent outages/surges” (44.3%) among 
respondents who rated their electric utility “01-03,” “unreliable service/frequent outages/surges” (38.7%) among 
those who rated their utility “04,” and “no problems/issues” (40.0%) among those who rated their utility “05.”

Item… %
No problems/issues 40.0
Prompt response to issues/outages 28.0
Good, reliable service 20.0
Good company/doing a good job 4.0
Great customer service 4.0
Other (various) 4.0
None/nothing 4.0

Item… %
Unreliable service/frequent outages/surges 38.7
No problems/issues 16.1
Too expensive 16.1
Good, reliable service 16.1
Nice, friendly, polite customer service 3.2
Fees/surcharges 3.2
Poor customer service 3.2
Other (various) 3.2

Can you please tell me why you rated  
the utility 01-03? (N=61)
Q Can you please tell me why you rated 

the utility 04? (N=31)
Q Can you please tell me why you rated 

the utility 05? (N=25)
Q

Item… %
Unreliable service/frequent outages/surges 44.3
Too expensive 27.9
Expressed multiple issues 24.6
Average/some good/some bad 1.6
Don’t know/refused 1.6
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2021
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Two-fifths of Respondents Indicate  
“Close to the Ideal” Provider 

Imagine the ideal electric provider. How does the City of Westminster’s electric service compare to the ideal 
provider? Use a 1-5 scale where 1 is “not very close to the ideal” and 5 is “very close to the ideal.”Q

When 2021 survey respondents were asked to compare the City of Westminster’s electric service to the 
ideal provider, 42.8% provided a positive rating of either “04” (21.4%) or “05” (21.4%).

42.8%
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Three-fifths Report Recurring Service 
Interruptions

Not including any scheduled service interruptions that were announced 
ahead of time, have you experienced a service interruption with your 
electric service longer than 5 seconds within the last 3 months?
Q

2021

0% 25% 50% 75% 100%

24.1%75.9%

Yes No

Has this been a recurring issue? Q

2021

0% 25% 50% 75% 100%

38.4%61.6%

Yes No

Three-quarters of respondents (75.9%) reported experiencing a “service interruption with their electric service longer 
than 5 seconds within the last 3 months.” Of note, 61.6% of respondents indicated the issue is recurring.
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Majority Satisfied With Problem 
Resolution Time 
Although roughly two-thirds of respondents (65.4%) who experienced a service interruption reported the problem was 
corrected in a reasonable amount of time, 34.6% indicated it was not. Of those who indicated the problem was not 
corrected in a reasonable amount of time, 54.3% indicated the reason to be “slow response to outages,” and 22.9% 
indicated “unreliable service/frequent outages/surges.”

Was the problem corrected in a reasonable amount of time? Q

2021

0% 25% 50% 75% 100%

34.6%65.4%

Yes
No

Please explain? (n=13)Q
Item… %

Slow response to outages 54.3

Unreliable service/frequent outages/surges 22.9

Other (various) 8.6

Don’t know/refused 8.6

Depends/varies 2.9

Poor response time/issue not resolved 2.9
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More than One-half of Respondents 
Indicate Utility is Reliable  

How reliable is the electric service you receive from the City of Westminster? 
Please use a scale of 1 to 5 where 1 is “not reliable” and 5 is “very reliable.”Q

0%

25%

50%

75%

100%

Not reliable 02 03 04 Very reliable 

34.5%

21.8%
26.1%

7.6%10.1% 2021

More than one-half of respondents, 56.3%, provided a positive rating of either “04” (21.8%) or “05” (34.5%) 
regarding the reliability of the electric service they receive from the City of Westminster.

56.3%
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One-half Report Utility Meets Expectations  

To what extent has the City of Westminster met your expectations for electric service? Use a 1-5 
scale where 1 is “falls short of your expectations” and 5 is “exceeds your expectations.” Q

In 2021, one-half of respondents (51.7%) reported their expectations for electric service are being met by 
the City of Westminster (“04” and “05” responses).

0%

25%

50%

75%

100%

Falls short of  
your expectations

02 03 04 Exceeds  
your expectations 

26.3%25.4%22.9%

8.5%
16.9%

2021

51.7%
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Considering what you pay for what you receive, how do you rate the value of the electric service provided by 
the City of Westminster? Please use a scale of 1 to 5, where 1 is “not at all valuable” and 5 is “very valuable.”Q

0%

25%

50%

75%

100%

Not at all valuable 02 03 04 Very valuable

17.4%
23.5%22.6%

15.7%
20.9%

2021

Two-fifths of respondents (40.9%) provided positive ratings for the value of the electric service provided by the City of 
Westminster (“04” or “05” responses).

Varying Ratings for Value of Electric Service

40.9%
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Majority Rate Employees Positively
In 2021, two-thirds of respondents (66.4%) provided positive ratings of “04” (21.6%) or “05” (44.8%) for the City of 
Westminster’s overall customer service. Comparatively, three-quarters of respondents (75.5%) gave positive ratings for the 
City of Westminster’s employees (“04” and “05” responses). 

How do you rate the overall 
customer service provided by 
the City of Westminster? Please 
use a scale of 1 to 5, where 1 is 
“very poor” and 5 is “excellent.”

Q Very poor

02

03

04

Excellent

0% 25% 50% 75% 100%

51.9%

23.6%

12.3%

3.8%

8.5%

2021

Considering all of your experiences 
regarding the electric service with 
the City of Westminster employees, 
how do you rate the employees 
overall? Please use a scale of 1 to 5, 
where 1 is “very poor” and 5 is 
“excellent.”

Q
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Varying Sentiments Toward Employees
The most frequent open-ended responses were “poor customer service” (19.2%) among respondents who rated their electric 
utility employees “01-03,” “good customer service” (56.0%) among those who rated their utility employees “04,” and “good 
customer service” (45.5%) among those who rated their utility employees “05.”

Item… %
Good customer service 45.5
Do a good job/easy to deal with 23.6
No problems/issues 10.9
Prompt response to issues/outages 7.3
Not enough contact with employees 3.6
Expressed multiple reasons 3.6
Reliable/Dependable 1.8
Willing to work with customers 1.8
Don’t know/refused 1.8

Item… %
Good customer service 56.0
Depends on the rep 12.0
Not enough contact with employees 8.0
Do a good job/easy to deal with 4.0
Always room for improvement 4.0
Reliable 4.0
Poor customer service 4.0
Other (various) 8.0

Can you please tell me why you rated 
the city employees 01-03? (N=26)Q Can you please tell me why you rated 

the city employees 04? (N=25)Q Can you please tell me why you rated 
the city employees 05? (N=55)
Q

Item… %
Poor customer service 19.2
Reps not helpful 15.4
Unreliable service 11.5
Arrogant management 7.7
Not enough contact with employees 7.7
None/nothing 7.7
Questions not answered 3.8
Depends on the rep 3.8
Don’t care about customers/won’t work with 
customers 3.8

Company was unresponsive 3.8
Phone system needs improvement 3.8
Billing issues 3.8
Long wait times 3.8
Other (various) 3.8



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 23

Ratings for all four (4) customer service characteristics were above 68.0% in 2021, resulting in a 73.7% average frequency of 
respondents who reported “04” or “05.” The highest frequency of positive responses was recorded for “courtesy” (77.0%), 
followed by “professionalism” (75.7%), “responsiveness” (73.7%) and “problem solving” (68.3%).

Please rate the City of Westminster’s customer service representatives throughout the organization in the following areas. 
Please use a scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.” (Total “04” and “05” responses without “don’t know”) Q

Moderate Customer Service  
Characteristic Ratings 

Characteristic… 2021

Courtesy 77.0

Professionalism 75.7

Responsiveness 73.7

Problem Solving 68.3

Average 73.7
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Please rate the City of Westminster’s electric installation and repair employees in the following areas. Please use a 
scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.” (Total “04” and “05” responses without “don’t know”) Q

Characteristic… 2021

Courtesy 77.4

Professionalism 77.4

Responsiveness 75.6

Fixing Problems 70.2

Average 75.2

Ratings for all four (4) metrics related to installation and repair employees were above 70.0%, resulting in a 75.2% overall 
average frequency of respondents who reported “04” or “05.” The highest frequency of positive responses were recorded for 
“courtesy” and “professionalism” (both rated 77.4%), followed by “responsiveness” (75.6%) and “fixing problems” (70.2%).

Moderate Ratings for Installation and  
Repair Employees 
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Majority Satisfied with Communication

In 2021, 56.9% of survey participants 
provided positive ratings (“04” or “05”) for the 
City of Westminster informing them and 
communicating with them as customers.  

Readers should note that a significant 
amount of respondents (14.7%) reported 
“very poor.”
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31.9%

25.0%

18.1%

10.3%

Very poor 02 03 04 Excellent

How do you rate the City of Westminster on informing and communicating with you as a 
customer? Please use a scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.” Q

14.7%



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 26

Over Three-quarters Rate Utility Bill Positively

How do you rate the monthly utility bill you receive from the City of Westminster in terms of being easy to understand your 
electric usage and cost? Please use a scale of 1 to 5, where 1 is “very difficult to understand” and 5 is “very easy to understand.” Q

0%

25%

50%

75%

100%

Very difficult  
to understand 

02 03 04 Very easy  
to understand 

54.2%

23.7%

9.3%5.9%6.8% 2021

More than three-quarters of respondents (77.9%) provided positive ratings (“04 or “05”) regarding the ease of 
understanding the monthly utility bill they receive from the City of Westminster.

77.9%



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 27

Varied Perception of Electric Service

What is your overall perception of the electric service provided by the City of Westminster?  Use a 1-5 scale where 1 is “very negative” and 5 is “very positive.”  Q
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75%

100%

Very negative 02 03 04 Very positive

30.5%
22.0%22.9%

11.0%13.6%
2021

Just over one-half of 2021 survey respondents (52.5%) reported a positive overall perception (“04” and “05” responses) 
of the electric service provided by the City of Westminster. Readers should note that, 13.6% reported their perception 
of the utility as “very negative.”

52.5%
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Reported Loyalty to Utility Varied 

If given the opportunity to switch to another electric company, how likely are you to continue as a 
customer of the City of Westminster? Use a scale where 1 is “very unlikely” and 5  is “very likely.”
Q
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Very unlikely 02 03 04 Very likely

39.6%

8.1%
16.2%

5.4%

30.6%

2021

Slightly less than one-half of 2021 survey respondents (47.7%) indicated they would likely remain a customer of the City of 
Westminster, if given the opportunity to switch companies (“04” and “05” responses). It should be noted that 30.6% of all 
survey participants indicated they were “very unlikely” to continue as a customer given the opportunity to switch. 

47.7%
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Suggested Improvements  
& Services 

What is the single 
most important 
thing that the City 
of Westminster can 
do to improve the 
way they deal with 
customer 
concerns?

Q
When asked what the single most 
important thing the City of Westminster can 
do to improve the way they deal with 
customer concerns, the most frequent 
open-ended responses were “lower rates” 
(17.6%), followed by “none/nothing” 
(14.3%) and “don’t know/unsure” (13.4%). 

Item… %
Lower rates 17.6
None/nothing 14.3
Don’t know/refused 13.4
Reliable service/outages 9.2
Expressed multiple improvements 8.4
Doing a great job/keep up the good work 5.9
Prompt notification of issues/outages 4.2
Update/maintain infrastructure 3.4
Better communication 3.4
Other (various) 3.4
More care for customers (both options) 3.3
Hire quality employees/management 2.5
Prompt response to issues/outages 1.7
More help/willing to work with customers 
(seniors, fixed income, disabled, etc.) 1.7

Trim trees over power lines 1.7
No problems/issues 1.7
Competition 0.8
Better customer service 0.8
More payment options 0.8
Honest/trustworthy/transparency 0.8
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While 69.7% of respondents 
reported “none/nothing” when 
asked to provide any further 
comments or suggestions, 
12.6% indicated “lower rates.”

Item… %
None/nothing 69.7
Lower rates 12.6
Expressed multiple improvements 3.4
Overall improvement needed/worst electric 1.7
Update/maintain infrastructure 1.7
Doing a great job/keep up the good work 0.8
Alert system for outages/issues 0.8
Ensure accurate/timely billing system 0.8
Prompt response to outages/issues 0.8
Treat all customers the same 0.8
Maintain/update meters as needed 0.8
More care about customers 0.8
Incentives (solar power etc.) 0.8
Underground wiring 0.8
Back up power for customers w/ medical 
equipment 0.8

Return to Blue Ridge for management 0.8
Other (various; each less than 1.0%) 0.8
Don’t know/refused 0.8

Sentiments Toward Suggested  
Utility Improvements 

Do you have 
any further 
comments or 
suggestions? 

Q



SECTION ONE 
About GreatBlue

SECTION TWO 
Project Overview

SECTION THREE 
Key Study Findings

SECTION FOUR 
Considerations

EXHIBITS 
Aggregate Data (Provided Separately)

Table of Contents



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 32

Considerations

๏ Investigate current communications with customers. While the majority of customer reported to be satisfied with 
the City of Westminster’s communication overall, nearly one-out-of-six respondents indicated the communication is “very 
poor.” GreatBlue recommends the City of Westminster evaluate current communication content and methods in order to 
evaluate potential reasons for the poor ratings. It may prove beneficial to gather more specific feedback about possible 
areas of improvement related to communication as well.  

๏ Analyze service interruption restoration. The 2021 survey marked a significant frequency of respondents who 
indicated they have experienced a service interruption. Further, a notable frequency of respondents indicated the 
interruptions were recurring. The City of Westminster should investigate potential reasons for the elevated percentage of 
survey participants who reported recurring outages, in order to mitigate further declines in service ratings specific to 
reliability and restoration. Increased service reliability would likely help to improve overall customer satisfaction and loyalty.
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In-depth Interviews 
Telephone Surveys 

Digital Surveys 
Focus Groups 

Journey Mapping

Harnessing the Power of Data to Help Clients 
Achieve Organizational Goals
Data to support strategic decisions to improve on products and 
services. Since 1979, our experience with study and instrument 
design, data collection, analysis, and formal presentation assists 
our clients in identifying the “why” and “what’s next.” 

Talent with a knowledge base in a wide range of industries and 
methodologies ensures a 360º view of the challenges faced and 
the expertise to address them. 

Solutions that are customized to provide a personalized 
approach of understanding organizational, employee, and 
customer needs allowing for more informed decisions.
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Project Overview
๏ GreatBlue Research was commissioned by the Piedmont Municipal Power Agency (hereinafter “PMPA”) to 

conduct a market research study with the goal of better understanding the satisfaction levels of residential 
customers serviced by specific PMPA member utilities.  

๏ The primary goals for this research study were to assess satisfaction levels of residential customers of specific 
PMPA member utilities and highlight attitudes and awareness regarding various electric utility-related 
characteristics. 

๏ In order to service these research goals, GreatBlue employed a telephone survey to capture the opinions of 
residential customers living in PMPA’s member cities.  

๏ The outcome of this research will enable PMPA and its member utilities to a) more clearly understand, and 
ultimately set, customer expectations, b) act on near-term opportunities for improvement, and c) create a strategic 
roadmap to increase customer satisfaction. 

5



Areas of 
Investigation

The 2021 Piedmont Municipal Power Agency Residential 
Customer Satisfaction Study leveraged a quantitative 
research methodology to address the following areas of 
investigation:


๏ Overall satisfaction with electric service received

๏ Assessment of service representatives  

๏ Assessment of installation and repair employees 

๏ Overall perception of electric utility

๏ Demographic profile of respondents
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Methodology 

Telephone

7

Research Methodology Snapshot - Composite

Target 

Residential 
Customers

No. of Completes 

1,201

No. of Questions 

30*

Margin of Error 

2.82%

Incentive 

None

Confidence Level 

95%

Quality Assurance 

Dual level**

Research Dates 

January 6 -  
February 1, 2022

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.  
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.

Sample 

Customer list
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Key Study Findings
๏ Overall satisfaction with electric service provided by the surveyed PMPA member utilities decreased to 73.7% in 2021 from 

78.9% in 2019. The 2021 satisfaction rating is 7.1 percentage points higher than the National Public Power Data Source* 
average (66.6%). 

- When respondents were asked to indicate why they rated their electric utility the way they did, the most frequent open 
ended response was “too expensive/high rates/rate increase” (49.2%) among respondents who rated their electric 
utility “01-03,” “too expensive/high rates/rate increase” (25.1%) among those who rated their utility “04” and “no 
problems or issues” (44.3%) among those who rated their utility “05.”” 

๏ When 2021 survey respondents were asked to compare the surveyed PMPA member utilities’ electric service to the ideal 
provider, 71.0% provided a positive rating (from 74.7% in 2019). 

๏ The frequency of respondents who indicated having experienced an unscheduled “service interruption with their electric 
service longer than 5 seconds within the last 3 months" increased to 40.7% (over 15.6% in 2019). 

๏ More than eight-out-of-ten respondents (83.1% from 83.2% in 2019) who experienced a service interruption reported the 
problem was corrected in a reasonable amount of time. 

- Respondents who reported the interruption was not corrected in a reasonable amount of time most frequently 
indicated the reason to be “slow response to outages” (45.0%), followed by “unreliable service/frequent outages/
surges” (20.0%).

*The Public Power Data Source is a tool measuring customer satisfaction ratings and perceptions of trends in the 
electric industry to help public power utilities benchmark themselves against other utilities and national averages. 
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Key Study Findings, continued
๏ More than four-fifths of respondents, 86.8%, provided a positive rating regarding the reliability of the electric service they 

receive from the surveyed PMPA member utilities. This frequency decreased 4.6 percentage points from 91.4% in 2019.  

๏ 78.5% of respondents reported their expectations for electric service are being met by the surveyed PMPA member utilities 
(“04” and “05” responses), a declined in frequency compared to 80.1% in 2019 (-1.6 percentage points). 

๏ 67.1% of respondents provided positive ratings for the value of the electric service provided by the surveyed PMPA 
member utilities (“04” or “05” responses). This frequency increased 3.2 percentage points over 63.9% in 2019. 

๏ The majority of respondents (83.6%) provided positive ratings for the surveyed PMPA member utilities’ overall customer 
service, a 4.1 percentage point decline from 87.7% in 2019. 

๏ The majority of respondents provided positive ratings for the surveyed PMPA member utilities’ employees, decreasing to 
87.5% from 90.1% in 2019. 

- When respondents were asked to indicate why they rated their electric utility’s employees the way they did, the most 
frequent open ended response was “poor customer service” (27.6%) among respondents who rated their electric 
utility employees “01-03,” “good customer service” (26.0%) among those who rated their utility employees “04” and 
“good customer service” (47.0%) among those who rated their utility employees “05.”
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Key Study Findings, continued
๏ Ratings for all four (4) customer service characteristics declined in 2021. The average frequency of respondents who 

reported “04” or “05” declined to 87.4% (-3.5 percentage points from 90.9% in 2019).  

๏ Ratings declined for all four (4) electric installation and repair employee characteristics in 2021. The average frequency of 
respondents who reported “04” or “05” decreased to 89.6%, -5.2 percentage points from 94.8% in 2019.  

๏ In 2021, a consistent frequency of respondents (77.7%) provided positive ratings (“04” or “05”) for the surveyed PMPA 
member utilities informing them and communicating with them as customers compared to 2019 findings (78.7%). 

๏ More than four-fifths of respondents (85.3%) provided positive ratings (“04 or “05”) regarding the ease of understanding 
the monthly utility bill they receive from the surveyed PMPA member utilities, a decrease of 5.9 percentage points from 
91.2% in 2019. 

๏ 79.9% of survey respondents reported a positive overall perception (“04” and “05” responses) of the electric service 
provided by the surveyed PMPA member utilities (from 81.2% in 2019).
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Key Study Findings, continued
๏ Roughly two-thirds of 2021 survey respondents (65.6%) indicated they would likely remain as customers of the surveyed 

PMPA member utilities, if given the opportunity to switch companies (“04” and “05” responses). Of note, the frequency 
increased 11.0 percentage points from 54.6% in 2019. 

๏ Finally, when respondents were asked to indicate what one thing their utility could do to improve the way they deal with 
customer concerns, the most frequent open ended response was “none/nothing” (24.6%), followed by “don’t know/
refused” (18.6%), “doing a great job/keep up the good work” (11.2%), and “lower rates” (10.2%).
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Overall Satisfaction Declines 

66.6% 
National public power 

overall satisfaction 
rating* 
(2021)

*Source: APPA Public Power Data Source powered by GreatBlue Research, Inc. (January 2021) The Public Power Data Source is a tool measuring customer 
satisfaction ratings and perceptions of trends in the electric industry to help public power utilities benchmark themselves against other utilities and national averages. 

Overall satisfaction with electric service provided by the surveyed PMPA member utilities decreased to 73.7% in 2021 from 
78.9% in 2019. The 2021 satisfaction rating is 7.1 percentage points higher than the National Public Power Data Source* 
average (66.6%).

Overall, how satisfied are you with the electric service provided by the [Utility]? Please use a 1 to 5 scale where 1 is 
“very unsatisfied” and 5 is “very satisfied.” (Total “04” and “05” responses without “don’t know”) Q
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Rates Influences Overall Ratings  

Can you please tell me why you rated [Utility] 01-03?Q

The most frequent open ended response was “too expensive/high rates/rate increase” (49.2%) among respondents 
who rated their electric utility “01-03,” “too expensive/high rates/rate increase” (25.1%) among those who rated their 
utility “04” and “no problems or issues” (44.3%) among those who rated their utility “05.”

Item… %

Too expensive/high rates/rate increase 49.2
Unreliable service/frequent outages/surges 22.7

Expressed multiple issues 6.4
No problems / issues 2.6
Inconsistent billing/billing issues 2.2
Payment plan issues 1.9
Slow response to issues 1.9
Average/some good, some bad 1.3
Doing a good job 1.3
Payment issues / not enough time to pay 1.0

Item… %
Too expensive/high rates/rate increase 25.1
No problems or issues 17.4
Unreliable/frequent outages/surges 15.0
Good, reliable service 11.1
Always room for improvement 4.3
Poor response to issue 3.4
Billing issues / previous bills 2.9
Recently moved 1.9
Prompt response to issues/outages 1.4
Other (various) 2.9
None/nothing 2.9
Don’t know/refused 1.9

Item… %
No problems or issues 44.3
Good, reliable service 18.2
Prompt response to issues/outages 9.2
Good company/do a good job 6.6
Expressed multiple issues 4.2
Great customer service 2.3
Too expensive 2.0
No / few power outages 1.7
Fast outage restoration 1.1
None / nothing 2.4
Don’t know / refused 1.4

Can you please tell me why you rated [Utility] 04? Q Can you please tell me why you rated [Utility] 05? Q
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Majority of Respondents Indicate  
Surveyed Utilities are Close to the Ideal Providers 

Imagine the ideal electric provider. How does [Utility’s] electric service compare to the ideal provider? 
Use a 1-5 scale where 1 is “not very close to the ideal” and 5 is “very close to the ideal.”Q
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0.4%

9.1%
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Not very close to the ideal 02 03 04 Very close to the ideal 

When 2021 survey respondents were asked to compare the surveyed PMPA member utilities’ electric service to the ideal 
provider, 71.0% provided a positive rating of either “04” (22.0%) or “05” (49.0%). This frequency decreased 3.7 percentage 
points from 74.7% in 2019.

71.0%
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Increase in Unscheduled Service Interruptions

Not including any scheduled service interruptions that were announced 
ahead of time, have you experienced a service interruption with your 
electric service longer than 5 seconds within the last 3 months?
Q
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The frequency of respondents who indicated having experienced an unscheduled “service interruption with their 
electric service longer than 5 seconds within the last 3 months" increased to 40.7% (over 15.6% in 2019). The 
frequency of respondents who indicated the issue was recurring remained consistent (37.3% from 38.2% in 2019). 

Has this been a recurring issue? Q
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Timely Problem Resolution Continues 

Was the problem corrected in a reasonable amount of time? Q
2019 Composite

2021 Composite

2021 Utility A
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2021 Utility D

2021 Utility E 

2021 Utility F 
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95.7%
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Yes
No

More than eight-out-of-ten respondents (83.1% from 83.2% in 2019) who experienced a service interruption reported the 
problem was corrected in a reasonable amount of time. Of those who indicated the problem was not corrected in a reasonable 
amount of time, 45.0% indicated the reason to be “slow response to outages” and 20.0% indicated “unreliable service/frequent 
outages/surges.”

Please explain? (n=100)Q
Item… %

Slow response to outages 45.0

Unreliable service/frequent outages/surges 20.0

Poor response time / issue not resolved 8.0

Other (various) 8.0

Poor outage notifications / updates 4.0

Don’t know/refused 10.0
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Reliability Rating Declines 

How reliable is the electric service you receive from [Utility]? Please 
use a scale of 1 to 5 where 1 is “not reliable” and 5 is “very reliable.”Q
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More than four-fifths of respondents, 86.8%, provided a positive rating of either “04” (16.5%) or “05” (70.3%) 
regarding the reliability of the electric service they receive from the surveyed PMPA member utilities. This frequency 
decreased 4.6 percentage points from 91.4% in 2019. 

86.8%
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Majority Report Utility Exceeds Expectations  

To what extent has [Utility] met your expectations for electric service? Use a 1-5 scale 
where 1 is “falls short of your expectations” and 5 is “exceeds your expectations.” Q
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Falls short of your expectations 02 03 04 Exceeds your expectations 

In 2021, 78.5% of respondents reported their expectations for electric service are being met by the surveyed PMPA 
member utilities (“04” and “05” responses), a declined in frequency compared to 80.1% in 2019 (-1.6 percentage 
points).

78.5%
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Considering what you pay for what you receive, how do you rate the value of the electric service 
provided by [Utility]? Please use a scale of 1 to 5, where 1 is “not at all valuable” and 5 is “very Q

Increased Ratings for Perceived Value 
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Not at all valuable 02 03 04 Very valuable 

Over three-fifths of respondents, 67.1%, provided positive ratings for the value of the electric service provided by the 
surveyed PMPA member utilities (“04” or “05” responses). This frequency increased 3.2 percentage points over 63.9% 
in 2019. 

67.1%
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Variance in Customer  
Service Ratings How do you rate the overall customer service provided by [Utility]? 

Please use a scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.”Q
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Very poor
02
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Excellent

In 2021, the majority of respondents (83.6%) 
provided positive ratings of “04” (19.0%) or 
“05” (64.6%) for the surveyed PMPA member 
utilities’ overall customer service, a 4.1 
percentage point decline from 87.7% in 2019. 

Of note, there was a 33.2 percentage point 
variance between reported customer service 
ratings of “excellent” for “Utility A” (78.0%) 
and “Utility D” (44.8%).

83.6%
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Variance in Employee  
Ratings 
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2021 Utility A
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2021 Utility E 

2021 Utility F
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2.7%

3.8%
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3.7%

3.2%

8.5%

2.6%

2.6%

1.0%

3.2%

2.0%

Very poor
02
03
04
Excellent

Considering all of your experiences regarding the electric service 
with [Utility’s] employees, how do you rate the employees overall? 
Please use a scale of 1 to 5, where 1 is “very poor” and 5 is 
Q

In 2021, the majority of respondents 
provided positive ratings of “04” 
(16.1%) or “05” (71.4%) for the 
surveyed PMPA member utilities’ 
employees, decreasing to 87.5% 
from 90.1% in 2019.  

Of note, there was a 30.3 percentage 
point variance between reported 
employee ratings for “Utility A” 
(82.2%) and “Utility D” (51.9%).

87.5%
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Item… %
Good customer service 47.0
No problems/issues 15.2
Do a good job/easy to deal with 15.1
Prompt response to issues/outages 5.1
Able to answer questions 3.4
Reliable/dependable 2.9
Not enough contact with employees/limited 
interaction 2.7

Expressed multiple reasons 2.0
Other (various) 1.4
None/nothing 2.0

Item… %
Good customer service 26.0
Do a good job/easy to deal with 10.4
Poor customer service 9.2
Always room for improvement 8.7
Depends on the representative 7.5
No problems/issues 6.9
Not enough contact with employees/limited 
interaction 5.2

Meet expectations/just okay 2.9
Difficult to speak with live representative 2.9
Billing issues 2.3
Other (various) 3.5
None/nothing 2.3

23

Can you please tell me why you rated 
[Utility] employees 01-03?Q Can you please tell me why you rated 

[Utility] employees 04? Q Can you please tell me why you rated 
[Utility] employees 05? Q

Varying Sentiments Toward Employees
The most frequent open ended response was “poor customer service” (27.6%) among respondents who rated their 
electric utility employees “01-03,” “good customer service” (26.0%) among those who rated their utility employees “04” 
and “good customer service” (47.0%) among those who rated their utility employees “05.”

Item… %
Poor customer service 27.6
Representatives not helpful 10.4
Depends on the representative 6.7
Not enough contact with employees/limited 
interaction 5.2

Don’t care about customers/won’t work with 
them 4.5

Unreliable service 4.5
Average customer service 3.0
Questions not answered 3.0
Company was unresponsive 2.2
Representatives are nice, polite, professional 1.5
Other (various) 1.5
None/nothing 9.7
Don’t know/refused 4.5
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Please rate [Utility’s] customer service representatives throughout the organization in the following areas. Please use a scale of 
1 to 5, where 1 is “very poor” and 5 is “excellent.” (Total “04” and “05” responses without “don’t know”) Q

Characteristic… 2019 
Composite

2021 
Composite

2021 
Utility A

2021  
Utility B

2021  
Utility C

2021 
Utility D 

2021 
Utility E

2021 
Utility F

Courtesy 91.9 89.4 95.5 88.2 92.4 77.4 91.2 90.7

Professionalism 91.5 87.8 94.2 84.9 88.8 75.8 88.8 87.7

Responsiveness 90.7 87.0 92.2 83.4 88.7 73.7 90.1 87.1

Problem Solving 89.6 85.2 83.2 84.4 85.1 68.3 88.8 84.5

Average 90.9 87.4 91.3 85.2 88.8 73.8 89.7 87.5

Ratings for all four (4) customer service characteristics declined in 2021. The average frequency of respondents who reported “04” 
or “05” declined to 87.4% (-3.5 percentage points from 90.9% in 2019). The highest frequency of positive responses was recorded 
for “courtesy” (89.4%), followed by “professionalism” (87.8%), “responsiveness” (87.0%) and “problem solving” (85.2%).

Customer Service Characteristic  
Ratings Decline 
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Characteristic… 2019 
Composite

2021 
Composite

2021 
Utility A

2021  
Utility B

2021 
Utility C

2021 
Utility D 

2021 
Utility E 

2021  
Utility F

Professionalism 95.4 90.7 94.8 89.7 92.9 90.7 94.0 89.5

Courtesy 94.9 90.0 95.5 88.2 92.4 77.4 91.2 90.7

Fixing Problems 93.1 89.2 95.5 91.0 89.3 70.2 92.6 88.8

Responsiveness 95.7 88.4 94.8 87.2 88.1 75.6 89.5 90.8

Average 94.8 89.6 95.2 89.0 90.7 78.5 91.8 90.0

Please rate [Utility’s] electric installation and repair employees in the following areas. Please use a scale of 1 to 5, where 1 is 
“very poor” and 5 is “excellent.” (Total “04” and “05” responses without “don’t know”) Q

Ratings for Installation & Repair 
Characteristics Decline 
Ratings declined for all four (4) electric installation and repair employee characteristics in 2021. The average frequency of 
respondents who reported “04” or “05” decreased to 89.6%, -5.2 percentage points from 94.8% in 2019. The highest 
frequency of positive responses was recorded for “professionalism” (90.7%), followed by “courtesy” (90.0%), “fixing problems” 
(89.2%) and “responsiveness” (88.4%). 



Slide /Copyright 2006 - 2022 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 26

0%

25%

50%

75%

100%

2019  
Composite

2021 
Composite

2021  
Utility A

2021  
Utility B

2021  
Utility C

2021 
Utility D

2021 
Utility E 

2021  
Utility F

62.9%63.5%31.9%56.0%46.2%69.7%57.2%52.5%

18.5%19.6%

25.0%

17.9%

24.1%

20.1%

20.5%
26.2%
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3.4%1.1%

10.3%

3.9%6.2%

0.9%
3.8%

3.7%

Very poor 02 03 04 Excellent

How do you rate the [Utility] on informing and communicating with you as a customer? 
Please use a scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.”Q

6.5%4.1% 7.7% 6.3% 4.9%
14.7%

In 2021, a consistent frequency of 
respondents (77.7%) provided positive 
ratings (“04” or “05”) for the surveyed 
PMPA member utilities informing them and 
communicating with them as customers 
compared to 2019 findings (78.7%). 

Of note, those who reported the 
communication as “excellent” (57.2%) 
increased over 2019 ratings (52.5%).

Communication Ratings  
Consistent 

8.2%
1.3%
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How do you rate the monthly utility bill you receive from [Utility] in terms of being easy to understand your electric usage and 
cost? Please use a scale of 1 to 5, where 1 is “very difficult to understand” and 5 is “very easy to understand.” Q
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More than four-fifths of respondents (85.3%) provided positive ratings (“04 or “05”) regarding the ease of understanding 
the monthly utility bill they receive from the surveyed PMPA member utilities, a decrease of 5.9 percentage points from 
91.2% in 2019.

85.3%

Decrease in Positive Rating of Utility Bill 
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What is your overall perception of the electric service provided by [Utility]?  Use a 1-5 scale where 1 is “very negative” and 5 is “very positive.”  Q
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Very negative 02 03 04 Very positive

79.9%

Continued Variance in Overall Perception
Eight-out-of-ten of 2021 survey respondents (79.9%) reported a positive overall perception (“04” and “05” responses) of 
the electric service provided by the surveyed PMPA member utilities (from 81.2% in 2019). Of note, there was a notable 
variance of “very positive” responses between member utilities, particularly between Utility A (74.8%) and Utility D (30.5%). 
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If given the opportunity to switch to another electric company, how likely are you to continue as 
a customer of [Utility]? Use a scale where 1 is “very unlikely” and 5  is “very likely.”
Q
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Roughly two-thirds of 2021 survey respondents (65.6%) indicated they would likely remain as customers of the surveyed 
PMPA member utilities, if given the opportunity to switch companies (“04” and “05” responses). Of note, the frequency 
increased 11.0 percentage points from 54.6% in 2019.

65.6%

Increase in Respondents’ Reported Loyalty 
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What is the single 
most important 
thing that [Utility] 
can do to improve 
the way they deal 
with customer 
concerns?

Q

Sentiments Toward Suggested  
Utility Improvements 

When respondents were asked to indicate what 
one thing their utility could do to improve the way 
they deal with customer concerns, the most 
frequent open ended response was “none/
nothing” (24.6%), followed by “don’t know/
refused” (18.6%), “doing a great job/keep up the 
good work” (11.2%) and “lower rates” (10.2%).

Item… %

None/nothing 24.6
Don’t know/refused 18.6
Doing a great job/keep up the good work 11.2
Lower rates 10.2
Better communication 3.7
Prompt response to issues/outages 2.8
No problems or issues 2.6
Prompt notification of outages/issues 2.5
More care for customers/listen to concerns 2.4
Better customer serve (friendly, professional, 
courteous, etc.) 2.2

Other (various) 1.7
More help/willing to work with customers 
(seniors, fixed/low income, disabled, etc.) 1.2

More payment options 1.1
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Considerations
๏ Investigate declined ratings in installation and repair employees. In comparison to 2019 results, 2021 survey respondents 

reported decreased ratings for installation and repair employees. Specifically, reported satisfaction for "responsiveness” declined 
7.3 percentage points. Further, the frequency of respondents who reported unplanned service interruptions increased 25.1 
percentage points. GreatBlue recommends that PMPA investigate current installation and repair practices and potentially 
incorporate follow-up communications to customers after a field service visits, in order to gain qualitative feedback to make 
improvements where possible. 

๏ Increase communication between members. Consistent with 2019 findings, the 2021 survey illuminated notably different 
customer satisfaction metrics between surveyed member utilities. Specifically, customer service, employee ratings, 
communication and reliability all showed marked variance between the six (6) member utilities. It is recommended that PMPA 
increase communication between members in order to integrate best practices across all utilities. Additionally, digital or in-person 
meetings among employees from all members may prove beneficial in exchanging ideas and troubleshooting variances barriers to 
higher satisfaction among customers. 

๏ Consider a universal bill pay technology across utilities. While the majority of respondents provided positive ratings 
regarding the ease of understanding their monthly utility bill, satisfaction did decline by roughly six (6) percentage points. The 
demand for simple, convenient, and informative bill pay resources is a growing trend in the utility space, as customers are utilizing 
digital means to pay their bills more frequently. GreatBlue recommends that PMPA consider the implementation of a universal 
digital bill payment technology across all member utilities, which is easily accessible, in order to provide a consistent service which 
is simple, effective and provides useful usage related information.
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