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ADMINISTRATOR’S REPORT 
OFFICE OF THE CITY ADMINISTRATOR 

WESTMINSTER, SOUTH CAROLINA 
MAY 28, 2021 
 
GENERAL INFORMATION 
American Recovery Plan (ARP) 
This week staff received an updated allocation amount Westminster is expected to receive through the 
ARP. For Westminster, the new estimate is approximately $ $1,289,913. A date has not been set for the 
anticipated delivery of the funds to the City.  
 
Oconee County First Steps Program 
This week staff met with Daby snipes, Executive Director, and Kathe Davis, Board Member, of Oconee 
County First Steps Program to discuss the potential lease of the Westminster Depot office. Staff also 
made inquires with the Oconee Chamber of Commerce to determine if it has future plans to utilize the 
space, as it has in the past. To date, staff is not aware of a short-term plan for the Chamber to use the 
space. Staff will continue working with Ms. Snipes to develop a lease agreement that can be presented 
to the City Council for consideration.  
 
PMPA 
This week PMPA was notified that Standard & Poor’s (S&P) has maintained its “A-“ rating but has 
downgraded PMPA’s outlook to “negative.” This is a direct result of the ongoing litigation between eight 
of the ten PMPA members (Westminster and Abbeville are not a part of the lawsuits except in their 
capacity as part owners of PMPA). Attached is the rating rationale and the rating media release. Of note 
is: 

"The negative outlook is based on our view of pending litigation over PMPA's rate 
structure, and its potential financial effect on member participant credit quality, 
because if the defendants (including Clinton, Greer, Rock Hill, and Union) prevail, the 
resulting proposed reallocation of costs among PMPA members might weaken the 
credit quality of those members who we consider the joint-action agency's weak links 
and whose credit quality is pivotal to our rating on PMPA," said S&P Global Ratings 
credit analyst Scott Sagen. 

Moody’s has maintained the A- rating with a “stable” outlook. See attached. 

Fitch has maintained the A- rating with a “stable” outlook. See attached.   

On an unrelated note: In 2019, PMPA conducted customer satisfaction surveys for four members, 
GreatBlue Research performed the surveys at no cost to the City.  Attached is the composite report from 
the 2019 surveys so you can see the questions asked. Also attached is the draft questions (there may be 
some typo’s within the document – they will be cleaned up prior to the survey).  GreatBlue will conduct 
the survey at a time to be determined this summer. More to come on this later this summer.  

Gateway to the Mountain Lakes Region 



City of Westminster| PO Box 399 | Westminster, SC 29693 | 864.647.3200 |www.westminstersc.org 

 
 

 
PLEASE MARK YOUR CALENDARS 
May 31, 2021 Memorial Day – City Holiday 
June 7, 2021 at 4:00 pm – OJRSA Board Meeting at OJRSA 
June 8, 2021 at 5:30 pm - Planning Commission at the Westminster Fire Department 
June 15, 2021 at 6:00 pm - Westminster City Council Meeting at the Westminster Fire Department 
June 21, 2021 at 4:00 pm - OJRSA Finance & Administration Committee Meeting at OJRSA 
June 23, 2021 at 4:00 pm - OJRSA Operations & Planning Committee Meeting at OJRSA 
June 24, 2021 at 10:00 am – PMPA Board Meeting at PMPA (Greer) 
June 25, 2021 at 10:30 am – Appalachian Council of Governments Board Meeting via Zoom the link is 
https://www.scacog.org/acog-board 
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Piedmont Municipal Power Agency, SC Electric
Revenue Debt Outlook To Negative On Pending Rate
Structure Litigation
May 27, 2021

NEW YORK (S&P Global Ratings) May 27, 2021--S&P Global Ratings revised the outlook to
negative from stable and affirmed its 'A-' underlying rating (SPUR) and long-term rating on
Piedmont Municipal Power Agency (PMPA), S.C.'s existing electric revenue debt. At the same time,
we assigned our 'A-' long-term rating to PMPA's series 2021A electric revenue refunding bonds.

"The negative outlook is based on our view of pending litigation over PMPA's rate structure, and its
potential financial effect on member participant credit quality, because if the defendants
(including Clinton, Greer, Rock Hill, and Union) prevail, the resulting proposed reallocation of costs
among PMPA members might weaken the credit quality of those members who we consider the
joint-action agency's weak links and whose credit quality is pivotal to our rating on PMPA," said
S&P Global Ratings credit analyst Scott Sagen. In our view, the member discord and lawsuit
related to the agency's rate structure and how PMPA supplies its members' power needs could
result in higher member rates, stress member financial flexibility and financial metrics, and
weaken member credit quality. We expect the outcome of the litigation to be financially neutral to
PMPA, although it will affect members.

"In our view, there is at least a one-in-three chance we could lower the rating over the next two
years if the credit profile of the weaker members within a subset of members--particularly
Gaffney, Newberry, and Union--weaken. While the timing and outcome of the litigation is
uncertain, we believe PMPA would debt-finance any adverse monetary judgement and amortize
those costs through the end of its power sales agreements with its members through 2034," said
Mr. Sagen.

The cities of Rock Hill and Greer claim that PMPA is in default under the Catawba Project Power
Agreements and Supplemental Power Sales Agreements and that the agency's billing practices
and methodologies are improper, resulting in cost shifting of an estimated $81.9 million to Rock
Hill and Greer from certain participants over a two-year-period. In our view, we attribute the cost
shifting Rock Hill and Greer allege to the pace of customer growth among some members
compared to those with no growth. For example, Rock Hill and Greer have experienced 14% and
18% customer growth, respectively, over the past four years. PMPA believes its rates are lawful
and the bills in question were calculated correctly, and have confirmed that all participants are
current on their monthly bills to the agency. We understand under a new rate-setting methodology
based solely on participants' shares of the Catawba project, and assuming PMPA is subject to a
$38 million adverse monetary judgement, PMPA estimates a 9% to 14% rate increase for
Abbeville, Gaffney, Newberry, and Union, and a 22% to 34% increase for Clinton, Laurens, and
Westminster.
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PMPA, with headquarters in Greer, is a joint-action agency serving about 116,800 retail customers
through 10 participant cities in northwestern South Carolina. In our view, its credit quality is based
on our modified weak-link approach, which assesses the weakest members within a subset of
members that are capable of fully covering debt service after a step-up, and we have determined
the combined utilities of Gaffney, Newberry, and Union to be the weakest members within a
subset of members that significantly influence the rating.

PMPA had $705 million in outstanding debt as of Dec. 31, 2020. Officials intend to use series
2021A bond proceeds to refund its series 2010A-2, 2010A-3, 2010A-4, and 2010A-5 bonds for
interest cost savings. In addition, PMPA will use $28 million in working capital in 2021 to defease
debt because days' cash on hand exceeded its 200 days' cash target.

We believe the agency faces increased governance risk, compared to other rated utilities, due to
the current litigation between one group of four members on the one side and four other members
and PMPA on the other. In our view, the member discord and lawsuit related to the agency's rate
structure and how PMPA supplies its members' supplemental power needs could result in higher
member rates and limit member financial flexibility. We consider the agency's social (including
health and safety issues related to COVID-19) factors to be in line with those of other rated
utilities. Although participant energy sales declined 5% in 2020, lower sales are offset by lower
supplemental energy purchases and management reported no material increase in member
customer delinquencies. We believe the agency's largely emissions-free power supply, due to its
ownership interest in nuclear power, limits its environmental risk profile and exposure to potential
future carbon emissions regulations when compared to other rated utilities.

RELATED RESEARCH

- Through The ESG Lens 2.0: A Deeper Dive Into U.S. Public Finance Credit Factors, April 28, 2020

Certain terms used in this report, particularly certain adjectives used to express our view on rating relevant factors,
have specific meanings ascribed to them in our criteria, and should therefore be read in conjunction with such
criteria. Please see Ratings Criteria at www.standardandpoors.com for further information. Complete ratings
information is available to subscribers of RatingsDirect at www.capitaliq.com. All ratings affected by this rating
action can be found on S&P Global Ratings' public website at www.standardandpoors.com. Use the Ratings search
box located in the left column.
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Credit Profile

US$52.455 mil electric rev bnds ser 2021A due 01/01/2034

Long Term Rating A-/Negative New

Piedmont Mun Pwr Agy

Long Term Rating A-/Negative Outlook Revised

Rating Action

S&P Global Ratings revised the outlook to negative from stable and affirmed its 'A-' underlying rating (SPUR) and

long-term rating on Piedmont Municipal Power Agency (PMPA), S.C.'s existing electric revenue debt. At the same

time, we assigned our 'A-' long-term rating to PMPA's series 2021A electric revenue refunding bonds.

The negative outlook is based on our view of pending litigation over PMPA's rate structure, and its potential financial

effect on member participant credit quality, because if the defendants (including Clinton, Greer, Rock Hill, and Union)

prevail, the resulting proposed reallocation of costs among PMPA members might weaken the credit quality of those

members who we consider the joint-action agency's weak links and whose credit quality is pivotal to our rating on

PMPA. We expect the outcome of the litigation to be financially neutral to PMPA, although it will affect members.

In our view, the member discord and lawsuit related to the agency's rate structure and how PMPA supplies its

members' power needs could result in higher member rates, stress member financial flexibility and financial metrics,

and weaken member credit quality. In our view, there is at least a one-in-three chance we could lower the rating over

the next two years if the credit profile of the weaker members within a subset of members--particularly Gaffney,

Newberry, and Union--weaken. While the timing and outcome of the litigation is uncertain, we believe PMPA would

debt-finance any adverse monetary judgement and amortize those costs through the end of its power sales agreements

with its members through 2034.

The cities of Rock Hill and Greer claim that PMPA is in default under the Catawba Project Power Agreements and

Supplemental Power Sales Agreements and that the agency's billing practices and methodologies are improper,

resulting in cost shifting of an estimated $81.9 million to Rock Hill and Greer from certain participants over a

two-year-period. In our view, we attribute the cost shifting Rock Hill and Greer allege to the pace of customer growth

among some members compared to those with no growth. For example, Rock Hill and Greer have experienced 14%

and 18% customer growth, respectively, over the past four years. PMPA believes its rates are lawful and the bills in

question were calculated correctly, and have confirmed that all participants are current on their monthly bills to the

agency. We understand under a new rate-setting methodology based solely on participants' shares of the Catawba

project, and assuming PMPA is subject to a $38 million adverse monetary judgement, PMPA estimates a 9% to 14%

rate increase for Abbeville, Gaffney, Newberry, and Union, and a 22% to 34% increase for Clinton, Laurens, and

Westminster.
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PMPA, with headquarters in Greer, is a joint-action agency serving about 116,800 retail customers through 10

participant cities in northwestern South Carolina. In our view, its credit quality is based on our modified weak-link

approach, which assesses the weakest members within a subset of members that are capable of fully covering debt

service after a step-up, and we have determined the combined utilities of Gaffney, Newberry, and Union to be the

weakest members within a subset of members that significantly influence the rating.

PMPA had $705 million in outstanding debt as of Dec. 31, 2020. Officials intend to use series 2021A bond proceeds to

refund its series 2010A-2, 2010A-3, 2010A-4, and 2010A-5 bonds for interest cost savings. In addition, PMPA will use

$28 million in working capital in 2021 to defease debt because days' cash on hand exceeded its 200 days' cash target.

Credit overview

The rating primarily reflects the financial profile of both PMPA and the weakest members within a subset of members

that are capable of fully covering debt service after a step-up. At the member level, the financial metrics of the larger

members are stronger than the other members. We rate Greer's combined utilities 'AA-' and Easley's and Rock Hill's

combined utility 'A'. These members account for 51% of the Catawba investment. We view the remaining members in

this subset as having credit profiles that place them at the lower end of the medium-investment-grade rating category.

In the event of a default by one of the weaker participants, the 25% step-up requirement in the power sales contracts

requires other participants to increase their payments up to 25% above their normal obligation. In our opinion, the

weak link--the participant whose 25% increase would close the gap--would be a participant city at the lower end of the

medium-investment-grade rating category. Accordingly, the bond rating reflects this weak link.

In our view, the Gaffney, Newberry, and Union combined utilities' credit characteristics limit upward rating movement.

While financial metrics are good, including fixed-charge coverage and liquidity, we believe each system's weak income

levels (some below 60% of the national average) reflect below-average economic fundamentals and, combined with

above-average retail rates (some above 113% of the state average), limit revenue-raising flexibility.

The underlying rating reflects what we consider the following strengths:

• Power sales agreements with 10 participant cities extend through 2035, one year after the agency's debt matures by

2034. They require (take-or-pay) payments sufficient to cover all operating costs, including debt service, and, in the

event of a payment default, require other members to step up their share of the total payment. The step-up,

however, is capped at 25% of each member's original share based on percentage ownership.

• The agency's revenue stream is diverse with residential customers accounting for 44% of member sales, which

provides a more predictable revenue stream, followed by small commercial (45%) and industrial (11%) customers.

• Power needs come from resources that are largely emissions-free, with nuclear energy from PMPA's entitlement in

the Catawba Nuclear Station Unit 2 providing approximately 90% of energy requirements in 2020. Therefore, PMPA

has a modest carbon footprint, and is not meaningfully exposed to potential future carbon emissions regulations.

• The agency maintains significant unrestricted liquidity, with $93 million at fiscal year-end 2020 (Dec. 31), equal to a

robust 318 days of operating expense.

The following factors are seen as credit weaknesses and preclude a higher rating:
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• Given S&P Global Ratings' criteria for rating joint-action agencies, we base the rating primarily on the weakest

credit quality among a subset of members whose participation shares total 80% (e.g., sufficient to cover the 25%

step-up). The participation shares of members rated 'A' or higher is about 51%. We believe the weakest members

within this subset of members--Gaffney, Newberry, and Union--limit upward rating mobility, as evidenced by very

weak income levels and above-average retail rates, which limits financial flexibility.

• The agency's fixed-charge coverage has been adequate for the current rating, ranging between almost 1.1x and 1.2x

since fiscal 2016. In our view, management's financial projections indicate fixed-charge coverage could improve to

1.3x through fiscal 2025 assuming almost 1% annual sales growth as it cash-funds its capital program.

• We believe that despite exchange agreements that lend a degree of limited shaft diversity, PMPA still has resource

concentration. The agency owns 25% of Catawba Unit 2, backed by an exchange agreement with the two McGuire

nuclear plant units and Catawba Unit 1. Nevertheless, nuclear energy provides a significant 90% of the members'

total energy needs.

• Although debt levels have declined over the past three fiscal years, PMPA is highly leveraged with a

debt-to-capitalization ratio of 79% in fiscal 2020.

Environmental, social and governance factors

We believe the agency faces increased governance risk, compared to other rated utilities, due to the current litigation

between one group of four members on the one side and four other members and PMPA on the other. In our view, the

member discord and lawsuit related to the agency's rate structure and how PMPA supplies its members' supplemental

power needs could result in higher member rates and limit member financial flexibility. We consider the agency's

social (including health and safety issues related to COVID-19) factors to be in line with those of other rated utilities.

Although participant energy sales declined 5% in 2020, lower sales are offset by lower supplemental energy purchases

and management reported no material increase in member customer delinquencies. We believe the agency's largely

emissions-free power supply, due to its ownership interest in nuclear power, limits its environmental risk profile and

exposure to potential future carbon emissions regulations when compared to other rated utilities.

Negative Outlook

Downside scenario

We could lower the rating if the potential financial effect of litigation over PMPA's rate structure weakens the credit

profile of the weaker participants within that subset of members that support the rating. In addition, we could also do

so if member discord over its rate structure frustrates the agency's ability to recover costs and produce margins as

projected.

Return to stable scenario

If any cost reallocation does not adversely affect the weaker participants within that subset of members that support

the rating, we could revise the outlook to stable.
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Credit Opinion

In June 2019, four of PMPA's members (Easley, Gaffney, Laurens, and Newberry) filed a lawsuit against four other

members (Clinton, Greer, Rock Hill, and Union) and PMPA itself, reflecting member discord related to the agency's

rate structure and how PMPA supplies its members' supplemental power needs. Despite the lawsuit, we note that

these cities are current on their scheduled payments, and no city has threatened to withhold payment. The suit

challenges PMPA's calculation of wholesale rates to members. While the timing and outcome of the litigation are

uncertain, if there is a change in rate-setting methodology or in member participants' share of Catawba project output,

we will review member credit quality accordingly.

Partially mitigating substantial resource concentration and nuclear exposure is the solid operating performance of the

two Catawba and two McGuire nuclear units. PMPA's contract reliability exchange agreements with Duke provide an

entitlement operationally in four separate units. The average capacity factor for the Catawba Units 1 and 2 is over 94%

from 2018 through 2020. The members' debt service obligations are unconditional and will not diminish if the Catawba

2 nuclear unit's availability is reduced. In 2003, the full power operating licenses were extended by the Nuclear

Regulatory Commission (NRC) to authorize Duke to operate Catawba Units 1 and 2 until Dec. 5, 2043.

Supplemental energy and capacity are supplied to the agency under a contract with the South Carolina Public Service

Authority (Santee Cooper), from natural gas-fired units, and an allocation of hydropower from the Southeastern

Electric Power Authority combined provided 10% of its energy requirements. We believe that limited exposure to

fossil fuel generation (via supplemental power) largely shields rates from the costs of environmental regulatory

compliance. PMPA supplies its members' supplemental power needs, via its contract with the Public Service Authority

of South Carolina (Santee Cooper). In December 2018, three of PMPA's member participants (Greer, Rock Hill, and

Westminster) gave a 10-year notice of their intent to terminate supplemental power purchases from PMPA in

December 2028, under the belief that they can source supplemental power on more favorable terms. PMPA's

supplemental contract with Santee Cooper for the remaining seven participants will expire in December 2029. The

supplemental agreement covers energy and capacity requirements above those supplied by PMPA resources,

allocations from Southeastern Power Administration, and member-owned generation.

The agency's back-stand agreement with The Energy Authority Inc. (TEA) began on Jan. 1, 2021, and management

expects the new agreement could lower back-stand power costs at least 35%. The TEA back-stand agreement has an

initial term of three years and can be renewed annually beginning in 2024.

At the agency level, net funds available (including interest income, but excluding draws on cash reserves) provided

fixed-charge coverage, which includes a relatively small amount of purchased power capacity payments to Santee

Cooper and Duke, that has ranged between almost 1.1x and 1.2x over the past three audited fiscal years. The board

implemented a 5% rate decrease effective May 2020 based on days' cash exceeding its target, which resulted in a $30

million participant billing credit and an offsetting $30 million debt defeasance during fiscal 2020. PMPA produced

almost 1.2x fixed-charge coverage in fiscal 2020 despite a 5% decline in participant energy sales. At fiscal year-end

2020, PMPA management reported unrestricted liquidity equal to $93 million, or a robust 318 days of operating

expenses, and officials expect to maintain robust levels of liquidity through its forecast. Based on reasonable
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assumptions in management's financial forecast, we believe PMPA will provide at least 1.2x fixed-charge coverage

through fiscal 2025.

Although the agency does not have an automatic cost-adjustment mechanism, management reviews budget-to-actual

financial performance monthly and can adjust rates to recover costs within 45 days. Excluding any rate plans related

to the litigation, management does not intend to raise wholesale rates until 2024 as operating costs increase.

PMPA's efforts to pay down debt have improved its debt-to-capitalization ratio to 79% in fiscal 2020 from 92% in fiscal

2016. PMPA's unhedged variable-rate debt burden totals almost $108 million, or just 15% of total debt outstanding.

Officials have projected the agency's share of Catawba upgrades are equal to $70 million through fiscal 2025.

Management intends to fund these projects from funds from operations. PMPA has entered several direct-purchase

agreements. S&P Global Ratings has reviewed the continuing covenant agreements and believes that they do not

present a risk to PMPA's credit quality insofar as they do not provide for acceleration of principal and interest under

events of default.

Related Research

• Through The ESG Lens 2.0: A Deeper Dive Into U.S. Public Finance Credit Factors, April 28, 2020

Ratings Detail (As Of May 27, 2021)

Piedmont Muni Pwr Agy elec rev (FGIC) (National)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Piedmont Muni Pwr Agy elec (wrap of insured) (AMBAC & ASSURED GTY) (SEC MKT)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Piedmont Muni Pwr Agy elec (MBIA) (National)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Piedmont Muni Pwr Agy (AMBAC)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Piedmont Muni Pwr Agy (ASSURED GTY)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Piedmont Muni Pwr Agy (MBIA) (BHAC)

Unenhanced Rating A-(SPUR)/Negative Outlook Revised

Many issues are enhanced by bond insurance.
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Rating Action: Moody's affirms Piedmont Municipal Power Agency, SC's A3
rating on outstanding bonds, and assigns A3 rating to forthcoming 2021A
issuance

28 May 2021

New York, May 28, 2021 -- Moody's Investors Service affirms Piedmont Municipal Power Agency, SC's
(PMPA) A3 rating on outstanding electric revenue bonds and assigns an A3 rating to Piedmont Municipal
Power Agency, SC's forthcoming $52.5 million Electric Revenue Bonds, Refunding Series 2021A. PMPA
currently has approximately $662.6 million of outstanding debt. The rating outlook is stable.

RATINGS RATIONALE

Piedmont Municipal Power Agency's (PMPA) A3 rating recognizes the A-rated weighted average credit quality
of its participants, as well as the joint action agency's focus on recovering annual costs fully through rate
increases, balanced to some extent by longer-term challenges it faces from a membership perspective as it
has received notices from all participants to withdraw from their all-requirements supplemental contracts; three
participants beginning in 2029 and the remaining seven beginning in 2030. Disagreement over supplemental
power agreement rates and billing may ultimately cause PMPA to bear additional costs, but considerable
uncertainty remains over the amount and timing of such cost. Past rate increases plus good internal cost
management has aided PMPA's internal liquidity, though liquidity is expected to decline somewhat in the
coming years. PMPA's credit profile has benefitted from the completion of capital related spending at its
Catawba Nuclear Station which surfaced from the NRC following the Fukushima nuclear accident. Because of
the lower capital spending, cash flow generation has improved, enabling PMPA to defease debt. Credit quality
of the participant cities remains relatively stable. The credit profile also reflects PMPA's strong court-tested
take-or-pay power sales agreements with the participant electric utility systems, which secure the bonds. Also
acknowledged in the rating is the concentrated nuclear power mix profile and associated risks, which is
mitigated by the strong operating performance at the Catawba and McGuire nuclear stations, and by the
system reliability exchange agreement, which reduces single asset concentration risk.

RATING OUTLOOK

The stable outlook is based on the continued expectation of full cost recovery in the future years. The stable
outlook also incorporates the maintenance of Moody's calculated coverage ratio, net of general fund transfers,
in excess of 1.0x times and liquidity in excess of 200 days of cash, on a consistent basis. The outlook also
reflects the improved economic conditions in the service area that supports the relatively stable credit quality of
PMPA's participants.

FACTORS THAT COULD LEAD TO AN UPGRADE OF THE RATINGS

- Improvement in participant credit quality

- Consistent demonstration of sustained annual full cost recovery with Moody's net revenue debt service
coverage ratio in excess of 1.25 times

- Liquidity above 200 days cash on hand on a sustained basis

FACTORS THAT COULD LEAD TO A DOWNGRADE OF THE RATINGS

- Deterioration of participant credit quality

- Resolution of the rates and billing disagreement with material financial impact on PMPA and participants

- Failure to implement rate increases to ensure annual costs are fully recovered

- Liquidity below 100 days cash on hand on a sustained basis

- The Catawba Nuclear Station faces significant additional capital costs and/or an extended forced outage that



resulted in higher PMPA leverage and/or higher rate increases than those already projected

LEGAL SECURITY

Net PMPA revenues derived from members' take-or-pay power sales agreements and all requirements
supplemental power sales agreements. Payments to the agency are considered operating expenses of the
member utility systems. The take-or-pay power sales agreements have been validated by the South Carolina
Supreme Court and also were challenged by one member and subsequently upheld. Under the take-or-pay
power sales agreements, there is a 25% step-up provision which requires participants to increase up to 25% in
their respective shares of the project in the event of a default by another participant. The debt service reserve
requirement of 110% of maximum annual interest is weaker than other Joint Action Agencies (JAAs) but is
cash funded.

USE OF PROCEEDS

The proceeds of the Series 2021A Bonds will be used to refund all of the outstanding principal amounts of
PMPA's Electric Revenue Bonds, Refunding Series 2010A-2, Electric Revenue Bonds, Refunding Series
2010A-3, Electric Revenue Bonds, Refunding Series 2010A-4, and Electric Revenue Bonds, Refunding Series
2010A-5, as well as pay for the costs of issuance of the Series 2020A Bonds.

PROFILE

PMPA is a public body and body corporate and politic of the State of South Carolina that was incorporated
under the Act on January 11, 1979. PMPA has ten members, all of which are Participants in the Catawba
Nuclear Station Project. PMPA commenced supplying power and energy to the Participants on June 21, 1985.
PMPA is required to sell and each Participant is required to purchase from PMPA such Participant's All
Requirements Bulk Power Supply. PMPA has an undivided ownership interest of 25% in Unit 2 of the Catawba
Nuclear Station, which was constructed and being operated by Duke Energy.

METHODOLOGY

The principal methodology used in these ratings was US Municipal Joint Action Agencies Methodology
published in August 2020 and available at https://www.moodys.com/researchdocumentcontentpage.aspx?
docid=PBC_1207102. Alternatively, please see the Rating Methodologies page on www.moodys.com for a
copy of this methodology.

REGULATORY DISCLOSURES

For further specification of Moody's key rating assumptions and sensitivity analysis, see the sections
Methodology Assumptions and Sensitivity to Assumptions in the disclosure form. Moody's Rating Symbols and
Definitions can be found at: https://www.moodys.com/researchdocumentcontentpage.aspx?docid=PBC_79004

For ratings issued on a program, series, category/class of debt or security this announcement provides certain
regulatory disclosures in relation to each rating of a subsequently issued bond or note of the same series,
category/class of debt, security or pursuant to a program for which the ratings are derived exclusively from
existing ratings in accordance with Moody's rating practices. For ratings issued on a support provider, this
announcement provides certain regulatory disclosures in relation to the credit rating action on the support
provider and in relation to each particular credit rating action for securities that derive their credit ratings from
the support provider's credit rating. For provisional ratings, this announcement provides certain regulatory
disclosures in relation to the provisional rating assigned, and in relation to a definitive rating that may be
assigned subsequent to the final issuance of the debt, in each case where the transaction structure and terms
have not changed prior to the assignment of the definitive rating in a manner that would have affected the
rating. For further information please see the ratings tab on the issuer/entity page for the respective issuer on
www.moodys.com.

The ratings have been disclosed to the rated entity or its designated agent(s) and issued with no amendment
resulting from that disclosure.

These ratings are solicited. Please refer to Moody's Policy for Designating and Assigning Unsolicited Credit
Ratings available on its website www.moodys.com.

Regulatory disclosures contained in this press release apply to the credit rating and, if applicable, the related
rating outlook or rating review.

https://www.moodys.com/researchdocumentcontentpage.aspx?docid=PBC_79004
https://www.moodys.com/researchdocumentcontentpage.aspx?docid=PBC_1207102


Moody's general principles for assessing environmental, social and governance (ESG) risks in our credit
analysis can be found at http://www.moodys.com/researchdocumentcontentpage.aspx?docid=PBC_1263068 .

The Global Scale Credit Rating on this Credit Rating Announcement was issued by one of Moody's affiliates
outside the EU and is endorsed by Moody's Deutschland GmbH, An der Welle 5, Frankfurt am Main 60322,
Germany, in accordance with Art.4 paragraph 3 of the Regulation (EC) No 1060/2009 on Credit Rating
Agencies. Further information on the EU endorsement status and on the Moody's office that issued the credit
rating is available on www.moodys.com.

The Global Scale Credit Rating on this Credit Rating Announcement was issued by one of Moody's affiliates
outside the UK and is endorsed by Moody's Investors Service Limited, One Canada Square, Canary Wharf,
London E14 5FA under the law applicable to credit rating agencies in the UK. Further information on the UK
endorsement status and on the Moody's office that issued the credit rating is available on www.moodys.com.

Please see www.moodys.com for any updates on changes to the lead rating analyst and to the Moody's legal
entity that has issued the rating.

Please see the ratings tab on the issuer/entity page on www.moodys.com for additional regulatory disclosures
for each credit rating.

David Kamran
Lead Analyst
Project Finance
Moody's Investors Service, Inc.
7 World Trade Center
250 Greenwich Street
New York 10007
JOURNALISTS: 1 212 553 0376
Client Service: 1 212 553 1653
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CREDIT RATINGS ISSUED BY MOODY'S CREDIT RATINGS AFFILIATES ARE THEIR CURRENT
OPINIONS OF THE RELATIVE FUTURE CREDIT RISK OF ENTITIES, CREDIT COMMITMENTS, OR
DEBT OR DEBT-LIKE SECURITIES, AND MATERIALS, PRODUCTS, SERVICES AND
INFORMATION PUBLISHED BY MOODY’S (COLLECTIVELY, “PUBLICATIONS”) MAY INCLUDE
SUCH CURRENT OPINIONS. MOODY’S DEFINES CREDIT RISK AS THE RISK THAT AN ENTITY
MAY NOT MEET ITS CONTRACTUAL FINANCIAL OBLIGATIONS AS THEY COME DUE AND ANY
ESTIMATED FINANCIAL LOSS IN THE EVENT OF DEFAULT OR IMPAIRMENT. SEE APPLICABLE
MOODY’S RATING SYMBOLS AND DEFINITIONS PUBLICATION FOR INFORMATION ON THE
TYPES OF CONTRACTUAL FINANCIAL OBLIGATIONS ADDRESSED BY MOODY’S CREDIT
RATINGS. CREDIT RATINGS DO NOT ADDRESS ANY OTHER RISK, INCLUDING BUT NOT
LIMITED TO: LIQUIDITY RISK, MARKET VALUE RISK, OR PRICE VOLATILITY. CREDIT RATINGS,

http://www.moodys.com/researchdocumentcontentpage.aspx?docid=PBC_1263068


NON-CREDIT ASSESSMENTS (“ASSESSMENTS”), AND OTHER OPINIONS INCLUDED IN
MOODY’S PUBLICATIONS ARE NOT STATEMENTS OF CURRENT OR HISTORICAL FACT.
MOODY’S PUBLICATIONS MAY ALSO INCLUDE QUANTITATIVE MODEL-BASED ESTIMATES OF
CREDIT RISK AND RELATED OPINIONS OR COMMENTARY PUBLISHED BY MOODY’S
ANALYTICS, INC. AND/OR ITS AFFILIATES. MOODY’S CREDIT RATINGS, ASSESSMENTS,
OTHER OPINIONS AND PUBLICATIONS DO NOT CONSTITUTE OR PROVIDE INVESTMENT OR
FINANCIAL ADVICE, AND MOODY’S CREDIT RATINGS, ASSESSMENTS, OTHER OPINIONS AND
PUBLICATIONS ARE NOT AND DO NOT PROVIDE RECOMMENDATIONS TO PURCHASE, SELL,
OR HOLD PARTICULAR SECURITIES. MOODY’S CREDIT RATINGS, ASSESSMENTS, OTHER
OPINIONS AND PUBLICATIONS DO NOT COMMENT ON THE SUITABILITY OF AN INVESTMENT
FOR ANY PARTICULAR INVESTOR. MOODY’S ISSUES ITS CREDIT RATINGS, ASSESSMENTS
AND OTHER OPINIONS AND PUBLISHES ITS PUBLICATIONS WITH THE EXPECTATION AND
UNDERSTANDING THAT EACH INVESTOR WILL, WITH DUE CARE, MAKE ITS OWN STUDY AND
EVALUATION OF EACH SECURITY THAT IS UNDER CONSIDERATION FOR PURCHASE,
HOLDING, OR SALE. 

MOODY’S CREDIT RATINGS, ASSESSMENTS, OTHER OPINIONS, AND PUBLICATIONS ARE NOT
INTENDED FOR USE BY RETAIL INVESTORS AND IT WOULD BE RECKLESS AND INAPPROPRIATE FOR
RETAIL INVESTORS TO USE MOODY’S CREDIT RATINGS, ASSESSMENTS, OTHER OPINIONS OR
PUBLICATIONS WHEN MAKING AN INVESTMENT DECISION. IF IN DOUBT YOU SHOULD CONTACT
YOUR FINANCIAL OR OTHER PROFESSIONAL ADVISER. 

ALL INFORMATION CONTAINED HEREIN IS PROTECTED BY LAW, INCLUDING BUT NOT LIMITED TO,
COPYRIGHT LAW, AND NONE OF SUCH INFORMATION MAY BE COPIED OR OTHERWISE
REPRODUCED, REPACKAGED, FURTHER TRANSMITTED, TRANSFERRED, DISSEMINATED,
REDISTRIBUTED OR RESOLD, OR STORED FOR SUBSEQUENT USE FOR ANY SUCH PURPOSE, IN
WHOLE OR IN PART, IN ANY FORM OR MANNER OR BY ANY MEANS WHATSOEVER, BY ANY PERSON
WITHOUT MOODY’S PRIOR WRITTEN CONSENT. 

MOODY’S CREDIT RATINGS, ASSESSMENTS, OTHER OPINIONS AND PUBLICATIONS ARE NOT
INTENDED FOR USE BY ANY PERSON AS A BENCHMARK AS THAT TERM IS DEFINED FOR
REGULATORY PURPOSES AND MUST NOT BE USED IN ANY WAY THAT COULD RESULT IN THEM
BEING CONSIDERED A BENCHMARK. 

All information contained herein is obtained by MOODY’S from sources believed by it to be accurate and
reliable. Because of the possibility of human or mechanical error as well as other factors, however, all
information contained herein is provided “AS IS” without warranty of any kind. MOODY'S adopts all necessary
measures so that the information it uses in assigning a credit rating is of sufficient quality and from sources
MOODY'S considers to be reliable including, when appropriate, independent third-party sources. However,
MOODY’S is not an auditor and cannot in every instance independently verify or validate information received
in the rating process or in preparing its Publications. 

To the extent permitted by law, MOODY’S and its directors, officers, employees, agents, representatives,
licensors and suppliers disclaim liability to any person or entity for any indirect, special, consequential, or
incidental losses or damages whatsoever arising from or in connection with the information contained herein or
the use of or inability to use any such information, even if MOODY’S or any of its directors, officers, employees,
agents, representatives, licensors or suppliers is advised in advance of the possibility of such losses or
damages, including but not limited to: (a) any loss of present or prospective profits or (b) any loss or damage
arising where the relevant financial instrument is not the subject of a particular credit rating assigned by
MOODY’S. 

To the extent permitted by law, MOODY’S and its directors, officers, employees, agents, representatives,
licensors and suppliers disclaim liability for any direct or compensatory losses or damages caused to any
person or entity, including but not limited to by any negligence (but excluding fraud, willful misconduct or any
other type of liability that, for the avoidance of doubt, by law cannot be excluded) on the part of, or any
contingency within or beyond the control of, MOODY’S or any of its directors, officers, employees, agents,
representatives, licensors or suppliers, arising from or in connection with the information contained herein or the
use of or inability to use any such information. 

NO WARRANTY, EXPRESS OR IMPLIED, AS TO THE ACCURACY, TIMELINESS, COMPLETENESS,



MERCHANTABILITY OR FITNESS FOR ANY PARTICULAR PURPOSE OF ANY CREDIT RATING,
ASSESSMENT, OTHER OPINION OR INFORMATION IS GIVEN OR MADE BY MOODY’S IN ANY FORM OR
MANNER WHATSOEVER. 

Moody’s Investors Service, Inc., a wholly-owned credit rating agency subsidiary of Moody’s Corporation
(“MCO”), hereby discloses that most issuers of debt securities (including corporate and municipal bonds,
debentures, notes and commercial paper) and preferred stock rated by Moody’s Investors Service, Inc. have,
prior to assignment of any credit rating, agreed to pay to Moody’s Investors Service, Inc. for credit ratings
opinions and services rendered by it fees ranging from $1,000 to approximately $5,000,000. MCO and Moody’s
Investors Service also maintain policies and procedures to address the independence of Moody’s Investors
Service credit ratings and credit rating processes. Information regarding certain affiliations that may exist
between directors of MCO and rated entities, and between entities who hold credit ratings from Moody’s
Investors Service and have also publicly reported to the SEC an ownership interest in MCO of more than 5%, is
posted annually at www.moodys.com under the heading “Investor Relations — Corporate Governance —
Director and Shareholder Affiliation Policy.” 

Additional terms for Australia only: Any publication into Australia of this document is pursuant to the Australian
Financial Services License of MOODY’S affiliate, Moody’s Investors Service Pty Limited ABN 61 003 399
657AFSL 336969 and/or Moody’s Analytics Australia Pty Ltd ABN 94 105 136 972 AFSL 383569 (as
applicable). This document is intended to be provided only to “wholesale clients” within the meaning of section
761G of the Corporations Act 2001. By continuing to access this document from within Australia, you represent
to MOODY’S that you are, or are accessing the document as a representative of, a “wholesale client” and that
neither you nor the entity you represent will directly or indirectly disseminate this document or its contents to
“retail clients” within the meaning of section 761G of the Corporations Act 2001. MOODY’S credit rating is an
opinion as to the creditworthiness of a debt obligation of the issuer, not on the equity securities of the issuer or
any form of security that is available to retail investors. 

Additional terms for Japan only: Moody's Japan K.K. (“MJKK”) is a wholly-owned credit rating agency subsidiary
of Moody's Group Japan G.K., which is wholly-owned by Moody’s Overseas Holdings Inc., a wholly-owned
subsidiary of MCO. Moody’s SF Japan K.K. (“MSFJ”) is a wholly-owned credit rating agency subsidiary of
MJKK. MSFJ is not a Nationally Recognized Statistical Rating Organization (“NRSRO”). Therefore, credit
ratings assigned by MSFJ are Non-NRSRO Credit Ratings. Non-NRSRO Credit Ratings are assigned by an
entity that is not a NRSRO and, consequently, the rated obligation will not qualify for certain types of treatment
under U.S. laws. MJKK and MSFJ are credit rating agencies registered with the Japan Financial Services
Agency and their registration numbers are FSA Commissioner (Ratings) No. 2 and 3 respectively. 

MJKK or MSFJ (as applicable) hereby disclose that most issuers of debt securities (including corporate and
municipal bonds, debentures, notes and commercial paper) and preferred stock rated by MJKK or MSFJ (as
applicable) have, prior to assignment of any credit rating, agreed to pay to MJKK or MSFJ (as applicable) for
credit ratings opinions and services rendered by it fees ranging from JPY125,000 to approximately
JPY550,000,000. 

MJKK and MSFJ also maintain policies and procedures to address Japanese regulatory requirements. 

http://www.moodys.com/
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��������� ��	
���	����������	����������������
����� !"��#$�
	��
��%��������&��"�'"(�)�	$��*��	�+$�

�		,�-�����.%�	
���	����.
���������
����',�+$�
'%����
��%�	
�'��	��',������	'����',����'����
�'�
'�$�
	��
'��%������'��&�'�'��	$��*'�	�+$�'��'��'���� ����

//01123456789:;�<=>?@AA=�65::53B�9:9C825C�29D9BE9�F3BGH�I763EB8�12532�83�29JEBG5BKL@MN9�O785BK�PE8:33Q�5H�R87F:9@S58CN�N7H�T58NG27TB�8N9�U0/U�2785BK�3B�8N9�J3::3T5BK�F3BGH�7H�8N9;�G5G�B38�H9::V//W59G63B8�XEB5C517:�W3T92�0K9BC;�IRYL�9:9C825C�29D9BE9�29JEBG5BK�F3BGH�H9259H�Z[Z[0@�W29D53EH�2785BKV�U0/U\R87F:9@]̂ ]_̀abc]_�cd̂ c_efbd̂MN9�U0/U�2785BK�C3B85BE9H�83�29g9C8�S58CNUH�9D7:E7853B�3J�8N9�C29G58�hE7:58;�3J�WXW0UH�95KN8�:72K9H8�3J�i[�8387:�17285C517B8Hj�58H87Q9/32/17;�C3B827C8E7:�3F:5K7853BH�29:789G�83�8N9�9:9C825C�29D9BE9�F3BGHj�7BG�S58CNUH�7HH9HH69B8�3J�WXW0UH�3192785BK�25HQ�7HH823BK@�WXW0UH�:3BK/8926�Y787TF7�123k9C8�13T92�H7:9H�7K29969B8H�IWR0HL�T58N�58H�17285C517B8H�123D5G9�J32�7�:56589G�Z=lH891/E1�3B�8N9�17285C517B8�3F:5K7853BH@MN9�WXW0�17285C517B8H�:72K9:;�H92D9�H87F:9�CEH83692�F7H9H�C3BH5H85BK�1256725:;�3J�29H5G9B857:�7BG�H67::�C36692C57:CEH83692Hj�7BG�94N5F58�H823BK�C29G58�JEBG769B87:Hj�7H�9D5G9BC9G�F;�:3T�B98�:9D927K9�7BG�H823BK�C7HN�g3T�69825CH@�0:8N3EKNC92875B�696F92H�29675B�CN7::9BK9G�F;�T97Q�H92D5C9�7297�G963K271N5CH�7BG�7JJ32G7F5:58;�C3BC92BHj�S58CN�7HH9HH9H�WXW0UH3D927::�1E2CN7H92�C29G58�hE7:58;�IWYmL�78�U7U@MN9�2785BK�7:H3�29g9C8H�S58CNUH�7HH9HH69B8�3J�WXW0UH�3192785BK�25HQ�7H�H823BKj�G25D9B�F;�8N9�29:57F:9�192J3267BC9�7BGC3BH5H89B8:;�:3T�3192785BK�C3H8�FE2G9B�3J�8N9�Y787TF7�BEC:972�123k9C8j�FE8�8961929G�F;�T97Q92�3192785BK�g945F5:58;�K5D9B�8N9123k9C8UH�9413HE29�83�7�H5BK:9�JE9:@cnopba�qndrb_o S99GF7CQ



��������� ��	
���	����������	����������������
����� !"��#$�
	��
��%��������&��"�'"(�)�	$��*��	�+$�

�		,�-�����.%�	
���	����.
���������
����',�+$�
'%����
��%�	
�'��	��',������	'����',����'����
�'�
'�$�
	��
'��%������'��&�'�'��	$��*'�	�+$�'��'��'���� /���

0102�34�5�67893:�5;<=:>�?@;5=3A<B�7=B<@�CD<�95E4�?F�CD<�4C5C<�?F�G?7CD�H5@?93=5I�J<=�G?7CD�H5@?93=5�:3C3<4�K65@C3:365=C4L�D5M<<=C<@<B�3=C?�9?=;NC<@O�H5C5E85�6@?P<:C�0G24�5=B�47669<O<=C59�0G24�E3CD�0102I�Q=B<@�CD<�H5C5E85�6@?P<:C�0G24R�<5:D65@C3:365=C�65>4�F?@�3C4�6<@:<=C5;<�4D5@<�?F�CD<�6@?P<:C�?6<@5C3=;�5=B�B<8C�4<@M3:<�<S6<=4<4�?F�0102�?=�5�C5T<N?@N65>�85434K65>589<�@<;5@B9<44�?F�ED<CD<@�CD<�H5C5E85�6@?P<:C�34�?6<@5C3=;�?@�=?CLI�05>O<=C4�F@?O�65@C3:365=C4�5@<�:?=43B<@<B�5=?6<@5C3=;�<S6<=4<�?F�CD<3@�@<46<:C3M<�<9<:C@3:�4>4C<O4R�45C34U<B�5D<5B�?F�5=>�B3@<:C�B<8C�4<@M3:<�?F�CD<�O<O8<@�4>4C<O4I0102V4�H5C5E85�6@?P<:C�:?=434C4�?F�5�WXY�7=B3M3B<B�?E=<@4D36�3=�CD<�H5C5E85�=7:9<5@�7=3C�Z?I�WR�ED3:D�34�?6<@5C<B�8>�[7T<\=<@;>�H?@6?@5C3?=�K[\HLI�JD@?7;D�M5@3?74�@<9358393C>�<S:D5=;<4�E3CD�CD<�H5C5E85�K7=3C4�Z?I�]�5=B�Z?I�WL�5=B�1:̂73@<=7:9<5@�6@?P<:C4�K7=3C4�Z?I�]�5=B�Z?I�WLR�CD<�@34T�?F�5=�<SC<=B<B�?7C5;<�?F�5=>�?=<�7=3C�34�4D5@<B�5O?=;�CD<�F?7@�7=3C4R6@?M3B3=;�4?O<�6@?C<:C3?=�5;53=4C�43=;9<N7=3C�?7C5;<�5C�Z?I�WI_=�5BB3C3?=�C?�CD<�H5C5E85�6@?P<:C�0G24R�0102�5=B�65@C3:365=C4�D5M<�43;=<B�47669<O<=C59�0G24�CD5C�@<̀73@<�0102�C?6@?M3B<�CD<�65@C3:365=C4�E3CD�599N@<̀73@<O<=C4�879T�6?E<@�47669>R�=<C�?F�5=>�G?7CD<54C<@=�0?E<@�2BO3=34C@5C3?=�KG\02L599?:5C3?=4�5=B�5=>�<=<@;>�B<@3M<B�F@?O�;<=<@5C3=;�:565:3C>�?F�<5:D�@<46<:C3M<�65@C3:365=CI�0102�476693<4�65@C3:365=C47669<O<=C59�6?E<@�476693<4�CD@?7;D�5=�5;@<<O<=C�E3CD�CD<�G?7CD�H5@?93=5�07893:�G<@M3:<�27CD?@3C>�KG5=C<<�H??6<@a2NbGC589<LI�24�?F�[<:I�c]R�Wd]eR�599�]d�0102�65@C3:365=C4�6@?M3B<B�CD<�@<̀73@<B�]dN><5@�=?C3:<�C?�C<@O3=5C<�CD<�47669<O<=C590G24�5=BR�3=�@<C7@=R�0102�D54�;3M<=�=?C3:<�C?�C<@O3=5C<�CD<�:?@@<46?=B3=;�5;@<<O<=C�E3CD�G5=C<<�H??6<@I�JD<�U=59C<@O3=5C3?=�E399�?::7@�3=�WdWe�87C�34�=?C�<S6<:C<B�C?�3O65:C�CD<�@5C3=;R�ED3:D�:?=C3=7<4�C?�8<�4766?@C<B�8>�CD<�H5C5E856@?P<:C�0G24IH?@?=5M3@74�_O65:C�f3O3C<BJD<�?M<@599�3O65:C�?F�CD<�:?@?=5M3@74�?7C8@<5T�?=�0102�@<O53=4�93O3C<BI�0102V4�WdWd�<=<@;>�@<̀73@<O<=C4�B<:93=<B�8>566@?S3O5C<9>�XY�54�<=<@;>�:?=47O6C3?=�5O?=;�0102V4�O<O8<@�7C393C3<4�B<:@<54<B�F?99?E3=;�CD<�G?7CD�H5@?93=5�4C5>N5CND?O<�3=�26@39�WdWdI�139B�46@3=;�E<5CD<@�594?�5::?7=C<B�F?@�5�6?@C3?=�?F�CD<�WdWd�>?>�B<:93=<I�g?E<M<@R�CD<�U=5=:359�3O65:C�?FCD<�65=B<O3:�@<O53=4�O7C<B�54�CD<�B<:93=<4�3=�65@C3:365=C�<=<@;>�67@:D54<4�7=B<@�CD<�47669<O<=C59�0G24�E<@<�4?O<ED5C8595=:<B�8>�@<B7:C3?=4�3=�0102V4�6?E<@�67@:D54<4�67@475=C�C?�CD<�47669<O<=C59�0G2�E3CD�G5=C<<�H??6<@I�0102�594?8<=<UC<B�F@?O�CD<�459<�?F�47@6974�<=<@;>�F@?O�3C4�H5C5E85�7=3C�3=C?�CD<�ED?9<459<�O5@T<CI�0102�O5=5;<O<=C�6@?P<:C4<=<@;>�459<4�E399�@<8?7=B�C?�6@<N:?@?=5M3@74�9<M<94�8>�WdWWI h<<B85:T



��������� ��	
���	����������	����������������
����� !"��#$�
	��
��%��������&��"�'"(�)�	$��*��	�+$�

�		,�-�����.%�	
���	����.
���������
����',�+$�
'%����
��%�	
�'��	��',������	'����',����'����
�'�
'�$�
	��
'��%������'��&�'�'��	$��*'�	�+$�'��'��'���� /���

012�345678�936:13;<=>=?@=�A=B=?CDEDFDGHI�JKJ�LMNOPQ�RSNMTUTVSPM�WNXYTM�Z[S\TM]̂�LMNOPQ�_S̀XaONaRS]�WOPMNSUMb�cTMd�efg�LMXVa[VhiTMUdjb�NXkTbTOP�Ol�RmRnjb�NXkXP[X�YXlXPbToT\TM]�SbbXbbpXPM�MO�bMNOPQ�lNOp�pTYNSPQX�NXqXUMb�MdX�\TpTMXY�Oo\TQSMTOPb�V[Nb[SPMMO�RmRnjb�\OPQaMXNp�MS̀XaONaVS]�WSMScoS�VNOrXUM�RLnbs�SPY�iTMUdjb�YXMXNpTPSMTOP�Ol�MdX�SQQNXQSMX�UNXYTM�t[S\TM]�Ol�MdXVSNMTUTVSPMb�[bTPQ�MdX�RONMlO\TO�LMNXbb�mOYX\�uRLmvh�_dX�WSMScoS�VNOrXUM�RLnb�TPU\[YX�S�bMXVa[V�VNOkTbTOP�NXt[TNTPQ�XSUdVSNMTUTVSPM�MO�V[NUdSbX�OP\]�[V�MO�wefg�Ol�TMb�XPMTM\XpXPM�bdSNX�Tl�SP]�VSNMTUTVSPM�YXlS[\MbhiTMUd�XkS\[SMXY�MdX�UNXYTM�t[S\TM]�Ol�MdX�XTQdM�\SNQXbM�VSNMTUTVSPMb�NXVNXbXPMTPQ�SVVNOxTpSMX\]�yfg�Ol�MdX�MOMS\�WSMScoSXPMTM\XpXPM�bdSNXh�iTMUdjb�SbbXbbpXPM�Ol�MdX�SQQNXQSMX�UNXYTM�t[S\TM]�Ol�MdX�XTQdM�\SNQXbM�pXpoXNb�[bTPQ�MdX�RLm�Tb�UOPbTbMXPMcTMd�MdX�bMNOPQ�NXkXP[X�YXlXPbToT\TM]�SbbXbbpXPMhz{=|KGD?}�<DC~I�JKJ��X\TSo\X�o[M�WOPUXPMNSMXY�ROcXN�L[VV\]RmRnjb�OVXNSMTPQ�NTb̀�SbbXbbpXPM�Tb�YNTkXP�o]�MdX�\Oc�OVXNSMTPQ�UObM�o[NYXPs�cdTUd�dSb�SkXNSQXY�SVVNOxTpSMX\]�fhyUXPMb�̀�d�Y[NTPQ�MdX�VSbM��kX�]XSNbh�WOPUXPMNSMTOP�XxTbMb�TP�RmRnjb�VOcXN�b[VV\]�cTMd�P[U\XSN�QXPXNSMTOP�SUUO[PMTPQ�lONpONX�MdSP�y�g�Ol�MdX�e�e��XPXNQ]�b[VV\]s�PXM�Ol�MdX�\OSY�bXNkXY�o]�L�Rnh��OcXkXNs�[PTM�XxVOb[NX�MO�RmRnjb�OcPXY�TPMXNXbM iXXYoSÙ
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01�1234�056�0274859:6;�78�91126�356;97�5079<=1�8<�>640?@�8@�746�ABCBD�E166�477F1GHHIIIJK7345079<=1J38LH1976H56=2?0785MNO87465�356;97�5079<=�12>19;905961�056�<87�?9176;�8<�P85L�ABCBD�E746�Q<8<RABCBD1QN�0<;�74656@856�356;97�5079<=1�91126;�>M74816�12>19;905961�056�<87�91126;�8<�>640?@�8@�746�ABCBDJ�S8I6T65O�<8<RABCBD�F6518<<6?�L0M�F057939F076�9<�;6765L9<9<=356;97�5079<=1�91126;�>M�85�8<�>640?@�8@�746�ABCBDJUVWX�YVZZZ[Y\]\̂Ŵ \[_�ẐŴ Z̀a46�5079<=1�0>8T6�I656�18?93976;�0<;�0119=<6;�85�L09<709<6;�>M�P9734�07�746�56b2617�8@�746�5076;�6<797MH911265�85�0�56?076;�7495;F057MJ�c<M�6d36F798<1�@8??8I�>6?8IJV_X[UZVeV_̂ �f[Y\]gP9734h1�9<765<0798<0?�356;97�5079<=1�F58;236;�82719;6�746�ij�85�746�jkO�01�746�3016�L0M�>6O�056�6<;8516;�@85�216�>M�56=2?076;6<797961�I9749<�746�ij�85�746�jkO�561F6379T6?MO�@85�56=2?0785M�F25F8161O�F25120<7�78�746�765L1�8@�746�ij�lBc�B6=2?0798<�85�746jk�l56;97�B079<=�c=6<3961�EcL6<;L6<7�673JN�Eij�id97N�B6=2?0798<1�mnopO�01�746�3016�L0M�>6J�P9734h1�0FF58034�78�6<;8516L6<79<�746�ij�0<;�746�jk�30<�>6�@82<;�8<�P9734h1�B6=2?0785M�c@@0951�F0=6�8<�P9734h1�I6>1976J�a46�6<;8516L6<7�170721�8@9<765<0798<0?�356;97�5079<=1�91�F58T9;6;�I9749<�746�6<797M�12LL05M�F0=6�@85�6034�5076;�6<797M�0<;�9<�746�750<103798<�;6709?F0=61�@85�175237256;�K<0<36�750<103798<1�8<�746�P9734�I6>1976J�a4616�;913?812561�056�2F;076;�8<�0�;09?M�>0191Jj79?97961�0<;�q8I65 jC�q2>?93�P9<0<36 A8574�cL65930 j<976;�C70761 P66;>03r



��������� ��	
���	����������	����������������
����� !"��#$�
	��
��%��������&��"�'"(�)�	$��*��	�+$�

�		,�-�����.%�	
���	����.
���������
����',�+$�
'%����
��%�	
�'��	��',������	'����',����'����
�'�
'�$�
	��
'��%������'��&�'�'��	$��*'�	�+$�'��'��'���� �����

/01234526�2789:;<=:7>726�2?@ABCDE2FG

H44IJ0;<



2019 Residential Customer Satisfaction Study 

24 January 2020 
Confidential & Proprietary

Report of Findings



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 - 2020 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. 3

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 2019 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 

808

No. of Questions 

30*

Margin of Error 

3.40%

Incentive 

None

Confidence Level 

95%

Quality Assurance 

Dual level**

Research Dates 

December 3 - 11, 
2019

* 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 increased to 78.9% in 2019 from 

72.4% in 2017. The 2019 satisfaction rating is 5.4 percentage points higher than the National Public Power Data Source* 
average (73.5%). 

- When respondents were asked to indicate why they rated their electric utility the way they did, the most frequent open 
ended responses were recorded for “too expensive/high rates/rate increase” (60.0%) among respondents who 
reported “01-03,” “too expensive/high rates/rate increase” (28.9%) among those who reported “04” and “good, reliable 
service” (42.6%) among those who indicated “05.” 

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

๏ 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" declined to 15.6% (from 22.2% in 2017).  

๏ More than eight-out-of-ten respondents (83.2%) who experienced a service interruption reported the problem was corrected 
in a reasonable amount of time. Of note, this frequency has declined 7.1 percentage points from 2017 findings. 

- 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” (34.6%), followed by “unreliable service/frequent outages/
surges” (26.9%).

*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 nine-out-of-ten respondents, 91.4%, provided a positive rating of either “04” (15.0%) or “05” (76.4%) regarding 

the reliability of the electric service they receive from the surveyed PMPA member utilities. 

๏ 80.1% of respondents reported their expectations for electric service are being met by the surveyed PMPA member utilities, 
a positive increase in frequency compared to 2017 findings (+4.7 percentage points). 

๏ 63.9% of respondents provided positive ratings for the value of the electric service provided by the surveyed PMPA 
member utilities.  

๏ Nearly nine-out-of-ten respondents (87.7%) provided positive ratings for the surveyed PMPA member utilities’ overall 
customer service, a 3.7 percentage point increase from 84.0% in 2017.  

๏ Nine-out-of-ten respondents provided positive ratings for the surveyed PMPA member utilities’ employees, specifically, 
increasing to 90.1% from 89.1% in 2017. 

- When respondents were asked to indicate why they rated their electric utility’s employees the way they did, the most 
frequent open ended responses were “poor customer service” (39.1%) among respondents who rated their electric 
utility’s employees “01-03,” “good customer service” (35.6%) among those who rated their utility’s employees “04” 
and “good customer service” (56.6%) among those who rated their utility’s employees “05.”
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Key Study Findings, continued
๏ Ratings for all four (4) customer service characteristics improved in 2019, with the average frequency of respondents 

who provided positive ratings increasing to 90.9% (+2.7 percentage points over 88.2% in 2017). 

๏ Ratings improved for all four (4) electric installation and repair employee characteristics in 2019. The average frequency 
of respondents who provided positive responses increased to 94.8% from 90.1% in 2017. 

๏ In 2019, a consistent frequency of respondents (78.7%) provided positive ratings for the surveyed PMPA member utilities 
informing them and communicating with them as customers compared to 2017 findings (+0.1 percentage points). 

๏ 91.2% of respondents provided positive ratings regarding the ease of understanding the monthly utility bill they receive 
from the surveyed PMPA member utilities, an increase of 4.8 percentage points over 2017 findings. 

๏ 81.2% of respondents reported a positive overall perception of the electric service provided by the surveyed PMPA 
member utilities. The frequency of respondents who indicated “very positive” increased 5.2 percentage points from 
56.5% in 2017.



Slide /Copyright 2006 - 2020 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. !12

Key Study Findings, continued
๏ Slightly more than one-half of 2019 survey respondents (54.6%) indicated they would likely remain as customers of the 

surveyed PMPA member utilities, if given the opportunity to switch companies. The frequency declined 14.1% from 68.7% 
in 2017. 

๏ 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” (38.1%), followed by “don’t know/
refused” (15.8%) and “lower rates” (12.9%).
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Overall Satisfaction Increases 

73.5% 
National public power 

overall satisfaction 
rating* 
(2019)

*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. *Source: APPA Public Power Data Source powered by GreatBlue Research, Inc. (January 2020)

Overall satisfaction with electric service provided by the surveyed PMPA member utilities increased to 78.9% in 2019 from 
72.4% in 2017. The 2019 satisfaction rating is 5.4 percentage points higher than the National Public Power Data Source* 
average (73.5%).

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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Varying Sentiments Toward Utilities

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” (60.0%) among respondents 
who rated their electric utility “01-03,” “too expensive/high rates/rate increase” (28.9%) among those who who rated 
their utility “04” and “good, reliable service” (42.6%) among those who rated their utility “05.”

Item… %

Too expensive/high rates/rate increase 60.0
Unreliable service/frequent outages/surges 11.8
Expressed multiple issues 6.5
Average/some good, some bad 2.9
Good, reliable service 2.9
Poor customer service 2.4
Inconsistent billing/billing issues 1.8
None/nothing 1.8
Don’t know/refused 2.9
Other (various; each less than 1.2%) 7.3

Item… %
Too expensive/high rates/rate increase 28.9
Good, reliable service 21.4
Unreliable service/frequent outages/surges 9.4
No problems or issues 9.4
Always room for improvement 7.5
Prompt response to issues/outages 1.9
Not doing a good job/occasional issues 1.3
Poor customer service 1.3
Poor infrastructure maintenance 1.3
None/nothing 3.1
Don’t know/refused 3.8
Other (various; each less than 1.0%) 10.2

Item… %
Good, reliable service 42.6
No problems or issues 28.6
Prompt response to issues/outages 4.2
Good company/do a good job 4.2
Expressed multiple issues 2.9
Great customer service 2.5
Too expensive 2.5
Fair pricing 2.3
None/nothing 1.1
Don’t know/refused 3.8
Other (various; each less than 1.3%) 4.9

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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Three-quarters 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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75%

100%

2017  
Composite

2019  
Composite

2019  
Utility A

2019  
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2019  
Utility C

2019  
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59.3%

44.9%

28.3%

56.8%

47.5%
42.9%

27.0%27.3%
22.8%

31.6%
27.2%30.0%

10.6%
15.5%

25.5%

8.4%
14.9%14.0%

1.6%
5.3%

9.8%

2.1%4.7%5.1%
1.6%

7.0%
13.6%

1.1%
5.7%8.0%

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

When 2019 survey respondents were asked to compare the surveyed PMPA member utilities’ electric service to the ideal 
provider, 74.7% provided a positive rating of either “04” (27.2%) or “05” (47.5%). This frequency increased 1.8 percentage points 
from 2017 findings.

74.7%
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Fewer 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

2017 Composite

2019 Composite

2019 Utility A

2019 Utility B

2019 Utility C

2019 Utility D

0% 25% 50% 75% 100%

87.7%

70.4%

85.6%

93.5%

84.4%

77.8%

12.3%

29.6%

14.4%

6.5%

15.6%

22.2%

Yes No

2017 Composite

2019 Composite

2019 Utility A

2019 Utility B

2019 Utility C

2019 Utility D

0% 25% 50% 75% 100%

84.0%

44.6%

69.0%

76.9%

61.8%

69.1%

16.0%

55.4%

31.0%

23.1%

38.2%

30.9%

Yes No

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" declined to 15.6% (from 22.2% in 2017). The 
frequency of respondents who indicated the issue was recurring increased to 38.2% (from 30.9% in 2017). 

Has this been a recurring issue? Q
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Timely Problem Resolution 

Was the problem corrected in a reasonable amount of time? Q
2017 Composite

2019 Composite

2019 Utility A

2019 Utility B

2019 Utility C

2019 Utility D

0% 25% 50% 75% 100%

20.0%

22.6%

10.7%

16.8%

9.7%

80.0%

77.4%

89.3%

100.0%

83.2%

90.3%

Yes
No

More than eight-out-of-ten respondents (83.2%) who experienced a service interruption reported the problem was corrected in 
a reasonable amount of time. Of note, this frequency has declined 7.1 percentage points from 2017 findings. Of the 26 
respondents who indicated the problem was not corrected in a reasonable amount of time, 34.6% indicated the reason to be 
“slow response to outages,” 26.9% indicated “unreliable service/frequent outages/surges” and 15.4% indicated “don’t know/
unsure.”

Please explain? (n=26)Q
Item… %

Slow response to outages 34.6

Unreliable service/frequent outages/surges 26.9

Don’t know/refused 15.4

Depends/varies 7.7

Poor outage notifications/updates 3.8

Other (various) 11.5
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Reliability Rating Increases 

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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Not reliable 02 03 04 Very reliable 

More than nine-out-of-ten respondents, 91.4%, provided a positive rating of either “04” (15.0%) or “05” (76.4%) 
regarding the reliability of the electric service they receive from the surveyed PMPA member utilities. This frequency 
increased 0.6 percentage points from 90.8% in 2017. 

91.4%
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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 2019, 80.1% of respondents reported their expectations for electric service are being met by the surveyed PMPA 
member utilities (“04” and “05” responses), a positive increase in frequency compared to 2017 findings (+4.7 
percentage points).

80.1%
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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

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

Over three-fifths of respondents, 63.9%, provided positive ratings for the value of the electric service provided by the 
surveyed PMPA member utilities (“04” or “05” responses). This frequency increased 0.5 percentage points from 63.4% 
in 2017. 

63.9%



Slide /Copyright 2006 - 2020 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. !21

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
2017 Composite

2019 Composite

2019 Utility A

2019 Utility B

2019 Utility C

2019 Utility D
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Very poor
02
03
04
Excellent

In 2019, nearly nine-out-of-ten 
respondents provided positive ratings of 
“04” (22.0%) or “05” (65.7%) for the 
surveyed PMPA member utilities’ overall 
customer service, a 3.7 percentage point 
increase from 84.0% in 2017. 

Of note, there was an 11.2 percentage 
point variance between reported customer 
service ratings for “Utility B” (82.3%) and 
“Utility D” (93.5%).

87.7%
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Variance in Employee  
Ratings 

2017 Composite

2019 Composite

2019 Utility A

2019 Utility B

2019 Utility C

2019 Utility D
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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 2019, nine-out-of-ten respondents 
provided positive ratings of 
“04” (20.9%) or “05” (69.2%) for the 
surveyed PMPA member utilities 
employees, specifically, increasing to 
90.1% from 89.1% in 2017.  

Of note, there was 10.9 percentage 
point variance between reported 
employee ratings for “Utility 
B” (84.5%) and “Utility D” (95.4%).

90.1%
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Item… %
Good customer service 56.6
Do a good job/easy to deal with 13.1
No problems/issues 12.9
Prompt response to issues/outages 4.4
Expressed multiple reasons 2.1
Willing to work with customers 1.9
Not enough contact with employees/limited 
interaction 1.5

None/nothing 1.2
Don’t know/refused 3.3
Other (various; each less than 1.0%) 3.0

Item… %
Good customer service 35.6
No problems/issues 11.0
Do a good job/easy to deal with 7.5
Always room for improvement 7.5
Poor customer service 6.2
Not enough contact with employees/limited 
interaction 4.1

Meet expectations/just okay 3.4
None/nothing 3.4
Slow response to issues 2.7
Difficult to speak with a rep 2.1
Don’t know/refused 7.5
Other (various; each less than 2.0%) 9.1

!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” (39.1%) among respondents who rated their 
electric utility employees “01-03,” “good customer service” (35.6%) among those who rated their utility employees “04” 
and “good customer service” (56.6%) among those who rated their utility employees “05.”

Item… %
Poor customer service 39.1
Representatives not helpful 7.2
Difficult to speak with a rep/long wait times 7.2
Reps are nice, polite, professional 4.3
Don't care about customers/won't work with 
them 4.3

Questions not answered 2.9
Dependent on the rep 2.9
Not enough contact with employees/limited 
interaction 2.9

Expressed multiple issues 2.9
Average customer service 2.9
None/nothing 1.4
Don’t know/refused 2.9
Other (various; each less than 2.0%) 18.2
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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… 2017 
Composite

2019 
Composite

2019  
Utility A

2019  
Utility B

2019  
Utility C

2019  
Utility D

Courtesy 90.2 91.9 95.0 87.4 92.2 93.6

Professionalism 90.3 91.5 95.0 86.3 91.0 94.2

Responsiveness 88.0 90.7 93.8 85.0 89.9 94.8

Problem Solving 84.2 89.6 92.9 85.3 88.4 92.3

Average 88.2 90.9 94.2 86.0 90.4 93.7

Ratings for all four (4) customer service characteristics improved in 2019. The average frequency of respondents who reported “04” 
or “05” increased to 90.9% (+2.7 percentage points over 88.2% in 2017). The highest frequency of positive responses was 
recorded for “courtesy” (91.9%), followed by “professionalism” (91.5%), “responsiveness” (90.7%) and “problem solving” (89.6%).

Customer Service Characteristic  
Ratings Increase 
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Characteristic… 2017 
Composite

2019 
Composite

2019  
Utility A

2019  
Utility B

2019  
Utility C

2019  
Utility D

Responsiveness 89.1 95.7 98.0 94.9 93.7 97.4

Professionalism 92.0 95.4 98.0 93.5 94.6 96.5

Courtesy 89.7 94.9 96.0 92.2 94.6 96.5

Fixing Problems 89.5 93.1 98.0 92.2 90.6 93.9

Average 90.1 94.8 97.5 93.2 93.4 96.1

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 Increase 
Ratings improved for all four (4) electric installation and repair employee characteristics in 2019. The average frequency of 
respondents who reported “04” or “05” increased to 94.8%, +4.7 percentage points over 90.1% in 2017. The highest 
frequency of positive responses was recorded for “responsiveness” (95.7%), followed by “professionalism” (95.4%), 
“courtesy” (94.9%) and “fixing problems” (93.1%).
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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

6.7% 4.1% 1.0% 6.3% 5.9% 3.1%

In 2019, a consistent frequency of 
respondents (78.7%) provided positive 
ratings (“04” or “05”) for the surveyed 
PMPA member utilities informing them and 
communicating with them as customers 
compared to 2017 findings (+0.1 
percentage points). 

Of note, those who reported the 
communication as “excellent” (52.5%) 
decreased 4.3 percentage points from 
2017 findings.

Communication Ratings  
Consistent 
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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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Very difficult to understand 02 03 04 Very easy to understand 

More than nine-out-of-ten respondents (91.2%) provided positive ratings (“04 or “05”) regarding the ease of understanding 
the monthly utility bill they receive from the surveyed PMPA member utilities, an increase of 4.8 percentage points over 
2017 findings.

91.2%

Increase 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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81.2%

Variance in Overall Perception
Eight-out-of-ten of 2019 survey respondents (81.2%) reported a positive overall perception (“04” and “05” responses) of 
the electric service provided by the surveyed PMPA member utilities. The frequency of respondents who indicated “very 
positive” increased 5.2 percentage points from 56.5% in 2017. Additionally, there was a notable variance of “very 
positive” responses between member utilities. 



Slide /Copyright 2006 - 2020 GreatBlue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction. !29

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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Slightly more than one-half of 2019 survey respondents (54.6%) 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 declined 14.1% from 68.7% in 2017.

54.6%

Decline 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” (38.1%), followed by “don’t know/
refused” (15.8%) and “lower rates” (12.9%).

Item… %

None/nothing 38.1
Lower rates 12.9
Doing a great job/keep up the good work 9.5
Reliable service/less outages 3.0
More help/ willing to work with customers 2.0
Expressed multiple issues 1.7
Better communication 1.6
Better customer service 1.6
More care for customers/listen to concerns 1.4
Easier to speak with live reps 1.2
Prompt notification of outages/issues 1.2
Don’t know/refused 15.8
Other (various; each less than 1.2%) 10.0
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Considerations
๏ Increase communication between members. The 2019 survey illuminated notable variances in results 

between surveyed member utilities. Significant differences in ratings for overall customer service, employee ratings 
and sentiment regarding informing and communicating with customers were all recorded. It is recommended that 
PMPA member utilities make consistent efforts to communicate and exchange best practices in order to close 
these ratings gaps and increase the overall ratings of PMPA.  

๏ Investigate service interruptions. The 2019 survey indicated a marked decrease in the frequency of service 
interruptions from 2017. Despite this finding, the rate of those who reported the issue was recurring increased and 
the rate of respondents who indicated the problem was restored in a reasonable amount of time decreased. It is 
recommended that PMPA investigate potential reasons for these issues and, once identified, take proper steps to 
improve the services involved.
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Considerations
๏ Analyze customer service and field service ratings. Overall, average ratings for both the customer service 

characteristics (+2.7 percentage points from 2017) and electric installation and repair employee characteristics 
(+4.7 percentage points from 2017) increased in 2019. By further analyzing potential reasons for these ratings 
increases, PMPA member utilities can make efforts to develop consistent and updated best practices moving 
forward. 

๏ Investigate reported customer loyalty. Respondents who indicated they would likely remain as customers of 
the surveyed PMPA member utilities, if given the opportunity to switch companies declined 14.1% from 68.7% in 
2017. Further, the aggregate decrease was precipitated by the metric declining for all four (4) surveyed utilities. It 
is recommended that PMPA further investigate the reported decline in loyalty in order to better understand current 
sentiment among respondents.
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2019 PMPA Residential Customer Satisfaction - 
19 November 2019 (DRAFT) 
 
 
Researcher:       Date: 
 

Time start:        CB: 
 

Time end:        Supervisor: 
 
 
Hello, my name is ____________.  I am a research assistant at GreatBlue Research, Inc.  We are 
talking to people in your area today about their City of Westminster electric service.  You were called 
at random and your name and answers will be kept strictly confidential.  This is not a sales call as we 
have nothing to sell. 
 
 
A.  Is your electric service provided by City of Westminster? 

01 Yes  
02 No (Thank and terminate) 
03 Don’t know/unsure (Thank and terminate) 

 
B.  Are you one of the heads of your household and at least eighteen years of age? 

01 Yes (Continue) 
02 No (Ask for a qualified respondent) 

 
 
 
1. Overall, how satisfied are you with the electric service provided by City of Westminster? Please 

use a scale of 1 to 5, where 1 is “very unsatisfied” and 5 is “very satisfied.”  
01 Very unsatisfied  
02 2 
03 3 
04 4 
05 Very satisfied  
06 Don’t know/unsure 

 
2. Can you please tell me why you rated the Utility 1 - 3? (Only ask if Q1=01-03) 

___________________________________________________________________________
___________________________________________________________________________ 
 

3. Can you please tell me why you rated the Utility 4? (Only ask if Q1=04) 
___________________________________________________________________________
___________________________________________________________________________ 
 

4. Can you please tell me why you rated the Utility 5? (Only ask if Q1=05) 
___________________________________________________________________________
___________________________________________________________________________ 
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5. Imagine the ideal provider electric provider. How does City of Westminster 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.” 

01 Not very close to the ideal  
02 2 
03 3 
04 4 
05 Very close to the ideal 
06 Don’t know/unsure  

 
6. 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? 

01 Yes  
02 No (Go to Q12) 
03 Don’t know/unsure (Go to Q12) 

 
7. Has this been a recurring issue? 

01 Yes 
02 No  
03 Don’t know/unsure  

 
8. Was the problem corrected in a reasonable amount of time? 

01 Yes (Go to Q12) 
02 No  
03 Don’t know/unsure  

 
9. Please explain? (Only ask if Q10=02 OR 03) 

___________________________________________________________________________
___________________________________________________________________________ 
 
 
 
 
 

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

01 Not reliable  
02 2 
03 3 
04 4 
05 Very reliable 
06 Don’t know/unsure  
 

11. To what extent has 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.” 

01 Falls short of your expectations 
02 2 
03 3 
04 4 
05 Exceeds your expectations 
06 Don’t know/unsure 
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12. Considering what you pay for what you receive, how do you rate the value of the electric service 
provided by City of Westminster? Please use a scale of 1 to 5, where 1 is “not at all valuable” and 
5 is “very valuable.” 

01 Not at all valuable  
02 2 
03 3 
04 4 
05 Very valuable  
06 Don’t know/unsure 

 
13. How do you rate the overall customer service provided by City of Westminster? Please use a 

scale of 1 to 5, where 1 is “very poor” and 5 is “excellent.” 
01 Very poor 
02 2 
03 3 
04 4 
05 Excellent 
06 Don’t know/unsure 

 
14. Considering all of your experiences regarding the electric service with 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.” 

01 Very poor 
02 2 
03 3 
04 4 
05 Excellent 
06 Don’t know/unsure 

 
15. Can you please tell me why you rated the Utility employees 1 -3? (Only ask if Q16=01-03) 

___________________________________________________________________________
___________________________________________________________________________ 
 

16. Can you please tell me why you rated the Utility 4? (Only ask if Q16=04) 
___________________________________________________________________________
___________________________________________________________________________ 
 

17. Can you please tell me why you rated the Utility 5? (Only ask if Q16=05) 
___________________________________________________________________________
___________________________________________________________________________ 

 
Please rate City of Westminster’ 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.” 

Characteristic Very 
Poor 

02 03 04 Excellent DK 

18. Courtesy 01 02 03 04 05 06 
19. Responsiveness 01 02 03 04 05 06 
20. Professionalism 01 02 03 04 05 06 
21. Problem Solving 01 02 03 04 05 06 
 

Please rate City of Westminster’ 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.” 
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Characteristic Very 
Poor 

02 03 04 Excellent DK 

22. Courtesy 01 02 03 04 05 06 
23. Responsiveness 01 02 03 04 05 06 
24. Professionalism 01 02 03 04 05 06 
25. Fixing Problems  01 02 03 04 05 06 
 
26. How do you rate 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.” 
01 Very Poor 
02 2  
03 3 
04 4 
05 Excellent 
06 Don’t know/unsure 

 
27. How do you rate the monthly utility bill you receive from 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.” 

01 Very difficult to understand 
02 2 
03 3 
04 4 
05 Very easy to understand 
06 Don’t know/unsure 

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

01 Very negative 
02 2 
03 3 
04 4 
05 Very positive  
06 Don’t know/unsure 

 
29. If given the opportunity to switch to another electric company, how likely are you to continue as 

a customer of City of Westminster? Use a scale where 1 is “very unlikely” and 5  is “very likely.” 
01 Very unlikely  
02 2 
03 3 
04 4 
05 Very likely  
06 Don’t know/unsure 

 
30. What is the single most important thing that City of Westminster can do to improve the way 

they deal with customer concerns? 
______________________________________________________________________________
______________________________________________________________________________ 
 
31. Do you have any further comments or suggestions?  
______________________________________________________________________________
______________________________________________________________________________ 
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That concludes the survey.  Thank you very much for your time and participation. 

 


	CA Report 28May2021
	PMPA, media release 5-21
	PMPA, rationale 5-21
	Research:
	Rating Action
	Credit overview
	Environmental, social and governance factors

	Negative Outlook
	Downside scenario
	Return to stable scenario

	Credit Opinion
	Related Research


	Moodys PR - PMPA
	Fitch RAC - PMPA FINAL_28 May 2021
	Comp GreatBlue Research - 2019 PMPA Residential Satisfaction Report of Findings (Composite)
	PMPA Residential Customer Satisfaction Telephone Study (Westminster)

