
May 22,2007 

VIA OVERNIGHT DELIVERY 

Honarable Jaclyn A. grilling, 
New York State Department of Public Service 
Office of the Secretary 
Three Empire State Plaza 
Albany, NY 12223 

Re: PSC Case 01-M-0075 - National Grid USA and Niagara Mohawk Joint Proposal: 
Results from Customer 'Outreach and Education" Surveys 

Dear Secretary Brilling: 

Attached please find the annual results of the two primary electric "Outreach and 
Education" surveys associated with the Joint Proposal. 

1) Residential and Commercial Customer Awareness & Understanding of Retail 
Competition; and 

2) Survey of Electric Marketer Satisfaction. 

Please contact Arthur Hamlin, Director of Program & Policy Administration, National 
Grid, at 315-428-6882 if you have questions or need additional information. 

Very truly yours, 

~ i h u r  W. Hamlin 
Director of Program & Policy Administration 

Enclosures 
cc: Active Parties (via electronic mail) 

9M E h  0uMmrd m*L Syraaas, New Y a  1 ~ ~ .  w w w . k g m W & m m  





nationalgrid 
Research Objectives 

Measure current level of customer awareness and understanding of the 
competitive market for electricity 
- Segmented by customer type (residential and commercial) 
- Segmented by geographic location 

Baseline measurements were established in 2003 and incentive 
mechanisms were established in 2003,2005 and 2006 

Compare 2006 survey results to 2005,2004 and 2003 to identify changes 
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Segmentation 
nationalgrid 

Two segments 

- Customer type 
Residential 
Commercial 

- Geographic area 
Frontier 
Western 
Central 
Mohawk Valley 
Northern 
Capital 
Northeast 
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Weighting 
nationalgrid 

Data presented in "totals" is weighted in each year's sample in order to 
ensure that each region is represented in the sample in the same 
proportion as in the overall population. 

Weighting scheme used for region totals 2002-2006: 

Different multipliers were used each year depending upon the number of 
completed surveys in each region. 
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Awareness, Importance & 

Ql . Awareness by 
~nterest nat ionalgrid 
Geographical Region 

Residential respondents in the Capital (69.2%) and Central regions (67.9%) and Commercial respondents in the 

and Mohawk Valley (83.5%) and Central regions (82.6%) have the highest awareness levels in 2006 (aware that 
National Grid customers have a choice). 
There were large increases in all regions among Residential and Commercial respondents. The largest increases 

among residential and commercial customers was in the Frontier region (42% and 38% increase, respectively). 
-- - -- -- -- - - 

Residential Commercial 

Capital 

Central 

Frontier 

Mohawk 
Valley 

Northeast 

Northern 

Western 

Mohawk 
Valley 

Central 

Frontier 

Capital 

Northeast 

1 Northern 

1 western 
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Executive Summary 

Choice 
nat ionalgrid 

Although most survey respondents 
believe that being able to choose an 
electricity supplier is important (extremely 
+ somewhat important), fewer are 
interested in doing so (extremely + 
somewhat interested). 

2006 marks the first increase in the 
importance of choice and the level of 
interest in changing suppliers; the 
previous four years showed a decline for 
Residential customers. Commercial 
customers rankings for levels of 
importance and interest have both 
decreased compared to 2005. 

a Hlgh Impohma, .High Interest 

Comnsrdal m Hlgh Impo&nw Mgh lmmst 
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Understanding Retail Competition nat ionalarid 
Y 

04. Understanding How to Switch Suppliers 

In 2006, sli~htlv over half of all Residential Residential 
Bese = Aware of Retail CompetMon 

(53.9%) and over half of all Commercial (59.5%) 
customers claim to understand how to switch 2003 
electric suppliers either "extremely welln or 
"somewhat well." 2004 

2005 
This represents a slight increase in the 
proportion of both Residential and Commercial 2006 

respondents who claimed to understand how to w 10% 20% 30% 40% 50% 60% 70% 80% 0 0 ~  100% 

switch. For both groups, 2006 marked the Im Extremely Well .Somewhat Well 61 Neither 

Base = A m  ot Retali CompetMon 
Commercial 

highest amount of understanding out of the four 

Extremely  Well Somewhat Well hl Nelther 
Not Well Not at all Don't know' 

~ o t  Well ~ o t  at all Don't know' 

Includes respondents who refused to answer the question and answered 'Not applicable". 
. - -- ..~~.. ~ ~ ~~ 

year period. 
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1 Understanding Retail Competition nationalgrid 
Q4. Understanding How to Switch Suppliers by Region 

Currently, the largest proportion of Residential customers with an understanding of how to switch suppliers is in the Mohawk 
Valley region (61.2%). Among Commercial customers, the largest number that know how to switch are located in the Western 
(70.3%) region. Residential customers in the Frontier and Westem regions both saw increases of around 24%. 
Understanding has increased in six out of seven regions for Residential and five out of seven regions for Commercial 
customers. 

Mohawk 
Valley 

I % Understand "Mremely Wellw + "Somewhat Well"; Bese = Awam of Retall Competftion I 

Residential 
1 % 

Frontier 

Central 

-2 /o 
38.5% western 1-2 .2% 

54.090 

Northeast 
48.5% 

Northern 

Capital 

Western 

Central 

Commercial 
58.3% 

- - 

149.0% 
153.6% 

CQ no, 

2L.3-/0 

Frontier I < ,  1 40.4% 
117 001 

d 

1 55.6% 
Capital 146.8% 

Northeast 35.0% 

56.0% 

Valley 
46.8% 02605 

Northern 
46.0% 

1 2006 ~lectric icetail Competition ~ u l v e y  Page 10 



Executive Summary nationalgrid 
Understanding 

- - - - 

A strong majority of customers understand their right to choose an electric supplier, and that their right 
to switch back at any time. 
Residential customers had an increase in understanding in all areas compared to last year and in most 
cases have higher scores compared to the last two years. 
Commercial customers' understanding of electric issues has mostly improved over the four year period 
which implies that communications have had an impact in increasing customer knowledge. Fewer 
customers in 2006 said that they understood the ability to switch back at any time than any other year in 
the four year period. 

I Base =Aware Customers 
(Change from prior year in parentheses.) - 
National Grid supports customers' rights to choose thew electricity supplier. 87.0 85.6 82.5 87.3 78.7 85.2 86.0 88.5 

(+8.2) (+1.4) 1 (+4.8) (-3.6) (+6.5) (+0.8) (+2.5) 

Reddentla1 Customers 

If I switch to another electricity supplier, National Grid will continue to deliver the 73.8 72.8 70.8 73.9 
electridty I buy to my home/mpany. (+15.0) -1.0) (-2.0) (+3.1 

. . ~ .  . .~ . , . . . . . *' . *,.. -*-"( ". . . 
If I switch to another electricity supplie- 69.6 70.0 64.9 68.9 
National Grid will supply electriaty to my hornelcompany. (+0.1) (+0.4) (-5.1) (~4.0 

Commercial Customers 

supplier, National Grid will no longer respond to my 45.3 58.7 
eement is correct response) 

.. ~ ~ 

(+0.4) (+I 3.4) "1 1"'1, l:%q ("!)pF: 
, " ' T 

-' -. : 
x - 

meclnnry supplier, I should call the new- 27.1 36.2 30.7 40.7 28.4 39.9 43.7 
utage or another emergency. (Disagreement is correct response) (-1.0 (+9.1) (-5.5) (+10.0) (4.3) (+11.5) (-3.8) (+8.9) 

If I &tch to another electricity supplier, the safety and reliability of my electnc 
service will be the responsibility of my new supplier. (Disagreement is conecf 24.8 30.3 21.0 35.1 30.2 34.7 37.9 48.4 

response) (+1.2) (+5.5) (-9.3) (+14.1) (+1.7) (+4.5) (+3.2) (+10.5) 

-. ~ ~ . . .  ~ .. . .... ~. ~-~ - ~. ~. ...~ ~ .. ~ - -  . ~ ---- ~~ ~- 
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Communications 
Q6a-b. Heard or read anything about nationalgrid 

switching - electricity - - suppliers 
47.4% of residential respondents have heard about retail competition from National Grid. 
25.0% of residential respondents have heard from other electricity suppliers. 

57.6 % of commercial respondents have heard about retail competition from National Grid. 
50.7% of commercial respondents have heard from another electricity supplier. 

-~ ~ -- . ~~ . - ~ . .- ~~ ... ~ 

2003 - N e m r  2004 - - 2005 ~ a m e r  2006 - 
Neither 45.7% 

10.0% 
13.4% 

13.6% Naknal 

Grld Grld 
Grld - 

29.4% 22.8% 
29.3% 

26.4% 

Netther 
51.7% 

2003 - 

Another 
S U P P ~  

4.5% 

17.5% 
Nlltknal 

Grld 

N e m r  2005 40.296 - 

Another 
Supplier 
11.4% 
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Switching Behavior nationalgrid 

The same number of Residential customers this year (30.0%) say they have investigated switching as last year. 
Most of those who investigated the possibility of switching also know where to look for information. On the other hand, most of 
those who did not investigate switching didn't know where to find information. 

Know Where lnvestiaated Know Where 
To Flnd Info Switciing 

Base = Awam of Retall CompetMon 

Know Where investigated Know Where 
To Find Info Switching To Find Info 

2004 

Know Where Investigated Know Where 
To Find info %itching To Flnd Info 2005 

Know Where lnvestlgated Know Where 
To Find Info To Find Info 2006 

~. . . .- -. . . - . . . . . . .. .- . -. - .- . . - 
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Switching Behavior nationalgrid 

Nearly the same percentage of commercial customers this year investigated the possibility of switching electricity suppliers as 

last year. Similar to Residential customers, most of the Commercial customers who have investigated switching also know 
where to find information while most of those who have not investigated, don't know where to look for information. 

-- - -- - 

Know Where lnvestlaated Know Where Base =Aware of Retail CompetMon 
To Flnd Info Switching To Find Info g#p@# 64.7% .I : 4@B 33.5% 2003 

-. 

Know Where Investigated Know Where 
To Find Info Switching To Find Info @@@ngqhg/ 36.5% Yes 40.2% Yes 2004 

v - 
Know Where lnvestlgsted Know Where 
To Find Info Switching To Find Into 

@@@ apq 47.8% @) 40.4% 2005 

- 

Know Where lnvestlgated Know Where 
To F&d Info switching To Flnd Info 

-- - - -- -- - -- -- - 
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Switching Behavior nationalgrid 1 Q8. Likelihood to Search for Another Supplier - 
Base = Unawam of Retall Competition 

Survey respondents are generally not likely to Residential 
search for another electricity supplier. More 
Residential customers are "not at all likely" to 
search (50.7%) than are "very likely" (6.7%). 
Similarly, more Commercial customers are "not 
at all likely" to search (38.5%) than are "very 
likely" (1 0.4%). 

The ~ro~or t ion  of both Residential and . . 
Commercial respondents who are not likely to 
search for another suppliers has remained 
relatively steady compared to 2005. -- 

Very Likely SMI Li keiy F? Neither 
E!4 W Unlikely Not at all Llkely E l  Don't Know' 

6ase = Unawam of Retail Compemlon 
Commercial 

Very Likely SMI Likely Nelther 
81 W Unlikely Not at all Likely E4 Don't Know' 

*Includes respondents who refused to answer the question or answered "Not Applicable". ~- .. ..~ ~ ~~~ ~ ~~ ~ . . ~  ~.. . . ~  ,,, 
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Switching Behavior nationalgrid 
Q10. Top Reasons - NOT To Switch Suppliers 

Residential customers say that the reason that they have not switched is because they like National Grid. 
Slightly more than one-quarter of commercial customers say they have not switched suppliers is because 
they do not understand how to switch. Another thirteen percent of Commercial customers say that they like 
NGRlD and see no reason to switch. -- - -- . - - . 

I Base = Current National Grid Customers I 
Residential Commercial 

Like NGRlD 

Rates1 Prices 

11.1% - .:'I 5.3% 
Reliability * * 112.3% 

Don't know 
12.4% 

2.10% 

Lack 
understanding 26.m 

Lack 
understanding .PA 

27.% 

Like NGRlD 3 13.5% 3% 

12.7% 

9.3% 
,,'.,:..~.. 8 , 

, , .. 9.6% 
Rated Prices 16.4% 

10.0% k 
12.0% 

Don't know 

9.9% 

Reliability 
4.2% 

10.7% 
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Switching Behavior 
Q9a. Important Factors when nat ionalgrid 
Choosing an Electricity Supplier - - - - 

Price was given as the most important factor that customers would consider when choosing a new supplier. This has been the 
major consideration in all four surveys. 

Residential Commercial 

Rates1 
Prices 

1 Reliability 

Overall 
service 

customer 
Service 

Don't 
know 

Rates1 
Prices 

Reliability 

Overall 
service 

Customer 
Service 

Don't 
know 

~- 
20013 E W  Retail Cwnpetition Sumy Page 17 



Executive Summary 

Importance of Price 
nat ionalgrid 

Approximately four out of five Residential 
and Commercial customers claim that 
price is an important factor when selecting 
among electricity suppliers. The is by far 
the most important single factor among 
survey respondents. 

The proportion of customers who say that 
pricesfrates are an important factor when 
choosing an electricity supplier has 
remained fairly constant compared to last 
year. 

The average amount that customers would 
require to save in order to switch electricity 
suppliers is about 18-23 percent. This has 
not changed much during the period in 
which the survey has been conducted. 

(% Say P k e  is Important) I Reddentlal W Commercial I 

(Mean % Savings 
Required to Switch) 

E Reddentlal .Commercial 
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Executive Summary 

Satisfaction with National Grid 
nationalgrid 

(% Extremely Satisfied 
Currently a majority of Residential and Commercial and Resldentlal 

customers are satisfied with National Grid. 

86.: r Overall satisfaction has decreased slightly among 
Residential and Commercial customers over the 2003 2004 2005 2006 

past year. 
Comnerclal 

Regionally, Residential and Commercial satisfaction 
is highest in the Frontier and Western regions. 

2006 Regional Satisfaction Residential . Comnercial 

Frontier Western Mohawk Capital Central Northern Northeast 
Valley 

-- .- -- 
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NATIONAL GRID ELECTRIC 
RETAIL ACCESS PROGRAM 

Electric Marketers Satisfaction Study 
Executive Summary 

nationalgrid 

March 2007 

Opinion Dynamics Corporation (ODC) 
www.opiniondynamics.com 



Obiectives 

3 Measure Electric Marketers' overall satisfaction with National Grid's Electric Retail Access 
Program. 

3 Measure satisfaction with specific program components: 
-, Communication with National Grid 
+ National Grid's Energy Market Center Web Site for Electric Marketers 
+ Installed Capacity Requirements 
+ Billing 

3 Identify Marketers' needs, wants, and interests regarding future changes and enhancements to 
National Grid's Electric Transportation Program. 

3 Establish benchmarks against which program satisfaction can be measured in the future. 

Methodoloav 

3 Fourteen 30-minute telephone surveys conducted between November 6,2006 and January 31, 
2007 with National Grid's Electric Marketers. 

3 Respondent base was drawn from National Grid's authorized list of electric suppliers that offer 
either residential or non-residential service. 

mDC op,.,, -. I"n -2  nationalgrid 
\ ,, 



3 ConEdison Solutions 
3 NYSEG Solutions 
3 Energetix 
3 ECONnergy 
3 Amerada Hess 
3 MX Energy 
3 US Energy Partners 
3 Energy Coop of NY 
3 Advantage Energy 
3 Hudson Energy Services 
3 Constellation New Energy 
3 Accent Energy 
3 Sempra Solutions 
3 Dominion Retail 

@ms r>v,Ys,, m .  ,,A- page 3 nationalgrid 



Electric - - -  Retail - - , . - - - -  Access Services - -  - - 
, 

0 Respondents participate in an average of four different energy u t i l i  electric retail access programs in New York State. 
8 The majority of respondents who participate in the National Grid electric retail access program also participate in the access 

programs of NYSEG, ConEd, RG&E and Orange and Rockland Utilities, Inc. 

New York State Energy Utilities' Electflc Retail Access Programs Participated In 

2006 Total (-14) 2005 Total (n=13) 2004 Total (-15) ZLW~ Total (m16) 2002 Total (n=l 1) 

New YO* state Electric 
and Gas Company (NYSEG) 

Consolidaid Edison 
Company ol New York. Inc. (ConEd) 

Rochester Gas and Electric 
Corporation (RGBE) 

Orange and Rockland U t i l i ,  Inc. 

Central Hudson Gas B Fledric 
Company (CHGBE) 

0 8 16 0 6 
Number of Respondents Number of Respond 

8 0 8 1.8 
ts Number of Respondents 

0 8 16 
Number of Respondents 

0 8 16 

Number of Respomh~ts 

Oues#onAl --.- 

P T l C  .>, .  r . -. 
Page 4 
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Overall - .  - Ease - - of - Doin~Business . . -  With - 
0 Neally all respondents identify National Grid as one of the easiest New York State energy utilities to do business with. Over one- 

third identify National Grid as - easiest New York State energy utility to do business with. 
Q Half also identify ConEd as one of the easiest to do business with. 

Rank Order of the Three Energy Utilities Dealt With That Are Easiest to Do Business 
With When It Pertains to Their Electric Retail Access Programs 

(Unaided) 

QoesHonA2 
'Differences in Ns rallecf €1- Marketers Mat only deal with one or ftw NYS energy uinhs or mm, umble to provide a raning. - -,3 - 

K!mc ,, ,, ,,, *>a -5 nationalgrid 
.. 

YOrk. Inc. (ConEd) 

New Yofk State 
Electric and Gas 
Company (NYSEG) 

Orange and 
Rockland UURIles 

Rochester Gss and 
Electnc Carporation 
(RGBE) 

Central Hudson Gas 
8 E l m  Company 
(CHGBE) 

KeySpan 

1 

1 

1 

0 

0 

3 

2 

2 

3 

0 

2 

1 

1 

2 

1 

2 

2 

1 

0 

0 

4 

0 

0 

0 

0 

2 

0 

3 

3 

0 

2 

2 

2 

0 

0 

3 

0 

0 

2 

0 

2 

1 

1 

0 

0 

2 

1 

5 

1 

0 

2 

0 

1 

0 

0 

7 

0 

0 

0 

0 

3 

1 

0 

1 

0 

3 

2 

0 

0 

0 

4 

1 

1 

0 

0 



Overall - - - Satis faction - 

0 Overall, most respondents are very satisfied with their ability to conduct business with New York State energy utilities. 
Q Over three-quarters of the respondents who conduct business with National Grid are very satisfied. 
O There was a sliaht increase in respondents' satisfaction with National Grid last vear. 

Overall Satisfaction with Ability to Conduct Business with (ENERGY UTILIT//NATlONAL GRID) 

Number of Respondents 

National Grid 2006 (-14) 

National Grld 2005 (1143) 

National Grid 2C04 (-15) 

National Grid 2003 (-16) 

National Grid 2002 (-11) 

'Other NYS Energy U n l i i  M06 (n=13) 

'Other NYS Energy Unlitlea 2005 (n=13) 

'Other NYS Energy UHlltles 2004 (n=7) 

'Other NYS Energy utllmes 2003 (n=15) 

'Other NYS Energy Utllifies 2002 (n=10) 

0 

Not at Al SatWbd (combined rat- ol1-3) 
Sanewhat Satisfled (cmMmrd ratings d 4-7) 
Very Satisfled (combined ratings of 8-1 0) 

ColIeetive results for util&ies idenWW as easiest (if NGRlD is NOT the easiest) or second easiest (if NGRID IS 
the easiest OR NGRlD is NOT the easiest, second easiest, or third easiest), includn~ NYSEG. ConEd, RG&E, . ~ - 

Ouestbm AS, A21 CHG&E and Orange and Rockland Utilities. 
-.-... . - . -.., . . . , -- . . 

Page 6 
,::. . .  ,,, Mac% .. . 
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Overall - -  - - Satisfaction - 

0 All of the marketers who work with Central Hudson Gas & Electric are very satisfied with their relationship. 
Q Orange & Rockland, despite working with a small number of marketers, reported a significant increase in satisfaction from last 

year. 

Overall Satisfaction with Ability to Conduct Business with (INSERT ENERGY UTILIP//NATlONAL GRID) 

Number of Respondents 

National Grid (NGRID) (1144) 

'Other NYS Energy Utilies (-13) 

Consolidated Edison Company (ConEQ (n4) 

New York Sate Electric and Gas (NYSEG) (d) 

Orange and Rockland UMMes (172-) 

Rochester Gas & Elect* Corporation (RG&E) (n=2) 

Central Hudson Gas & Electric (CHGBE) (n=2) 

0 13 

(Scale: knot  at all satidfed, 
l&very saUsfIed) 

mos2004m 

B Not at All SatWbd (combined rating8 d 1-3) 
Somewhat SatlsRed (combined rating8 d 4-7) 

V e r y  Satlsfiad (combined rating8 d8-10) 

. 
OuestkmAS Cdlecrive results for utilities idenlltied as easlost or seumd easiest, including ConEd, NYSEG. Orange and M l a n d  Utilities, FG&E and CHG&E. 

-ye- - 
5m.C Page 7 , , ", MYS nationalgrid 



Satisfaction - with - ., Attributes - 
0 Almost all respondents are highly satisfied with most service characteristics and reported increased satisfaction since 2005. 
Q Respondents reported the highest satisfaction with the quality of National Grid's customer data. 
€3 There is only one characteristic with a notable decline, timely follow-ups on inquiries. 

Mssn Rating. 
(Scale: knot at all ssdlslled, 

lkyery irstl~ffed) 
Total Number of Respondents (n=14) 

m~mm2002 

Quality of Customer Data 

Easy to Use Web Site Programs f. 
New Customer Data Entered in Timely Manner' 8.9 

Timely Updates on Operating Procedures and Regulations' 

Knowledgeable Representatives 

m!x or,w,,> mp ,w3c7 page8 nationalgrid 

Responsive Personnel 
- 

Effective Utilization of Web as Communications Tool' 

Easily Accessible' 
- 

Clarity of Operating Procedures Manual 

Timely Follow-ups on Inquiries* 

1 4 7 10 
'First asked in W.  

8. I 
8. 1 - - 

- 
5: - I - 

7.i 

7.6 1 

8.2 8.3 7.4 7.9 

7.3 7.8 

8.2 7.9 

6.2 7.3 7.3 7.7 

8.2 8.1 



Timeliness - - -  of - -  Follow-up .. - 
0 Over two-thirds of respondents characterize National Grid's follow-up to inquiries as very timely. 
0 Respondents report that other New York State energy utilities representatives are morei imel~n their follow-ups to inquiries than 

National Grid's representatives are. 
8 There was a slight decrease between 2005 and 2006 in respondents' perceptions of the timeliness of National Grid's follow-up to 

inauiries. 

Timeliness of (ENERGY UTILIP//NATlONAL GR1D)'s Follow-up to Inquiries" 

llkm Ranyl 
(Scab 1 - d  at all tlnwfy, 

Number of Respondents 1D;verv Hmek) 

Nalbnal Grid 2006 (-14) 

Natlonal Grid 2005 ( ~ 1 3 )  

Natlonal Grid 2004 (n=15) 

'Other NYS Energy unnties (n=13) 

'Other NYS Energy Utlllties 2005 (n=13) 

'Other NYS Energy Utiliies 2004 (n=7) 
0 

Not at All Tlmely (wmblned ratings of 14) 
0 Somewhat Timely (combined ratinge of 4-7) 
II Very Timely (comblned ratingsof 6-10) 

CdkWe results for OliIIties MenWied as easiest (K NGRID is NOT fha easiest) or second easlest (K NGRID IS ihe easksr OR 
NGRID is NOT the easiest, second easiest, or third easiest), indudng NYSEG, ConEd, RGBE, CHG&E and Orange and 
Rockland Utilities. 

~ A l I , A 2 7  " First asked in 20W. 
-v-> .-.. ,-. .,. . . .-m . . .. > 

. , :I. L,,: ..w, m 
- 9  nationalgrid 
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Frequency -- s - of - Interaction - w " - -  with - Representatives - ? A -  - + -  

0 Nearly all respondents interact with National Grid representatives at least once per month; one respondent interacts with National 
Grid two to three times per year. 

8 Respondents' interaction with National Grid has been slightly more frequent during the last year. 

Frequency of Interaction With National Grid Representatives Regarding 
Electric Retail Access Operating Procedures, Policy or Customer Information 

moSTotal (n=14) 2005 TOW (k13) 

More Than Once a Day 

At Least Once a Day 

2-3 Times Per Week 

At Least Once a Week 

2-3 T i m  Per Month 

At Least Once Per Month 

2-3 Times Per Year 

0 8 16 0 8 16 

Number of Respondents Number of Respondents 

2004 Total (n=15) 2003 Total (nt16) 2002 Total ( e l  1) 

0 8 16 0 8 16 0 8 16 
Number of Respondents Number of Respondents Number of Respondents 

cwesauesflon 61 
rn 

E ! ! ~  r r ". ,M,c3 Pap 10 nationalgrid 



Frequency - -  - - of - =  Web - Site - Utilization - 
0 More than threequarters of respondents report accessing National Grid's Energy Market Center Web Site at least 2-3 times per 

week. Half access the web site at least once a day. 

Frequency of Accessing the National Grid Energy Market Genter Web Site 

2006 ToEel(rkl3) 20as Total (rel3) 20W Total (-15) 2003 Total (n=16) 2002 ToPar(re11) 

More Than Once a Day 5 

At Least Once a Day h 2 

2-3 Tlmes Per Week D3 
At Least Once a Week I I 

At Less! Once a Month 
2-3-pw-- B ' 2  

2-3 T i m  Per Year I I 
Number of Respondents Number of Respondents Number of Respondents Number of Respondents Number of RespMldents 

ckesrhm C1 -"" -.. 
X!!2c , s ,. ,,, M,c3 Page 11 nationalgrid 
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Satisfaqtion - With - = the - Energy - Market - Center - - Website - 
0 Overall, respondents attribute real value to the National Grid website for electric marketers. Three-quarters state they are very 

satisfied, noting the website is very easy to use and informative. 
@ Less than a quarter are only somewhat satisfied, primarily due to a lack of information. 
O There was no meaningful change in respondents' overall satisfaction with the website from 2005 to 2006. 

Overall Satisfaction with the National Grid Energy Market Center Website 

Not st All Satktled (combined ralkg. d 1-3) 
Sanewhat Satlstied (combinad rating. d 4-7) 
Very Satisfled (combined ratings of M O )  
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Why do you say that?" 

2006(n=13) 3 ?!I 

a 738 NGRID &it8 is very easy to use and to navigate.." 
a 7he-keasytowreMhaswtietwneed." 
3 'All of Me in&mation is Mere." 

8.3 

3 "It ne& Improvement. It t s  to be made easEer to view lnfonnabbn about wstomem.' 
a -Porlions of Me tveklte like rate codes can be cumbersome." 
a 7 often can? get all Me account infomalion that I went." 
a 7 h  MlUng system is not easy to wh' with. CouM be lmptwwd. .' 



I 0 Respondents are highly satisfied with all of the website attributes. I I O ~ h e k  have been slGhi increases in satisfaction for all attributes since 2005. I 

SatistacIh with amount of downtime for maintenance -1 

Mean RMng 
(Scsls: knot at ell ., 1[kverv ... 

Ease of logging into secured area 9.2 9.1 9.4 

Satisfaction wlth up-to-date information I 
Satisfaction with having the information needed 

- .  r 

Ease of navigating websiie 8.7 

m> . ., "" ,. 

6.8 1 
~ a s e  ot finding information 

Ease of monitoring customers' daily usage 7.6 8.1 8.1 

1 4 7 10 
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Application .. - Utilization - 
0 Half of the respondents regularly utilize the History Requests application and the Daily Reports; a couple of respondents reported 

using Electric Programs. 

Applications Regularly Utilized on the National Grid Web Site for Elecfrc ESCOs 

2006 Total (n=14) 2005 Totel (n= 13) 2004 Total 6 1 5 )  
Multiple R68pons.s~ Multiiple Responses Mumple Respcmws 

History Requests 

Daity Repom 

ESCO Enrollment Application 

Flectric Programs 

usage 

Billing Determinants Reports 

0 1 0 

2003 Totsl(n=16) 2002 Total ln=ll) 

I;. 1 
Number Number Number Number Number 

of Respondents of Respondents of Respondents of Respondents ol Respondents 

Ousstion C10 -- ...- 
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Satisfaction - with - - Applications - 

0 Respondent satisfaction with history requests is very high and increased from 2005. 
Q The dramatic decreases in respondent satisfaction for both electric programs and ESCO enrollment are, in part, due to a low 

number of respondents utilizing these programs. However, those who have used them, are not satisfied. 

Msan Rsllng 
(Scab: 1 d  at all sdstled, lilhley 8dsIWd) 

History Requests 

Daily Repolts 

Electric Programs I 

Question A4. A4.1 -... 

0' '"": 
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Satisfaction - - -  with - .  Installed = - Capacity . - Requirements - - 

0 While the majority of respondents said that they were not familiar with the process for establishing ICAP requirements, most of 
those with an opinion are very satisfied with the process. 

8 Over half of respondents believe their customers are very satisfied with National Grid's billing. 
O There was a slight increase in respondents' perception of their customers' satisfaction in the past year. 

Satisfaction with National Grid's Process for Establishing Installed Capacity (ICAP) Requirements 
Mean Rstlng 

Number of Respondents 

"Why do you say that?" 

201x5 (h-13) 7.0 b We wfsh they wouMprov!& the 
infonnation to us before we endl  the 

2004 (n=IS) 6.1 customer, which is never available.." 
20W (n= 12) 7.3 b The process has worked wM." 

.?LXX? (n=11) 8.0 

0 18 

Somewhat Satisfied (combined ratings d 4-7) 
Very Satisfled (combined ratings of 8-10) 

ESCOs' Customers' Satisfaction with National Grids Billing 
Masn Rstlng 

Number of Respondents (Scab: l=notat all SailMmI, 
1&ww S S t I ~ ~  

2006 (n=ll) 7.9 

X K ) ~  (n=7) 7.3 

2004 (n=10) 7.7 

2003 (1-142) 7.8 

2002 7.6 

0 16 

Not at All Satlsflad (eomblnsd mtlngs d 1-3) 
Somewhat Satisfied (combined ratings d 4-7) 
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NYZSO = - -  - - * -  True-up - - -  Data 
0 Overall, respondents are moderately satisfied with the accuracy of the information provided as it pertains to NYSlO True-up Data, 

citing accuracy. One unsatisfied customer reported a lack of transparency. 
8 Overall, respondents are less satisfied with their ability to access the appropriate National Grid representative regarding the data. 

Satisfaction with Accuracy of the Information Pertaining to NYlSO True-up Data Provided 
Mbsn RNng 

Number of Respondents peak: l=not at all 8afMed. 
I&very MtlStled) 

2008 (-14) 8.0 'Why do you say that?" 

2005 (11-13) 7.4 v +et'siust say there is a lack of 

X)04 (n=15) 5.4 transparency. .' 
v .As far as accuracy goes it has 

2003 (-13) 7.2 always been fine 

2002 (-11) 8.8 

0 16 
- 

El Not at All S a t W d  (combhred ratlnga d 1-3) 
Somewhat Satisfied (combined ratlnga d 4-7) 
Very Satisfied (combined ratings ot 8-10) 

0 Nol Fnmlllar With 

Satisfaction with Access to Appropriate National Grid Representatives Regarding NYlSO True-up Data Provided 
Marn Rsttng 

(Scab: 1--of at all satlMed, 
Number of Respondents 1Cverv ~tlstled) 

2cQ6 7.3 

(n*) 8.5 "Whv do vou sav that?" 

P 7 am not satisfied because I can 
never get hold of a 
reprwsentative. lam lucky it I 
can get one. " 

8 Nol at All Sathrfled (comMnsd ratlnga d 19)  
Somewhat Satisfled (combined ratlnga d 4-7) 

V e r y  Satisfied (combined ratings of 8-10) 
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General -..- " - -  * Recommendationsfor - .  - - - Improvements - ..r 
0 All respondents have recommendations for improvements that would increase their satisfaction with National Grid as an electric 

retail access provider, citing a range of options like increasing customer service, improving the zoning map as well as proving 
access to NGRID's NY customer lists. 

General Recommendations for Improvements that Would Increase 
Satisfaction with National Grid Offering an Electric Retail Access Program 

Nothing. it's Flm, as Is 

Respond More Q u i i  to lnqulrles 

mcedem blmng option to enabk, 
mom rates Der senrice class 

Other Recommendetlons 

.WM Total Iml2J WO4 Total (11-15) In451 ,ZiWZ Tolal In=1 1) 

k 
Number Number Number Number Number 

of Respondents of Respondents of Respondents of Respondents ot Respondents 

Other suggested changes for 2007: 
Work better with marketers to make prices competitive 
Help develop marketing information tools1 help with customer prospecting 
Have more ESCO friendly programs and exit the merchant function 
Provide a lot better customer service and exit the merchant function 
Make Capacity Billing mechanisms more equitable 
Give access to NGRlD NY customer lists 
Improve the zoning map 
Apply benefits of long term hedges to all custwners 
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