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To obtain a copy of the complete
presentation and learn more about this topic,
please contact:

John Egan
720-949-4906

John@EganEnergy.com
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How Does Utility
Customer
Satisfaction Affect
Financial Returns?

John Egan

Egan Energy Communications
EMACS Conference
Afianta, GA Oct. 12-14, 2009
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Where Could CSAT
Effects Be Measured?

I Operating costs

I Capital and O&M budgeting
A Employee engagement

A Debt-service costs

A Regulatory outcomes

A Shareholder returns
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Opening Thought

A “If you please the customer,
you please the regulator, our
financial results will reward
shareholders, and employees
can then reap significant
rewards.”

— Mike Morris
AEP
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Setting Customer-based
Budget Priorities

A “Price is not nearly as
important to our customers as
reliability. We used our CSAT
market research to prioritize
spending so that we could
increase reliability.”

— Al Wunderlich,
Omaha Public Power District
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Regulatory Outcomes

A Impossible to know what truly
drives regulatory decision-making,
but consider:

& United llluminating—Filed for $63MM
increase, got $6MM increase

& ComEd—Filed for $345MM increase,
got $83MM increase

& AmerenUE—Filed for $251MM
increase, got $162MM increase

& NSTAR—Filed for $89MM increase,
accepted $39MM cut
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