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VERIDIAN

CONNECTIONS 55 Taunton Road East
Ajax, ON L1T 3V3

February 25, 2014 TEL (905) 427-9870
TEL 1-888-445-2881

. . FAX (905) 619-0210

Ms. Kirsten Walli www.veridian.on.ca

Board Secretary

Ontario Energy Board

P.O. Box 2319

2300 Yonge Street, 27th Floor

Toronto, ON  MA4P 1E4

Dear Ms. Walli:

Re: 2014 Electricity Distribution Rate Application
Board File No.: EB-2013-0174

Please find enclosed two paper copies and one electronic version (in searchable/unrestricted PDF
format) of Veridian’s responses to undertaking numbers JT1.1 through JT1.12, as recorded during the
Technical Conference held on February 21* 2014.

Also enclosed are two paper copies of Veridian’s response to undertakingJTX1.1, which is being filed
in accordance with the Ontario Energy Board’s Practice Direction on Confidential Filings. An
electronic copy of this response will also be filed with those Intervenors who have signed Declarations
and Undertakings.

Yours truly,

Original signed by

George Armstrong

Vice President, Corporate Services

cc Richard Battista
Andrew Taylor
Intervenors of Record for EB-2013-0174

The power to make your community better.

Veridian Connections is a wholly owned subsidiary of Veridian Corporation @
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Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.1
Page 1 of 1

JT1.1

TO PROVIDE A COPY OF THE OPA'S THIRD-QUARTER 2013 PRELIMINARY RESULTS

Response:

A copy of the OPA’s third-quarter 2013 preliminary results has been attached to this response.



save energy”

Ontario Power Authority

Conservation & Demand Management Status Report
Q3 2013 Preliminary Results Update

Veridian Connections Inc.

Unverified OPA-Contracted Province-Wide CDM Program Progress at a Glance

. I Rank (of 76)
Unverified Progress to Targets 2013 mm
| Savings | % | Savings | % | Scenario2
Net Peak Demand Savings (MW) 4.4 4.8 16% 9.0 31% 32
Net Energy Savings (GWh) 1.0 68.7 59% 68.7 59% 53

Program-to-Date towards Target: Combination of verified (2011-12) and unverified (2013) results. To align with savings counted towards OEB targets, peak demand is
represented by annual savings in 2014 and energy is represented by the cumulative savings from 2011-2014.

Scenario 1: Assumes that demand response resources have a persistence of 1 year. Official reporting policy for demand response resources.
Scenario 2: Assumes that demand response resources remain in your territory until 2014. Used to better assess progress towards demand targets.

Rank: Sorts each LDC by % of peak demand or energy target achieved as of the current reporting period using Scenario 2.

Comparison: Your Achievement vs. LDC Community Achievement

The following graphs assume that demand response resources remain in your territory until 2014 (aligns with Scenario 2)
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Questions? Please check the "About this Report" Section on page 2, Table 5 on page 9 and "Reporting Methodology" on page 10.
More Questions? Please contact LDC.Support@powerauthority.on.ca
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I am pleased to present our Q3 2013 LDC report. We continue to achieve great success across all sectors. Provincially
we have achieved 75% of the cumulative 6,000 GWh energy target and progress towards the 1,330 MW demand target
increased from last quarter to 40%.

A few highlights of our current activities during this reporting period:

In collaboration with the EDA Policy group and CDM Caucus, the final wave of change management to enable the
e 2015 extension is underway. Including changes to the Master Services Agreement, initiative contracts, participant
agreements and vendor contracts. The changes include:

¢ Enabling LDCs to request PAB increases, decreases and reallocations at their discretion
¢ Clarification of PAB cost-effectiveness incentive
¢ Extending all relevant terms to December 31, 2015

® Targeted workshops aimed at HVAC contractors focused on bringing attention to enhanced incentives and
improved processes for replacing rooftop HVAC units (RTUs) within Retrofit has lead to an increase in RTU
e Business program continues to perform well and exceed expectations

Stay tuned for more information on these and more customer focused enhancements. We look forward to continuing
to work together on evolving our conservation programs, and engaging channel partners across all sectors to further
drive participation.

We encourage you to continue to contact us and tell us your ideas and success stories so we can share our experiences
across the province.

Please contact the OPA Conservation Business Development team at ldc.support@powerauthority.on.ca with any
questions regarding this report.

Congratulations on another successful quarter!

Sincerely,

Andrew Pride

This report contains:
e Peak demand and energy savings for OPA-Contracted Province-Wide programs (does not include Ontario Energy Board (OEB)
approved CDM programs or other LDC conservation efforts)
e Progress as of the end of Q3 2013 using unverified quarterly results for 2013 and final verified results for 2011-12
e Program activity data (i.e. projects completed, appliances picked up) completed on or before Sept 30, 2013 and received and
entered into the OPA processing systems as per the dates specified in Table 5
e Updates to the previous quarter's participation as a result of further data received

e Information to assist the LDC in reconciling internal data sources with the data contained in this report. Table 5 contains:

1 The date in which savings are considered to 'start’;
2 At what point the data becomes available to the OPA,;
3 The expected probability and magnitude of updates to the data as more information becomes available.

e iCON CRM Post Stage Retrofit Report data queried on October 17, 2013
e Retrofit projects completed after December 31, 2011 will be tracked as part of the Business program only
e Preliminary results for peaksaverPLUS® representing customers that have signed a Participant Agreement and information has
been successfully uploaded into the RDR settlement system
e peaksaver PLUS® reporting is split into two line items: Switch/Thermostat and IHD

ONTARIO
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This section provides a portfolio level view of net peak demand savings procured to date through Tier 1 programs.
Table 1 presents:
®*  Net peak demand savings results from 2011 to Q3 2013 listed by implementation period, status (i.e. final or reported) and
summarized by resource type (i.e. energy efficiency or demand response)
. Net annual peak demand savings that are expected to persist through to 2014 from program activity completed as of Q3 2013
using both Scenarios 1 and 2
* A comparison between reported, unverified results and final, verified results
*  Energy efficiency resources reported with persistence according to the effective useful life of the technology
Figure 1 presents:
. Net peak demand savings results from 2011 to date using Scenario 1 for demand response resources (persistence of 1 year)

Please note: Demand response resources are only presented in the final quarter of each year and the current reporting quarter (i.e. Q4
2011, Q4 2012, and Q3 2013). Figures below and tables 3B and 4B present demand response in each quarter to display any changes that
may have occurred quarter over quarter.

Table 1: Net Peak Demand Savings at the End-User Level (MW)

Annual (MW)
# Implementation Period Scenario 1 Scenario 2
2011 2012 2013 2014 2014
1 2011 - Final* 3.14 2.15 2.15 2.11 2.11
2 12012 - Final* 4.46 1.96 1.95 1.95
3 |2013 - Reported - Quarter 1 0.27 0.27 0.27
4 2013 - Reported - Quarter 2 0.27 0.27 0.27
5 |2013 - Reported - Quarter 3 4.42 0.18 4.42
6 2014
Energy Efficiency 2.15 4.00 4.83 4.79 4.79
Demand Response 0.99 2.51 4.23 0.00 4.23
Net Annual Peak Demand Savings 3.14 6.62 9.06 4.79 9.02
Unverified Net Annual Peak Demand Savings in 2014: 4.8 9.0
2014 Annual Peak Demand Savings Target as per OEB: 29.1 29.1
Unverified 2014 Peak Demand Savings Target Achieved (%): 16% 31%
Incremental Reported (Unverified) 1.88 2.63 4.96
Incremental Final (Verified) 3.14 4.46 n/a
* Drop from 2011 to 2012 due to demand response persistence assumption (scenario 1)
Reported DR3 (Ex Ante) (MW)** 1.28
Contracted DR3 (MW)** 1.49

** Consistent with monthly DR3 reports at the end of each quarter
Figure 1: Net Peak Demand Savings (MW)
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This section provides a portfolio level view of net energy savings procured to date through Tier 1 programs.

Table 2 presents net annual energy savings results from 2011 to date listed by implementation period, status (i.e. final or reported) and
summarized by resource type. This table aligns with Scenario 1 and presents 2011-2014 net cumulative energy savings expected in 2014
from program activity completed to date. At the bottom of the table a comparison is made between reported results (unverified) and final
results (verified) for 2011, 2012, and 2013 year-to-date.

Table 2: Net Energy Savings at the End-User Level (GWh)

Annual (GWh) Cumulative
# Implementation Period (GWh)
2011 2012 2013 2014 2011-2014
1 |2011 - Final* 9.34 9.31 9.30 9.21 37.16
2 |2012 - Final* -0.78 8.46 8.43 8.41 24.51
3 |2013 - Reported - Quarter 1 1.29 1.29 2.58
4 12013 - Reported - Quarter 2 1.19 1.19 2.38
5 |2013 - Reported - Quarter 3 1.04 1.00 2.04
6 12014
Energy Efficiency 9.31 16.96 21.20 21.09 68.57
Demand Response 0.02 0.03 0.04 0.00 0.10
Net Energy Savings 8.55 17.77 21.24 21.09 68.66
Unverified Net Cumulative Energy Savings 2011-2014: 68.7
2011-2014 Cumulative Energy Savings Target as per OEB: 115.7
Unverified 2011-2014 Cumulative Energy Target Achieved (%): 59%
Incremental Reported (Unverified) 5.98 10.31 3.52
Incremental Final (Verified) 9.34 8.46 n/a

Figure 2: Net Cumulative Energy Savings (GWh)
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Table 3A: Veridian Connections Inc. Initiative and Program Level Savings by Year (Scenario 1)

. Program-to-Date Unverified
. Net Incremental Peak Demand Savings .
Incremental Activity (kw) Net Incremental Energy Savings (kWh) Progress to Target (excludes DR)
. 5 (new program activity occurring within the ) - (new energy savings from activity within the specified
# Initiative Unit e . . (new peak demand savings from activity . . 2014 Net Annual  2011-2014 Net
specified reporting period) s e N ) reporting period)
within the specified reporting period) Peak Demand Cumulative
Savings (kW) Energy Savings
2011 Adj.* 2012 2013 2014 2011 2012 2013 2014 2011 2012 2013 2014 2014 2014
1 |Appliance Retirement Appliances 918 455 207 53 27 12 373,331 177,850 80,316 90 2,185,584
2 |Appliance Exchange Appliances 64 81 4 7 12 0 8,088 20,973 682 15 93,065
3 |HVAC Incentives Equipment 2,258 2,422 1,169 809 542 257 1,507,825 934,124 437,917 1,608 9,709,504
4 |Conservation Instant Coupon Booklet Coupons 12,168 727 743 28 5 5 447,750 32,893 30,374 38 1,950,428
5 |Bi-Annual Retailer Event Coupons 22,399 24,958 5,013 40 35 11 691,341 630,039 161,844 85 4,979,169
6 |Retailer Co-op Items - - - - - - - - - - -
7 |Residential Demand Response (switch/pstat)* Devices 1,010 3,196 5,204 566 1,631 2,914 1,465 14,113 11,189 - 26,766
8 |Residential Demand Response (IHD) Devices - 1,654 2,805 - - - - - -
9 |Residential New Construction Homes - - - - - - - - - - -
Consumer Program Total 1,501 2,252 3,200 3,029,800 1,809,992 722,321 1,837 18,944,516
10 |Retrofit Projects 39 109 74 457 1,213 355 2,463,618 6,472,559 2,233,691 2,024 33,738,773
11 | Direct Install Lighting Projects 80 240 57 85 159 50 212,590 606,683 246,745 252 3,027,366
12 |Building Commissioning Buildings - - - - - - - - - - -
13 |New Construction Buildings - - 1 - - 20 - - 58,813 20 117,625
14 |Energy Audit Audits 4 13 - - 67 - - 327,291 - 67 981,874
15 |Small Commercial Demand Response (switch/pstat)* Devices = 81 67 = 52 38 = 295 144 - 439
16 |Small Commercial Demand Response (IHD) Devices - - - - - - - - - - -
17 |Demand Response 3* Facilities 2 2 2 108 109 109 4,235 1,581 2,426 - 8,242
Business Program Total 650 1,600 571 2,680,442 7,408,410 2,541,818 2,364 37,874,319
18 |Process & System Upgrades Projects - - - - - - - - - - -
19 |Monitoring & Targeting Projects - - - - - - - - - - -
20 |Energy Manager Projects - - - - - - - - - - -
21 |Retrofit Projects 35 - 58 - 381,325 - 58 1,525,300
22 |Demand Response 3* Facilities 2 4 5 314 718 1,174 18,403 17,294 26,348 - 62,045
Industrial Program Total 372 718 1,174 399,728 17,294 26,348 58 1,587,345
23 [Home Assistance Program [Homes - 4 382 - 0 15 - 5,139 228,968 16 473,352
Home Assistance Program Total - 0 15 - 5,139 228,968 16 473,352
24 ‘Aboriginal Program |Homes - - - - - - - - - - -
Aboriginal Program Total - - - - - - - -
25 |Electricity Retrofit Incentive Program Projects 28 - - 341 - - 1,799,948 - - 341 7,199,790
26 |High Performance New Construction Projects 9 0 - 278 3 - 1,429,152 2,575 - 281 5,724,336
27 |Toronto Comprehensive Projects - - - - - - - - - - -
28 | Multifamily Energy Efficiency Rebates Projects - - - - - - - - - - -
29 |LDC Custom Programs Projects - - - - - - - - - - -
Pre-2011 Programs completed in 2011 Total 619 3 - 3,229,100 2,575 - 622 12,924,126
30 |Program Enabled Savings Projects - - - - - - - - - - -
31 |Time-of-Use Savings Homes - - - - - - - - - - -
Other Total - - - - - - - -
[Adjustment to Previous Year's Verified Results ] | (109)] | | [ | (784,670) [ | (209)] (3,138,678)|
Energy Efficiency Total 2,155 2,064 727 9,314,968 9,210,127 3,479,348 4,897 71,706,167
Demand Response Total (Scenario 1) 988 2,509 4,234 24,102 33,284 40,106 - 97,492
OPA-Contracted LDC Portfolio Total 3,142 4,464 4,961 9,339,069 8,458,741 3,519,455 4,788 68,664,980
Activity & savings for Demand Response resources for each year and quarter Due to the limited timeframe of data, which didn’t include the summer months, 2012 IHD results have Full OEB Target: 29,050 115,740,000
represent the savings from all active facilities or devices contracted since January 1, been deemed inconclusive. The IHD line item for 2012 & 2013 will be left blank until the savings are % of Full hi d R . o N
2011, quantified In the 2013 evaluation. % of Full OEB Target Achieved to Date (Scenario 1): 16% 59%
ONTARIO
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Table 3B: Veridian Connections Inc. Initiative and Program Level Savings by Quarter for current reporting year**

Incremental Activity Net Incremental Peak Demand Savings (kW) Net Incremental Energy Savings (kWh)
. 5 (new program activity occurring within the (new peak demand savings from activity within (new energy savings from activity within the specified
W ptatis Lot specified reporting period) the specified reporting period) reporting period)
Q12013 Q2 2013 Q3 2013 Q4 2013 Q12013 Q2 2013 Q32013 Q4 2013 Q12013 Q2 2013 Q32013
1 |Appliance Retirement Appliances 49 66 92 3 4 6 20,038 25,109 35,169
2 |Appliance Exchange Appliances - - 4 - - 0 - - 682
3 |HVAC Incentives Equipment 479 483 207 114 101 42 202,829 167,736 67,353
4 |Conservation Instant Coupon Booklet Coupons 428 255 61 1 0 18,737 9,454 2,183
5 |Bi-Annual Retailer Event Coupons 104 4,874 35 0 10 0 2,963 157,825 1,056
6 |Retailer Co-op Items - - - - - - -
7 |Residential Demand Response (switch/pstat)* Devices 1,421 4,725 5,204 796 2,402 2,914 3,055 19,644 11,189
8 |Residential Demand Response (IHD) Devices 1,493 860 452 - -
9 |Residential New Construction Homes - - - - - - - - -
Consumer Program Total 917 2,518 2,963 247,622 379,768 117,631
10 |Retrofit Projects 23 26 25 91 141 122 778,280 747,728 707,683
11 | Direct Install Lighting Projects 38 11 8 35 9 6 174,350 36,547 35,847
12 |Building Commissioning Buildings - - - - - - - - -
13 |New Construction Buildings 1 - - 20 - - 58,813 - -
14 |Energy Audit Audits - - - - - - - - -
15 |Small Commercial Demand Response (switch/pstat)* Devices 8 = 67 4 = 38 15 - 144
16 |Small Commercial Demand Response (IHD) Devices - - - - - - - - -
17 |Demand Response 3* Facilities 2 2 2 109 124 109 4,256 2,777 2,426
Business Program Total 260 274 274 1,015,715 787,052 746,099
18 |Process & System Upgrades Projects - - - - - - - - -
19 |Monitoring & Targeting Projects - - - - - - - - -
20 |Energy Manager Projects - - - - - - - - -
21 |Retrofit Projects
22 |Demand Response 3* Facilities 4 5 5 800 876 1,174 46,940 19,668 26,348
Industrial Program Total 800 876 1,174 46,940 19,668 26,348
23 [Home Assistance Program [Homes 28 | 81 | 273 | 4 4 8 31,996 47,177 149,795
Home Assistance Program Total 4 4 8 31,996 47,177 149,795
24 ‘Aboriginal Program |Homes - ‘ - ‘ - ‘ - - - - - -
Aboriginal Program Total 5 o = o o -
25 |Electricity Retrofit Incentive Program Projects - - - - - - - - -
26 |High Performance New Construction Projects - - - - - - - - -
27 |Toronto Comprehensive Projects - - - - - - - - -
28 | Multifamily Energy Efficiency Rebates Projects - - - - - - - - -
29 |LDC Custom Programs Projects - - - - - - - - -
Pre-2011 Programs completed in 2011 Total - - - - - -
30 |Program Enabled Savings Projects - - - - - - - - -
31 |Time-of-Use Savings Homes - - - - - - - - -
Other Total - - - - - -
|Adjustment to Previous Year's Verified Results | | |
Energy Efficiency Total 272 269 185 1,288,006 1,191,576 999,767
Demand Response Total (Scenario 1) 1,709 3,402 4,234 54,267 42,089 40,106
OPA-Contracted LDC Portfolio Total 1,981 3,672 4,419 1,342,273 1,233,665 1,039,873

Activity & savings for Demand Response resources for each year and quarter
represent the savings from all active facilities or devices contracted since January 1,

2011.

Veridian Connections Inc.

*Includes adjustments after Final Reports were issued

** Updates to the previous quarter's participation may occur as a result of further data received

OPA Q3 2013 CDM Status Report
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Table 4A: Province-Wide Initiative and Program Level Savings by Year (Scenario 1)

Program-to-Date Unverified Progress to
Incremental Activity Net Incremental Peak Demand Savings (kW) Net Incremental Energy Savings (kWh) Target (excludes DR)
. Initiative i (new program activity occurring within the (new peak demand savings from activity within (new energy savings from activity within the specified 2014 Net Annual 2011-2014 Net
specified reporting period) the specified reporting period) reporting period) Peak Demand Cumulative Energy
Savings (kW) Savings (kWh)
2011 Adj.* 2012 2013 2014 2011 2012 2013 2014 2011 2012 2013 2014 2014 2014
1 |Appliance Retirement Appliances 56,110 34,146 15,997 3,299 2,011 978 23,005,812 13,424,518 6,266,108 6,149 144,709,073
2 |Appliance Exchange Appliances 3,688 3,836 302 371 556 32 450,187 974,621 43,168 722 4,598,860
3 |HVAC Incentives Equipment 92,721 85,221 41,082 32,037 19,060 9,005 59,437,670 32,841,283 15,310,950 60,102 366,896,430
4 |Conservation Instant Coupon Booklet Coupons 567,678 30,891 31,584 1,344 230 225 21,211,537 1,398,202 1,291,133 1,800 91,623,019
5 |Bi-Annual Retailer Event Coupons 952,149 1,060,901 213,100 1,681 1,480 459 29,387,468 26,781,674 6,879,644 3,620 211,654,185
6 |Retailer Co-op Items 152 - - 0 - - 2,652 - - 0 10,607
7 |Residential Demand Response (switch/pstat)* Devices 19,550 98,388 107,013 10,947 49,038 59,927 24,870 359,408 230,077 = 614,356
8 |Residential Demand Response (IHD) Devices - 49,689 45,619 - - - - - -
9 |Residential New Construction Homes 26 - 5 0 2 1 743 17,152 2,182 2 58,794
Consumer Program Total 49,681 72,377 70,627 133,520,941 75,796,859 30,023,262 72,396 820,165,325
10 |Retrofit Projects 2,819 5,605 3,875 24,467 61,147 30,118 136,002,258 314,922,468 197,951,323 114,136 1,876,550,105
11 |Direct Install Lighting Projects 20,741 18,494 10,815 23,724 15,284 11,102 61,076,701 57,345,798 47,871,034 42,283 486,814,937
12 |Building Commissioning Buildings - - - - - - - - - - -
13 |New Construction Buildings 22 64 21 123 764 455 411,717 1,814,721 1,052,514 1,342 9,196,060
14 |Energy Audit Audits 196 280 95 - 1,450 492 - 7,049,351 2,391,744 1,941 25,931,542
15 |Small Commercial Demand Response (switch/pstat)* Devices 132 294 359 84 187 201 157 1,068 772 - 1,996
16 |Small Commercial Demand Response (IHD) Devices - - 82 - - - - - - - -
17 |Demand Response 3* Facilities 145 151 171 16,218 19,389 24,055 633,421 281,823 536,899 - 1,452,143
Business Program Total 64,617 98,221 66,422 198,124,253 381,415,230 249,804,286 159,702 2,399,946,783
18 |Process & System Upgrades Projects - - 1 - - 270 - - 825,000 270 1,650,000
19 |Monitoring & Targeting Projects - - - - - - - - - - -
20 |Energy Manager Projects - 39 35 - 1,086 679 - 7,372,108 6,958,584 1,765 36,033,492
21 |Retrofit Projects 433 - 4,615 - 28,866,840 = 4,613 115,462,282
22 |Demand Response 3* Facilities 124 185 281 52,484 74,056 149,404 3,080,737 1,784,712 3,354,125 - 8,219,574
Industrial Program Total 57,098 75,141 150,354 31,947,577 9,156,820 11,137,709 6,648 161,365,347
23 ‘Home Assistance Program |Homes 46 5,033 11,239 2 566 1,631 39,283 5,442,232 9,455,190 2,200 35,394,211
Home Assistance Program Total 2 566 1,631 39,283 5,442,232 9,455,190 2,200 35,394,211
24 ‘Aboriginal Program |H0mes - ‘ - ‘ - ‘ - ‘ - ‘ - ‘ - ‘ - ‘ - ‘ - ‘ -
Aboriginal Program Total [ [ [ -] -] -] - - - - N
24 |Electricity Retrofit Incentive Program Projects 2,028 - - 21,662 - - 121,138,219 - - 21,662 484,552,876
25 | High Performance New Construction Projects 179 69 9 5,098 3,251 1,806 26,185,591 11,901,944 12,769,879 10,155 165,987,955
26 |Toronto Comprehensive Projects 577 - - 15,805 - - 86,964,886 - - 15,805 347,859,545
27 |Multifamily Energy Efficiency Rebates Projects 110 - - 1,981 - - 7,595,683 - - 1,981 30,382,733
28 |LDC Custom Programs Projects 8 - - 399 - - 1,367,170 - - 399 5,468,679
Pre-2011 Programs completed in 2011 Total 44,945 3,251 1,806 243,251,550 11,901,944 12,769,879 50,001 1,034,251,788
29 [Program Enabled Savings [Projects -] -] - | - 2,304 - - 1,188,362 - 2,304 3,565,086
30 ‘Time-of-Use Savings |Homes - ‘ - ‘ - ‘ - - - - - - -
Other Total = 2,304 = - 1,188,362 - 2,304 3,565,086
[Adjustment to Previous Year's Verified Results 1,406 [ 18,689,081 [ 1,156 73,918,598
Energy Efficiency Total 136,610 109,191 57,253 603,144,419 482,474,435 309,068,454 293,251 4,444,400,472
Demand Response Total (Scenario 1) 79,733 142,670 233,587 3,739,185 2,427,011 4,121,872 - 10,288,069
OPA-Contracted LDC Portfolio Total 216,343 253,267 290,840 606,883,604 503,590,526 313,190,326 294,407 4,528,607,138
Activity & savings for Demand Response resources for each year and quarter Due to the limited timeframe of data, which didn’t include the summer months, 2012 IHD results have been Full OEB Target: 1,330,000 6,000,000,000
represent the savings from all active facilities or devices contracted since January 1, deemed inconclu_siveA The IHD line item for 2012 & 2013 will be left blank until the savings are quantified in % of Full OEB Target Achi d to Dat A i o
2011, the 2013 evaluation. b get Achieved to Date (Scenario 1): 22% 75%
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Table 4B: Province-Wide Initiative and Program Level Savings by Quarter for Current Reporting Year**

Incremental Activity Net Incremental Peak Demand Savings (kW) Net Incremental Energy Savings (kWh)
. Initiative i (new program activity occurring within the specified | [(new peak demand savings from activity within the (new energy savings from activity within the specified reporting
reporting period) specified reporting period) period)
Q12013 Q22013 Q32013 Q42013 Q12013 Q2 2013 Q3 2013 Q42013 Q12013 Q2 2013 Q3 2013 Q42013
1 |Appliance Retirement Appliances 4,372 5,381 6,244 262 331 385 1,726,524 2,098,963 2,440,621
2 |Appliance Exchange Appliances 10 130 162 1 14 18 1,138 17,249 24,780
3 |HVAC Incentives Equipment 13,780 18,689 8,613 3,406 3,865 1,734 6,143,456 6,366,357 2,801,138
4 |Conservation Instant Coupon Booklet Coupons 18,180 10,830 2,574 195 24 7 796,461 401,881 92,790
5 |Bi-Annual Retailer Event Coupons 4,425 207,168 1,507 7 445 7 125,949 6,708,799 44,896
6 |Retailer Co-op Items - - - - - - - - -
7 |Residential Demand Response (switch/pstat)* Devices 71,642 96,264 107,013 40,120 50,316 59,927 153,447 363,663 230,077
8 |Residential Demand Response (IHD) Devices 15,153 25,864 4,602 - -
9 |Residential New Construction Homes 3 1 1 0 1 0 756 1,272 154
Consumer Program Total 43,990 54,995 62,077 8,947,731 15,958,184 5,634,456
10 |Retrofit Projects 1,321 1,509 1,045 11,208 11,615 7,295 70,694,979 66,323,123 60,933,222
11 |Direct Install Lighting Projects 3,877 4,676 2,262 3,986 4,853 2,264 15,540,497 22,208,242 10,122,295
12 |Building Commissioning Buildings - - - - - - - -
13 |New Construction Buildings 12 7 2 233 97 125 735,556 220,560 96,399
14 |Energy Audit Audits 51 38 6 264 197 31 1,283,989 956,698 151,058
15 |Small Commercial Demand Response (switch/pstat)* Devices 241 144 359 135 92 201 463 523 772
16 |Small Commercial Demand Response (IHD) Devices 29 47 6 - - - - - -
17 |Demand Response 3* Facilities 153 170 171 20,082 27,275 24,055 786,518 608,767 536,899
Business Program Total 35,907 44,129 33,970 89,042,001 90,317,913 71,840,643
18 |Process & System Upgrades Projects 1 - - 270 - - 825,000 - -
19 |Monitoring & Targeting Projects - - - - - - - - -
20 |Energy Manager Projects 26 8 1 429 250 - 3,647,428 3,311,156 -
21 |Retrofit Projects - - -
22 |Demand Response 3* Facilities 210 270 281 78,121 106,583 149,404 4,585,608 2,392,785 3,354,125
Industrial Program Total 78,820 106,833 149,404 9,058,036 5,703,941 3,354,125
23 [Home Assistance Program [Homes 3,408 | 5,092 | 2,739 | 795 750 86 3,840,100 4,015,556 1,599,534
Home Assistance Program Total 795 750 86 3,840,100 4,015,556 1,599,534
24 ‘Aboriginal Program |H0mes - ‘ - ‘ - ‘ | | - ‘ - ‘ - ‘ | | - ‘ - ‘ - ‘
Aboriginal Program Total Il -] -] -] [ [ -l -] -
24 |Electricity Retrofit Incentive Program Projects - - - - - - - - -
25 |High Performance New Construction Projects 4 - 5 731 - 1,075 5,563,680 - 7,206,199
26 |Toronto Comprehensive Projects - - - - - - - - -
27 |Multifamily Energy Efficiency Rebates Projects - - - - - - - - -
28 |LDC Custom Programs Projects - - - - - - - - -
Pre-2011 Programs completed in 2011 Total 731 - 1,075 5,563,680 - 7,206,199
29 ‘Program Enabled Savings |Projects - ‘ - ‘ - ‘ - - - - - -
30 ‘Time-of-Use Savings |Homes - ‘ - ‘ - ‘ - - - - - -
Other Total - - - - - -
[Adjustment to Previous Year's Verified Results | [ | [
Energy Efficiency Total 21,786 22,442 13,025 110,925,512 112,629,856 85,513,085
Demand Response Total (Scenario 1) 138,458 184,265 233,587 5,526,035 3,365,737 4,121,872
OPA-Contracted LDC Portfolio Total 160,244 206,707 246,612 116,451,548 115,995,594 89,634,957

Activity & savings for Demand Response resources for each year and quarter
represent the savings from all active facilities or devices contracted since January 1,

2011.

Veridian Connections Inc.

*Includes adjustments after Final Reports were issued

** Updates to the previous quarter's participation may occur as a result of additional data received
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Table 5: Data Qualifiers for Initiatives Currently In-Market & Likelihood of Additional Data
Data included in the Q3 2013 report includes all program activity completed (as per the savings 'start' date) on or before September 30th, 2013.

Additional
Initiative Savings 'start' Date Data Available .
Data Likely
Appliance Retirement Pick-up date When database is queried. Typically up-to-date. Moderate

Appliance Exchange

Exchange event date

Once data is submitted to the OPA by retailers and undergoes QA/QC by OPA staff. Typically 3-6
months to receive and process all data.

HVAC Incentives

Installation datel

Rebate Status = Approved, Cheque Issued and Cheque Cashed; Typically 1 - 4 months delay.

Conservation Instant Coupon Booklet

Coupon redemption year

Once data is submitted to the OPA by retailers and undergoes QA/QC by OPA staff. Typically 3-6

Bi-Annual Retailer Event

Year and quarter of the event

months to receive and process all data.

Retailer co-op activities

Will vary by specific project

Will vary by specific project

Residential Demand Response

Device installation date

Data successfully uploaded into RDR settlement system as of Sept 30th, 2013

Residential New Construction

Project completion

Preliminary Billing Report submitted to OPA

Retrofit

Actual project completion date

In the "Post Project Submission" Stage (excluding "Payment Denied by LDC") within iCON CRM as
of October 17, 2013

Direct Installed Lighting

Retrofit date

Work-order: invoiced, approved and paid to LDC. Typically 1.5 - 2 months delay. Any projects
that are flagged as duplicates will not appear in reports until duplicates have been resolved.

Building Commissioning Hand off date Preliminary Billing Report submitted to OPA and reviewed Moderate
New Construction Actual project completion date Preliminary Billing Report submitted to OPA and reviewed Moderate
Energy Audit Audit completion date Preliminary Billing Report submitted to OPA and reviewed Moderate
Small Commercial Demand Response Device installation date Data successfully uploaded into RDR settlement system Moderate

Demand Response 3

Facility is available under contract

Facility available under contract with aggregator

Process & System Upgrades

In-service date

Preliminary Billing Report submitted to OPA and reviewed

Monitoring & Targeting

Project completion date

Preliminary Billing Report submitted to OPA and reviewed

Energy Manager (EEM or REM)

Project completion date

Completed, non-incented projects submitted quarterly by Energy Manager.

Retrofit

All Retrofit projects are now reported under the Business Program

Demand Response 3

Facility is available under contract

Facility available under contract with aggregator.

Home Assistance Program

IProject completion date

IPreIiminary Billing Report submitted to OPA and reviewed

High Performance New Construction

IProject completion date

IReviewed and processed from delivery agent, quarterly | Moderate

1: Monthly reports split savings into months using the approval date

Veridian Connections Inc.
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Annual: the peak demand or energy savings that occur in a given year (includes resource savings from new program activity in a
given year and resource savings persisting from previous years). Annual savings for Demand Response resources represent the
savings from all active facilities contracted since January 1, 2011.

Cumulative Energy Savings: represents the sum of the annual energy savings that accrue over a defined period (in the context of this
report the defined period is 2011 - 2014). This concept does not apply to peak demand savings.

Current Reporting Period: the calendar quarter specified on page 1 of this report.

Effective Useful Life: detemines the persistence of savings for a given technology or initiative. Factors that may effect the useful life
of a technology are typical use and operating hours, upcoming code changes, etc. Demand response resources are assumed to have
a persistence of 1 year.

End-User Level: resource savings in this report are measured at the customer level as opposed to the generator level (the difference
being line losses). All savings presented in this report are at the end-user level.

Final or Verified Savings: savings achieved that have undergone annual Evaluation, Measurement & Verification (EM&V) and thus
have had activity audited and savings assumptions measured and verified.

Implementation Period: the particular calendar quarter or calendar year that conservation activity is achieved based on when the
savings are considered to 'start' (please see table 5).

Incremental: the new resource savings attributable to activity procured in a particular reporting period based on when the savings
are considered to 'start' (please see table 5). Incremental savings for Demand Response resources represent the savings from all
active facilities contracted since January 1, 2011 (i.e. Incremental = Annual for demand response only).

Initiative: a Conservation & Demand Management offering focusing on a particular opportunity or customer end-use (i.e. Retrofit,
Fridge & Freezer Pickup).

Net Energy Savings (MWh): energy savings attributable to conservation and demand management activities net of free-riders, etc.
Please refer to the webinars in the "Reporting Methodology" section for more information.

Net Peak Demand Savings (MW): peak demand savings attributable to conservation and demand management activities net of free-
riders, etc. Please refer to the webinars in the "Reporting Methodology" section for more information.

Program-to-Date: the reporting period from January 1, 2011 until the end of the Current Reporting Period.
Program: a group of initiatives that target a particular market sector (i.e. Consumer, Industrial).

Reported or Unverified Savings: savings achieved that are based on reported activity and forecasted or best available savings
assumptions. These savings are not verified, i.e. have not undergone the Evaluation, Measurement & Verification processes.

Unit: for a specific initiative the relevant type of activity acquired in the market place (i.e. appliances picked up, projects completed,
coupons redeemed).

There are several resources on reporting that are available to LDCs:

« Reporting Policy & FAQ Document found on the iCON Portal in the "Other Program Materials" under "Reporting Tools"

e LDC Consumer Program Tracking Tool found on the iCON Portal in "Other Program Materials" under "Reporting Tools"

o Webinars (available at the following link: http://www.snwebcastcenter.com/custom_events/opa-20111781/site/index.php)
e Understanding your Q4 2011 Report (April 11, 2012)
¢ Tools from the Reporting WG (April 25, 2012)
e A Deeper Look at: peaksaverPLUS® (May 23, 2012)
¢ A Deeper Look at: Demand Response 3 (June 6, 2012)
e Revisiting Reporting (June 20, 2012)
o Quarterly CDM Status Report update (October 24, 2012) http://powerauthority.webex.com; password: DCx2012

ONTARIO

Veridian Connections Inc. OPA Q3 2013 CDM Status Report POWER AUTHORITY



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.2
Page 1 of 1

JT1.2

TO PROVIDE THE UNAUDITED 2013 RESULTS FOR COLLECTION CHARGES AND
RECONNECTION CHARGES

Response:

Reference: 7.1 Board Staff 33

Veridian is providing the 2013 Actual revenue for the following specific service charges.

Collection Charges $1,143,711
Reconnection Charges $ 313,777



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.3
Page 1 of 5

JT1.3

TO REVIEW TABLE 2 REFERENCED FROM THE MAIN APPLICATION AND IN CONJUNCTION
WITH THE OPA 2012 REPORT AND UPDATE TABLE 2 AS NECESSARY

Response:

The purpose of this undertaking was to explain the difference between the CDM savings results stated in
Table 2 of Exhibit 3, Tab 3, Schedule 1 of Veridian’s 2014 Rate Application, and the CDM savings
results shown in Table 5 on page 8 of the 2012 OPA Annual CDM Report for Veridian (the “Report™).

Table 5 in the Report is misleading as it takes retroactive adjustments that the OPA made to Veridian’s
2011 CDM savings of -109 kW and -784,670 kwh and applies them to the 2012 results. Please refer to
Table 2 of the Report entitled “Adjustments to Veridian Connections Inc., Verified Results due to Errors
or Omissions” to view the 2011 adjustments made by the OPA. Table 1 of the Report shows that the OPA
applied the 2011 adjustments to the 2012 savings in the purple row labeled “Adjustments to Previous
Year’s Verified Results’. Beneath Table 5 the OPA has included a note stating “2011 energy adjustments
included in cumulative energy savings”, which explains why the values in the “2012-Verified” row of 8.5
GWh, 8.4 GWh and 8.4 GWh do not sum to the 24.5 GWh shown in the “Cumulative 2011-2014
column” for 2012. The difference between these values is approximately 0.8 GWh, which directly relates
to the retroactive adjustment of -784,670 kWh.

When preparing the CDM adjustment to the load forecast, Veridian intended to correct this inconsistency
by showing the 2011 adjustment of -109 kW and -784,670 kWh in the proper year (2011). When
correcting this, Veridian made an error by applying the negative adjustments against the 2011 results, but
neglected to remove the negative adjustment from the 2012 results. This error led to the negative
adjustment being included in both 2011 and 2012 figures, thereby causing an understatement of the 2012
results in tables 1 and 2 in Exhibit 3, Tab 3, Schedule 1.

The corrected versions of all tables in Exhibit 3, Tab 3, Schedule 1 of Veridian’s Rate Application can be
found below:

Table 1-2011 & 2012 CDM Program Savings

Source: 2012 OPA Final Report 2011 2012 2013 2014
2011 Final kWh - Net 8,554,399 8,530,297 8,514,761 8,420,412
2011 Final KW - Net 3,033 2,046 2,040 2,002

2011 2012 2013 2014
2012 Final kWh - Net - 9,243,410 9,210,127 9,192,768

2012 Final kW - Net - 4,572 2,064 2,059



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.3

Table 2 — Schedule to Achieve 4 Year kWh and kW Targets
4 Year 2011 - 2014 kWh CDM Target

115,740,000
% 2011 2012 2013 2014 Total
2011 Programs 7.4% 7.4% 7.4% 7.3% 29.4%
2012 Programs 8.0% 8.0% 7.9% 23.9%
2013 Programs 15.6% 15.6% 31.1%
2014 Programs 15.6% 15.6%
7.4% 15.4% 30.9% 46.4% 100.0%
kWh 2011 2012 2013 2014 Total
2011 Programs 8,554,399 | 8,530,297 | 8,514,761 | 8,420,412 | 34,019,869
2012 Programs 9,243,410 | 9,210,127 | 9,192,768 | 27,646,305
2013 Programs 18,024,609 | 18,024,609 | 36,049,217
2014 Programs 18,024,609 | 18,024,609
8,554,399 | 17,773,707 | 35,749,497 | 53,662,397 | 115,740,000
Schedule to achieve 4 Year kW CDM Target
4 Year 2011 - 2014 kW CDM Target
| 29,050
% 2011 2012 2013 2014 Total
2011 Programs 10.4% 7.0% 7.0% 6.9% 31.4%
2012 Programs 15.7% 7.1% 7.1% 29.9%
2013 Programs 43.0% 43.0% 86.0%
2014 Programs 43.0% 43.0%
10.4% 22.8% 57.1% 100.0% 190.4%
kwWh 2011 2012 2013 2014 Total
2011 Programs 3,033 2,046 2,040 2,002 2,002
2012 Programs 4 572 2,064 2,059 2,059
2013 Programs 12,495 12,495 12,495
2014 Programs 12,495 12,495
3,033 6,618 16,599 29,050 29,050

Page 2 of 5



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.3

Table 3 — Manual Adjustment to CDM Savings

Year
2011
2012
2013
2014

Year
2011
2012
2013
2014

Application 2014 Net kWh
2014 CDM Threshold Factor Load Forecast
(kWh of incremental CDM 1.0Full Year CDM
savings needed in 2014) 0.5 Half Year Adjustment
A B C=A*B
8,420,412 0.0 0
9,192,768 0.5 4,596,384
18,024,609 1.0 18,024,609
18,024,609 0.5 9,012,304
53,662,397 31,633,297
Application 2014 Net kW
2014 CDM Threshold Factor Load Forecast
(kW of incremental CDM 1.0Full Year CDM
savings needed in 2014) 0.5 Half Year Adjustment
A B C=A*B
2,002 0.0 0
2,059 0.5 1,030
12,495 1.0 12,495
12,495 0.5 6,247
29,050 19,771

Page 3 of 5



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.3
Page 4 of 5

Table 4 — Harmonized Load Forecast by Customer Class (including CDM)
) CDMLload 2014 CDM

Verified CDM Forecast  Adjusted Load
Weather Normalized Savings Adjustment Forecast
2014F 2012
kwh (OPA)
A B D=B/C F=D*E F=A-E
Residential 973,174,502 1,787,599  19% 6,117,617 967,056,885
Residential - Seasonal 9,183,667 27,532 0% 94,223 9,089,444
GS<50 304,465,000 1,563,414 17% 5,350,400 299,114,600
GS>50 1,039,731,728 5,711,667  62% 19,546,777  1,020,184,951
Intermediate 126,308,499 18,407 0% 62,993 126,245,506
Large Use 115,197,786 134,790 1% 461,286 114,736,500
Street Lights 21,533,545 - 0% - 21,533,545
Sentinel Lights 374,941 0% - 374,941
UsL 4,496,870 - 0% - 4,496,870
Total 2,594,466,538 9,243,409  100% 31,633,297  2,562,833,241
C E
Verified CDM CDM Load 2014 CDM
Weather Normalized Savings Forecast  Adjusted Load
2014F 2012 Adjustment * Forecast
kw (OPA)
H I K=1/1J M=K*L N=H-M
Residential (kWh) 0% - -
Residential - Seasonal 0% - -
GS<50 (kWh) 0% - -
GS>50 (kW) 2,504,507 1,070 97% 19,267 2,485,240
Intermediate (kW) 257,941 3 0% 54 257,887
Large Use (kW) 184,514 25 2% 450 184,064
Street Lights (kW) 59,945 0% - 59,945
Sentinel Lights (kW) 1,580 0% - 1,580
USL (kwh) 0% - -
Total 3,008,487 1,098  100% 19,771 2,988,716




Veridian Connections Inc.
EB-2013-0174
Response to Technical Conference Undertaking JT1.3

Page 5 of 5
Table 5 — Non-Harmonized Load Forecast by Customer Class (including CDM)
| Veridian_Main Veridian_Gravenhurst |
CDM Load 2014 CDM CDM Load 2014CDM
Weather Forecast  Adjusted Load Weather Forecast  Adjusted Load
Normalized Adjustment Forecast Normalized Adjustment Forecast
2014F 2014F
kWh kWh
A B C=A-B A B C=A-B
Residential 938,128,265 5,891,743 932,236,522 Residential-Urban 26,307,769 179,918 26,127,851
GS<50 289,065,931 4,907,770 284,158,161 Residential-Suburban 8,738,468 45,957 8,692,511
GS>50 1,007,662,179 18,881,040 988,781,138 Residential-Seasonal 9,183,667 94,223 9,089,444
Intermediate 126,308,499 62,993 126,245,506 GS<50 15,399,069 442,630 14,956,439
Large Use 115,197,786 461,286 114,736,500 GS>50 32,069,549 665,737 31,403,812
Street Lights 20,938,760 - 20,938,760 Intermediate -
Sentinel Lights 333,223 - 333,223 Large Use -
uSL 4,496,870 - 4,496,870 Street Lights 594,785 594,785
Total 2,502,131,513 30,204,833  2,471,926,680 Sentinel Lights 41,718 41,718
usL -
Total 92,335,025 1,428,464 90,906,561
Weather CDM Load 2014 CDM Weather CDM Load 2014 CDM
Normalized Forecast ~ Adjusted Load Normalized Forecast ~ Adjusted Load
2014F Adjustment * Forecast 2014F Adjustment Forecast
kw kw
A B C=A-B A B C=A-B
Residential (kWh) - Residential-Urban - -
GS<50 (kwWh) - - Residential-Suburban -
GS>50 (kW) 2,426,856 18,611 2,408,245 Residential-Seasonal -
Intermediate (kW) 257,941 54 257,887 GS<50 (kwWh) - -
Large Use (kW) 184,514 450 184,064 GS>50 (kW) 77,650 656 76,994
Street Lights (kW) 58,270 - 58,270 Intermediate (kW) -
Sentinel Lights (kW) 1,453 - 1,453 Large Use (kW) -
USL (kWh) - - Street Lights (kW) 1,675 1,675
Total 2,929,034 19,115 2,909,919 Sentinel Lights (kW) 127 127
USL (kWh) R
Total 79,452 656 78,796




Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.4
Page 1 of 1

JT14

TO VERIFY THAT THE MOST RECENT HYDRO ONE RATES ARE REFLECTED IN RATES
SHOWN IN VECC IR 59, TABLE 1

Response:

Reference: 8.5 VECC IR #59
Veridian confirms that the rates in VECC IR #59 table 1 are the final updated Hydro One Networks Inc.
rates for 2014.



Veridian Connections Inc.
EB-2013-0174
Response to Technical Conference Undertaking JT1.5

Page 1 of 1
JT1.5
TO PROVIDE AN UPDATE TO EXHIBIT 4, TAB 1, SCHEDULE 2, TABLE 1
Response:
An update to Table 1 for 2013 actual values is provided below.
Table 1: ‘Normalized' Appendix 2-JA Updated for 2013 Actuals
Summary of Recoverable OM&A Expenses

2010 Board 1,14 actuals | 2011 Actuals | 2012 Actuals | 2013 Actuals | 2024 Test

Approved Year
Operations $ 4,090,515 | $ 4,154,019 | $ 4,502,406 | $ 5,261,746 | $ 6,137,841 | $ 6,388,664
M aintenance $ 2,838,441 |$ 2,435,342 | $ 2,582,213 [ $ 3,065,734 | $ 2,599,338 [ $ 3,952,265
Add: SM Costs $ 81073 |$ 81073 |$ 109,723
SubTotal $ 7,010,029 | $ 6,670,434 | $ 7,194,342 [$ 8,327,480 | $ 8,737,179 | $10,340,929
%Change (year over 7.9% 15.8% 4.9% 18.4%
%Change (Test Year vs Last Rebasing Year - Actual) 55.0%
Billing and Collecting | $ 5,555,867 | $ 5,531,475 |$ 4,890,685 | $ 6,503,668 | $ 6,331,110 | $ 7,131,105
Add: SM Costs $ 795408 |$ 795408 |$ 507,273
Community Relations| $ 389,743 |$ 303,884 |$ 276,921 |$ 192,064 [$ 192,025 |$ 173,011
Administrative and
General $ 8,611,756 | $ 8,082,128 | $ 8,349,282 | $ 9,448,250 | $ 10,337,132 | $10,638,647
Less: Accounting Changes in Capitalized -$ 1,301,395 [-$ 1,539,767 |[-$ 1,553,065
SubTotal $15,352,774 | $14,712,895 | $ 14,024,161 | $ 14,842,587 | $ 15,320,500 | $16,389,698
%Change (year over L -4.7% 5.8% 3.2% 7.0%
%Change (Test Year vs Last Rebasing Year - Actual) -3.3% 11.4%
Total $22,362,802 | $ 21,383,328 | $ 21,218,503 [ $ 23,170,067 | $ 24,057,679 [ $26,730,627
%Change (year over g -0.8% 9.2% 3.8% 11.1%

In completing its response to this Undertaking, Veridian has discovered that the amount of $1,743,532
was incorrectly provided as the 2013 actual amount for the “Impact of Change in Capitalization Policy” in
Veridian’s response to 4.2-VECC-8. That amount is in error and the correct amount is as provided in the
table above as $1,539,767.



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.6
Page 1 of 1

JT1.6

TO UPDATE EXHIBIT 4, TAB 1, SCHEDULE 2, ATTACHMENT 3, APPENDIX 2-L TO INCLUDE
ACTUAL NUMBER OF FTES AND CUSTOMERS

Response:
Please see attached.

In completing its response to this Undertaking, Veridian has discovered that the amount of $1,743,532
was incorrectly provided as the 2013 actual amount for the “Impact of Change in Capitalization Policy” in
Veridian’s response to 4.2-VECC-8. That amount is in error and the correct amount is $1,539,767 and
has been included in the update schedule attached.



Response to Undertaking JT-1.6

Appendix 2-L
Normalized Recoverable OM&A Cost per Customer and per FTE

Last Rebasing Year

Last Rebasing

2010- Board Year - 2010 | 2011 Actuals | 2012 Actuals | 20r3Bd9e | oh13 Actuals | 2924 Test
Year Forecast Year
Approved Actual

Reporting Basis CGAAP CGAAP CGAAP CGAAP CGAAP CGAAP CGAAP
Number of Customers 112,331 112,106 113,380 114,908 117,195 117,002 118,727
Total Recoverable OM&A from
Appendix 2-JB $ 21,486,322 | $ 20,506,848 | $ 20,601,507 | $ 24,471,462 $ 26,093,500 [ $ 25,597,446 | $ 28,283,692
Add: SM Costs $ 876,481 | $ 876,481 | $ 616,996
Less: Accounting Changes in
Capitalized Overheads -$ 1,301,395 |-$ 1,634,676 |-$ 1,539,767 |[-$ 1,553,065
Normalized OM&A

$ 22,362,803 | $ 21,383,329 | $ 21,218,503 ($ 23,170,067 | $ 24,458,824 [ $ 24,057,679 | $ 26,730,627
Normalized OM&A cost per
customer $ 199.08 | $ 190.74 | $ 187.15( $ 201.64 | $ 208.70 | $ 205.62 | $ 225.14
Number of FTEs 236 211 214 215 219 218 230
Customers/FTEs 476.99 532.10 530.86 535.02 535.14 537.94 517.25
Normalized OM&A Cost per
FTE 94,958.82 101,494.77 99,347.32 107,880.67 111,684.13 110,610.02 |  116,454.44

Customer Count is average annual customers, not connections




Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.7
Page 1 of 1

JT1.7

TO UPDATE THE TABLE IN 7.1-CCC-27 TO BREAK OUT THE THREE COMPONENTS OF
CUSTOMER CONTRIBUTION.

Response:

The modified version of the table included in 7.1-CCC-27 (a modified version of Appendix 2-AA) is
attached here. It now includes the three components of contributions expected: contributions associated
with projects carried over from 2013 into 2014 in service date, contributions associated with projects that
moved from a 2014 to a 2015 in service date and contributions associated with changes or additions to the
2014 capital plan.



File Number:
Exhibit:

Tab:
Schedule:
Page:

Date: Feb 24, 2014

Modified Appendix 2-AA
Capital Projects Table

CHANGES TO 2014

construction costs combined with
final site restoration not complete

in 2013 and eneraized in February 2014.

Road authority driven schedule change.
Road authority driven schedule change.
Road authority driven schedule change.

Project energized, but work still remaining to be completed. Remaining work
dependent on Road authority construction schedule.

Road authority driven schedule change.

Road authority driven schedule change.

Customer driven schedule change.

Scope change from Road authority has resulted in a very limited scope overhead solution
vs extensive underground solution

Lower than budgeted number of reactionary
equipment replacements required in 2013.

Lower than budgeted number of reactionary
equipment replacements required in 2013

Access road not built by municipality in 2013 as planned. Road
planned for 2014. This work to move to 2015

Greater than expected time for design approvals from Hydro One are now anticipated after
Inservice date of 2014 not likely. Fairport SS located within

Material
Additions - Removals - gggmz:‘: Var(l::eces
Projects 2013 Bridge 2013 Actuals 2014 Test Year Project Projects Moved material Revised 2014 Test explanation
Year as Filed as Filed Carryover from Year
2013 out of 2014 changes or to the right
additions of this
Reporting Basis CGAAP CGAAP CGAAP CGAAP CGAAP CGAAP CGAAP
SYSTEM ACCESS
New Residential Services 4,018,000 4,156,589 5,198,000 5,198,000
New GS Services 1.166.480 870.539 1.400.000 1.400.000
Retail Meters 479,000 703.949 454,500 24,500 479,000
Hiahway #11. Interchange. Gravenhurst Pole Line Relocation
Kerrison Drive, Ajax Line Extension
Line Relocation, Altona Road. Pickering
Highway #7 Pole Line Relocation - Brock Road and Lakeridae
Southeast Sewer Collector (SEC) Proiect 350.000 344.794
GO Transit/City of Pickering - Pedestrian Bridge, Pickering
Salem Road (Taunton Road to CPR)
Salem Road Line Relocations (Rossland to Gillett)
Rossland Road Relocations
Brock Road Relocation (Rossland X CPR Tracks)
Slightly lower than projected
Brock St West Joint Feeder Extension-Uxbridge 600,000 484,626 A prior to year end.
Brock Road Relocation (Bavly St to Kingston Rd) - Pickering
Bavly Street Relocation (Shoal Point Road to Lakeridae) - Aiax
Pickering Parkway Relocation - Pickering
Cherrywood Wholesale Meter Uparade
New CN Rail Crossing, Belleville
Smart Meters transferred from Variance Account
LTLT Eliminations - Various Locations 650.000 0 600,000 650,000 1,250,000 B Missed
College Street Extension- Belleville 294,000 0 294,000 294,000 C
Highway 407 Extension - Various Road Relocations 5,288.241 0 8,757,553 3.916.241 -8.757.553 251,875 4.168.116 C
Highway #2 Road Widening - Bus Rapid Transit-Phases 1 & 2 1,023,787 112,265 2,251,700 653,787 -1,067,300 1,838,187 C
Westney Road Relocation (Magill X Telford), Ajax 1,475,000 934,202 D
Rossland Road Relocation (Clearside X Southcott), Aiax 385,000 0 385,000 385,000 C
Line Relocation, Orono Creek, Clarington 258,000 0 85,000 195,000 58,000 338,000 C
Relocation of 44 kV Pole Line, Port Hope 625,000 -625,000 0 E
New REG Connection, Ajax 700,000 700,000
Three 27.6 KV circuits-Taunton Road (Church to Brock) 1,331,998 1,331,998
O/H Line Extension - Airport Parkway West, Belleville 306,600 306,600
Rossland Road (Southcott to Church) 736,000 736,000
Feeder Relocation, Front Street (Dundas X Pinnacle), Belleville 1,979,219 1,979,219
Dundas Street (Coleman to Baybridge) 2,200,136 2,200,136 50,000 50,000 F
Sub-Total Material Projects 15,987,508 7,606,964 26,625,706 6,094,028 -12,649,989 384,375 20,454,120
Miscellaneous Projects (under materiality threshold) 1,781,500 523,973 632,321 298,000 -357,000 141,000 714,321
Total System Access 17,769,008 8,130,937 27,258,027 6,392,028 -13,006,989 525,375 21,168,441
SYSTEM RENEWAL
Reactive Pole Replacements 752,000 305,000 752,000 752,000 G
Reactive Transformer and Component R 900,000 609,651 900,000 900,000 G
Reactive Pole Rework (reinsulating and reframing) 0
Old Kingston Road Conversion 0
South Ajax Cable Replacement - Finley Avenue 1,875,000 1,214,064 0
Storm Damage Rebuild - Gravenhurst July 2013 799,000 1,120,180 0
New Feeder - Croft Street, Port Hope 357,000 -357,000 0 H
Substations Transformer Replacement, Greenwood Substation 713,000 713,000
discussions with Hydro One.
Substation Transformer Replacement and Component Upgrades- Fairport SS 2,434,500 -2,434,500 0 | Cherrywood TS in Pickering.




Substation Transformer Spare Replenishment

900,000

900,000

Padmounted Switchgear Replacement proaram. various locations

900.000

900,000

Substation Breakers Replacement, Toronto Substation

600,000

600,000

Wood Pole Replacement Program, various locations

2,041,986

2,041,986

Primary Cable Rehabilitation Program, various locations

1,000,000

1,000,000

Polemount Transformer Replacement Program, various

736.000

736.000

Overhead Line Switch Replacement Program, various

706,000

706,000

Padmount Transformers Replacement Proaram. various

800.000

800.000

Sub-Total Material Projects

4,326,000

3,248,895

12,840,486

-2,791,500

10,048,986

Miscellaneous Projects (under materiality threshold)

1,888,800

2,762,822

1,279,100

150,000

1,429,100

Total System Renewal

6,214,800

6,011,717

14,119,586

150,000

2,791,500

11,478,086

SYSTEM SERVICE

Jane Forrester Park Phase 1 and 2, Belleville

27.6 KV TS Earess Feeders (4) Hydro One Whitby TS#2, Aiax

Salem Road-2nd Circuit 44 kV-Kingston Road to Rossland Road

LIS Automation, Belleville

Duffin Creek WPCP 44 kV Circuit, Ajax

Pole Line Relocation - Bell Blvd

Substation Oil Containment

300,000

300,000

Whitby TS 27.6 kV Switching Phase 1 and 2

Lakeridge Road

27.6kV Feeders Rossland Rd (Lakeridge to Westney), Aiax

Sidney St. Substation, Belleville

SCADA Reactive Repairs

Pole line rebuild, Cavan Street, Port Hope

LIS Installations

South Ajax Feeder Automation

Whitby TS Feeders (Part 1 and 2) Lakeridae Road. Rossland Rd. Aiax

Cannington Substation (Relocation and Replacement)

Liberty Street North Substation Uparade. Bowmanville

Feeder rebuild, Dixie Rd, Pickering

Feeder rebuild, Edaehill Road. Belleville

Feeder rebuild, Moira Street and Palmer Rd, Belleville

SCADA System Replacement / Uparade

601.000

599.156

Wilmot Substation Upgrade, Newcastle

1,900,000

0

2,175,000

2,175,000

Pickering Beach Substation Uparade. Ajax

2,121,000

1,596,227

Voltage Conversion - 4.16kV First Street (First X James), Gravenhurst

450.400

385.179

432.400

432.400

New Feeder-13.8 kV Loop Feed, Port of Newcastle, Newcastle

444,000

444,000

Sub-Total Material Projects

5,072,400

2,580,562

1,176,400

2,175,000

0

3,351,400

Miscellaneous Projects (under materiality threshold)

865,000

2,622,217

446,900

0

750,000

1,196,900

Total System Service

5,937,400

5,202,779

1,623,300

2,175,000

750,000

4,548,300

GENERAL PLANT

General Plant - Facilities

Leasehold Improvements, Pickering

Building Expansion, 55 Taunton Road East, Ajax

Building Renovations and Control Room Relocation, Ajax

General Plant - Fleet

Vehicles (2 large bucket trucks)

Vehicles (3 medium duty trucks, 2 hybrids)

Vehicles (1 large bucket truck)

Vehicles (1 large bucket truck)

Vehicles (1 large bucket truck)

400,000

400,000

General Plant - Information Technology.

GIS Computer Software

140,000

151,308

150,000

150,000

Server Virtualization

Outage Management System

Desktop Replacements

Mobile Computing

400.000

456,109

300,000

300.000

GIS Data Conversion_and Collection Gravenhurst - Phase 1 and 2

Electronic Document Management and Records Classification

Design and Construction Standards Development

GIS Records Management - General

Unified Messaging - Phone System Replacement, Phases 1 and 2

451,000

444,000

60,000

60,000

High Availability Data Site

350.000

348.707

Business Continuity/Disaster Recovery Site

200,000

200,000

1 Asset

Sub-Total Material Projects

1,341,000

1,400,124

1,110,000

0

0

1,110,000

Miscellaneous Projects (under materiality threshold)

1,947,500

3,211,534

1,914,000

638,000

o

629,000

3,181,000

Total General Plant

3,288,500

4,611,658

3,024,000

638,000

629,000

4,291,000

Total all Categories - including Renewable Generation

33,209,708

23,957,091

46,024,913

9,355,028

-15,798,489

1,904,375

41,485,827

Less Renewable Generation Facility Assets and Other Non Rate-

I ility A: in n v

Total

33,209,708

23,957,091

46,024,913

9,355,028

-15,798,489

1,904,375

41,485,827

Less: Capital Contributions

9,524,524

5,269,983

15,334,242

3,865,816

-8,839,752

344,875

10,705,181

Total Net Expenditure

23,685,184

18,687,108

30,690,671

5,489,212

-6,958,737

1,559,500

30,780,646

Note:

C

HANGES TO 2014

Missed completion in 2013 and energized in February 2014. Increase in
cost due to wet soil conditions and remediation efforts to ensure proper
foundation support.

projects under iality threshold due to two primary groups
of additions- 1) $750,000 System Service for investments related to the 2013
Ice Storm and 2) Additional IT investments in General Plant




Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.7 (2)
Page 1 of 1

JTL7(2)

WITH REFERENCE TO INTERROGATORY 7.1 EP 27, AND IT IS TO PREPARE A WEIGHTED
COLLECTION LAG, REFLECTIVE OF THE SUBCOMPONENTS 1 TO 30 DAYS, 31 TO 60 DAYS,
61 TO 90 DAYS AND 91 TO 180 DAYS, AND OVER 180 DAYS

Response:

Reference: 7.1 EP #27

Veridian has recalculated the weighted collection lag based on the aging categories as requested. The
results are provided in the table below.

Alternate Methodology
Collection

Aging Categories Mid Point Average A/IR $ Weight Lag
Current 0-30 16 $ 16,867,361 89.07% 14.25
Overdue 31-60 45 $ 623,656 3.29% 1.48
Overdue 61-90 75 $ 256,691 1.36% 1.02
Overdue 91-180 135 $ 350,273 1.85% 2.50
Overdue > 180 270 $ 839,604 4.43% 11.97

$ 18,937,585 100.00% 31.22

Veridian proposes that as this detailed weighted information is available, this methodology is most
appropriate for the calculation of the collection lag within the working capital allowance.



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.8
Page 1 of 2

JT1.8

TO EXPLAIN THE REDUCTION IN DEPRECIATION EXPENSE IN 2012 RELATIVE TO 2011 AND
2013 IN THE ORIGINAL FIXED-ASSET CONTINUITY SCHEDULES FOR METERS

Response:

In response to this undertaking, the original depreciation Appendices and original Fixed Asset Continuity
Schedules were reviewed and the following error was noted:

In Appendix 2-CO-2012, the net amount of smart meters transferred from the deferral account was
recorded in the ‘2012 additions’ column of Appendix 2-C0O-2012, rather than in the ‘Opening NBV as at
Jan 1, 2012’ column.

This resulted in 2012 depreciation on these amounts to be calculated using the half-year rule, rather than
the full year rule. Additionally, the useful life of new additions was applied rather than the Average
Remaining Life of Opening NBV for those assets.

The table below summarizes the values for NBV and depreciation as filed and the updated, corrected
values.

Table 1: Impact of half-year rule and incorrect useful life
As Filed in Appendix 2C0O-2012

Depreciation

Average
Useful Calculated . g Corrected .
NBV Recorded . . Remaining s Difference
Life using half . Depreciation
Useful Life
year rule
Meters $ 6,712,966 15 $ 223,766 13 $ 516,382 $ 292,616

Of the $292,616 difference, $223,766 was the result of the application of the half-year rule and the
remaining $68,851 was the result of the application of the wrong useful life.

The impact of this correction is to increase 2012 meter depreciation (not including depreciation on
stranded meters) from $708,361 to $1,000,977.

The table below provides a comparison of the Additions to Meter Depreciation by year in the original
Fixed Asset Continuity Schedules with the amounts that would have been filed reflecting the corrections
noted above.



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.8
Page 2 of 2

Table 2: Schedule of Meter Depreciation by Year

Appendix 2-BA-
Total Meter Fixed Asset
Depreciation by | Cont Schedule -
Year (excluding Additions to

stranded meters) Meter
Depreciation

Corrected Difference

2011 $ 800,507 $ 800,507 $ - No correction required

2012 $ 708,361 $ 1,000977 $ 292,616 |mpact of error on half year rule
and incorrect useful life

2013 $ 992595 $ 1,061,446 $ 68,851
Impact of prior year useful life

correction



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.8 (2)
Page 1 of 2

JT1.8(2)

TO ASSESS THE HST REMITTANCE IN THE LEAD LAG STUDY

Response:
Reference: Interrogatory 7.1 EP #33

Veridian believes that the current calculation of the HST Revenue days is appropriate. The calculation
HST revenue lag days is calculated on the same basis as the HST Expense lead days.

For both, HST remittance to the government and receipt of HST funds from customers, the services and
billing lag days are taken into consideration in the calculations of HST Revenues / Expense lead/Lag
days.

Veridian is consistently applying the calculation for HST lead/lag days with the same method for both the
HST Revenue and HST expense as shown in the tables below.

The calculation of the HST Revenue lead days shown in green in the table below is based on the 45 days
for remittance of HST (last day of following month plus the midpoint of current billing period) minus the
total Revenue lag from Customers or the Total Revenue lag from Other Sources. (45-71.39=-26.39) or
(45-36.92=8.08)



Veridian Connections Inc.

EB-2013-0174

Response to Technical Conference Undertaking JT1.8 (2)

Page 2 of 2
Table 8 of Elenchus Report — Working Capital Requirement
HST Expense Lead - Revenues
Lead Weighted
(Lag) Weighting Lead
Revenue Amount ($) HST (13%) Days Factor (Days)
Sources of Rev from All
Customers* 297,259,945 38,643,793 -26.39 | 0.996898 -26.31
Revenues from Retailers - - 0 0.00
Revenues from Other Sources 924,910 120,238 8.08 | 0.003102 0.03
Total 298,184,855 38,764,031 | -18.3074 1 -26.28
Table 9 of Elenchus Report-
Working Capital Requirement
HST Expense Lead
Weighted
Lead Weighting Lead
Vendor Amount ($) HST (13%) (Days) Factor (Days)
IESO 206,514,711 26,846,912 -19.68 | 0.852102 -16.77
Hydro One 26,571,428 3,454,286 11.16 | 0.109637 1.22
OM&A 9,273,095 1,205,502 -32.19 | 0.038262 -1.23
Generators - - 45 0 0.00
Total 242,359,234 31,506,700 | 4.289078 1 -16.78

The calculation HST Expense lead days is shown in green in the table above is based on the Total

Expense lead days for each of the Vendors minus 45 days for remittance of HST (last day of following

month plus the midpoint of current billing period)

IESO
Hydro One
OM&A

25.32 days (Table 6 of Elenchus Report)-45 days=-19.68 days
56.16 days (Table 6 of Elenchus Report)-45 days=11.16 days
12.81 days (Table 7 of Elenchus Report)-45 days=32.19 days
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Response to Technical Conference Undertaking JT1.9
Page 1 of 1

JT1.9

TO PROVIDE THE UNDERPINNING EXCEL SPREADSHEETS THAT SUPPORT THE
UTILITYPULSE SURVEY

Response:

Data tables presenting the detailed results of Veridian’s 2013 customer opinion survey are provided as
Attachment 1. Veridian does not have this data in an excel spreadsheet format.
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2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTTONS MARCH 28 - APRIL 11, 2012

BILI: PAYERS' GENDER

OVERALL SATISFACTICN WITH SERVICES PROVIDED BY VERIDIAN CONNECTIONS

BILI. PAYERS WITH POWER FATLURES OR OUTRGES - PAST 12 MORTHS

BILL PAYERS ATTEMPTING TC CONTACT VERIDIEN CONNECTIONS AROUT SEORTAGES OR QUTAGES - PAST 12 MONTES

BILI. PAYERS WITH PROBLEMS WITH ELECTRICITY BILLS OR STATEMENTS - PAST 12 MONTHS

SPECIFIC KINDS OF PROBLEMS WITH BILLS OR STATEMENTS

ATTEMPTS TC CONTACT VERIDIAN CONNECTIONS ABOUT PFROBLEMS WITH EBILLS OR STATEMENTS

BILL PAYERS BTTEMPTING TO (ALL VERIDIAN CONNECTIONS BEOUT SOMETHING OTHER THAN A POWER FAILUKRE QR BILLING PROBLEM
TYFE OF INGQUIRY

SATTISFACTICN RITH 'THEE TIME IT TOOX TO CONTACT SOMBONE'

BATISFACTICN WITH 'THE TIME IT TCOOK SOMEONE T(O DERL WITH YOUR PROBLEM®

SATTSFACTICON WITH 'TEE EELPFULMESS OF THE STAFF WHO DERLT WITH YOU*®

BATISFACTICN WITH 'THE ENORLEDGE OF THE STAFF WHO DBALT WITH YOU'

SATISFACTICON WITH 'THE LEVEL OF COURTESY OF THE STEFF WHO DERLT WITH YOU*!

SATISFACTION WITH 'THE QUALITY OF INFORMATION PROVIDED BY THE STAFF WHO DEALT WITE YOU!

OVERALL SATTSFACTION WITH MOST RECENT EXPERIENCE

APPROXTMATICN OF WHEN MOST RECENT CONTACT WAS

WAS THE PROBI.EM SOLVED?

SHARE OF ALL BILL PAYERS WITH UNRESOLVED PROBLEMS

ACGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIEN CONNECTICNS: DEARLS PROFESSIONALLY WITH CUSTOMERS' PROELEMS

AGREENENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIEN CONNECTIONS: CUSTOMER-FOCUSED AND TREATS CUSTOMERS AS IF THEY'RE
VALUED

AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTICNS: PROVIDES GOOD VALUE FOR YOUR MONEY

PAGREEMENT WITH ATTRIBUTES DESCRIBIRG CUSTOMER SERVICE OF VERIDIAN CONNECTYONS: WORKS WITH CUSTOMERS TQ KEEP THEIR ELECTRICITY COSTS
AFFORDABLE

AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTUMER SERVICE OF VERIDIAN CONNECTIONS: = IS PRO-RCTIVE IN COMMUNICATING CHANGES AND ISSUES
WHICH MAY AFFECT CUSTOMERS
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DO HILL PAYERS PURCHASE FLECTRICITY FROM VERIDIAN CONNECTIONS OR AN INDEPFENDENT ELECTRICITY RETRILER?

OVERALL SATTSFACTION WITH VERIDIAN CONWECTIONS

*AFTER DISCUSSING ELECTRICITY FCOR A WHILE'

CHANGES TN SATISFACTION WITH 'THE LOCAL ELECTRICITY UTILITY'/VERIDIAN CONNECTIONS FROM BEGINNING OF INTERVIEW

ONE OR THO WMOST IMPORTANT THINGS VERIDIAN CONNECTICNS COURD DO TO IMPROVE CUSTOMER SERVICE

1S PAYING FOR ELECTRICITY A WORRY OR MAJOR PROBLEM?

AGCES OF RESIDENTIAL BILL PAYERS

SIZE OF RESIDENTIRT: BILL FAYERS'

HOUSEROLDS

ANNUAL PRE-TAYX HOUSEHULD INCOME OF RESIDENTIAL

RACCESS TO THE INTERNET

ACCESSED VERIDIAW CONNECTIONS WEBSITE
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CARE

CARE
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CARE

CARE
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CARE

CARE

CARE

FAYERS

51X MONTHS

NEEDS: SETTING UP A NEW ACCOUNT

NEEDS: ARRANGING A MOVE

NEEDS: ACCESSING INFORMATION ABOUT YOUR BILL

WEEDS: ACCESSING INFORMATION ABOUT YOUR ELECTRICITY USAGE

WEEDS: VISITING THE WEBSITE FOR ENERGY SAVING TIPS AND ADVICE

NEEDS: LEARNING MORE ABOUT SMART METERS

WEEDS: REGISTERING A COMPELAINT ABOUT THE UTILITY CR ONE OF ITS EMPLOYEES

HWEEDS: REGISTERING A COMPLIMENT ARQUT THE UTILITY OR ONE OF ITS EMPLOYEES

NEEDS: FINDING OUT MORE ABCUT TIME OF USE RATES

WEEDS: WAINTAINING INFORMATION ABOUT YOUR ACCCOUNT OR PREFERENCES

NEEDS: PAYING YOUR HILL THROUGH THE UTILITY'S WEBSITE

NEEDS: PAYING YOUR BILL USING SMART PHONE APPLICATIONS

NEEDS: GETTING INFORMATION ABOUT FOWER OUTREES

ACCESSED SMART METER DATA ON THE VERIDIAN CORNECTIONS WEBSITE

EASE OF ACCESSING INFORMATION

LIKELITHOCD OF ACCESSING SMART METER DATA ON THE WEBSITE IN THE FUTURE
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LIKELTHQOD TQ USE B SOCIAL MEDTA SITE AS A RESQURCE FOR ENERGY EFFICIENCY TIFS OR TO HELF MANAGE ELECTRICITY USE

FEELINGS ABOUT ELECTRONIC BILL STATEMENTS

LIKELIHOOD OF THE FOLLOWING TO ENCOURAGE CUSTOMERS TO GO PAPERLESS POR BILLING: PRCVIDING A ONE-TIME FINANCTIAL INCENTIVE TO SWITCH

LIFELTHOOD OF THE FOLLOWING TO ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR BILLING: BEING ENTERED INTC A SPECIAL DRAN FOR CUSTOMERS WHO
MAKE THE SWITCH

LIKELIEDOD OF THE FOLLOWING TO ENCOURAGE CUSTOMERS TO 30 PAPERLESS FOR BILLING: LEARNING MORE ABOUT THE BENEFITS TO GOING GREEN WITH
PAPERLESS BILLING

LIKELIHCQOD OF TEE FOLLOWING TO ENCOURAGE CUSTOMERS TO G0 PAPERLESS FOR BILLING: A BETTER UNDERSTANDING OF THE CONVENIENCE OF PAPERLESS
BILLING
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MONTHS

MONTHS

MONTHS

MONTHS

MONTHS
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RESPONDENT

RESPONDENT
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RESPONDENT

RESPONDENT

RESPONDENT

PLANS

PLANS

PLANS

PLANS

PLANS

PLANS

FLANS

32 88 8 8 8

2 8B 8B ¥ 8 B

TO

LDVENTAGE OF THE SAVE-ON-ENERGY FRIDGE

THE NEXT 12 MONTES RESPONDENT

THE NEXT 12 MONTHE RESPONDENT
ADVENTAGE OF B SAVE-OM-ENERGY

THE

NEXT 12 MONTHES RESPONDENT

THE NEXT 12 MONTHS RESPONDENT
SAVING PRODUCTS

THE NEXT 12 MONTHS RESPUNDENT

PLANS

PLANE

TO

TO

o

AND FREEZER PICEKUP

TEE

THE

THE

THE

THE

THE

FOLLOWING:

FOLLOWING:

FOLLOWING ;

FOLLOWING :

FOLLOWING:

FOLLOWING:

FOLLOWING:

DO THE FOLLOWING:

DO THE FOLLOWING:
INCENTIVE TO REPLACE YOUR FURNACE OR ATR-CONDITIONER (2011)

PLANS TO DO THE FOLLOWING:

PLANS TO DO TEE FOLLOWING:

DLANS TO D) THE FOLLOMWING:

THE NEXT 12 MONTHS RESPONDENT PLANS TO DO THE FOLLOWING:
BUSINESSES CAN GET UP TO 31,500 WORTH IN ENERGY-EFFTICTENT LIGHTING AND EQUIPMENT UEBGRADES

THE NEXT 12 MOKTHS RESPONDENT PLANS TO DO THE FOLLOWING:
INCENTIVES FOR REPLACTING EXTSTING EQUIPMENT WITH HIGH EFFTCIENCY EQUIPMENT

IN THE NEXT 12 MONTHES RESPONDENT PLANS TO DG THE FOLLOWING:

ALEEADY ON TIME-OF-USE BILLING

INSTALLING ENERGY-EFFICIENT LIGHT BULBS QR LIGHTING EQUIPMENT
INSTALLING TIMERS ON LIGHTS, OR EQUIPMENT

SHIFTING YOUR USE OF ELECTRICITY TO LOWER COST PERIODS
TINSTRLLING WINDOW BLINDS OR AWNINGS

INSTALLING A PROGRAMMABLE THERMOSTAT

HAVING BN ENERGY EXFERT CONDUCT AN ENERGY AUDIT

HAVING YOUR OLD REFRIGERATOR OR FEEEZER REMOVED FOR FREE (2012+} [ TAKING
PEOGRAM FOR AN OLD FREEZER OF REFRIGERATOR {2011}

JUINING THE PEAESAVERPLUS PROGRAM

REPLACING YOUR FURNACE WITH A HIGH EFFICIENCY MODEL {2012+} / TAKING

REPLACING YOUR AIR CONDITIONER WITH A HIGH EFFICIENCY MODEL

USING 2 COUPON THAT SRVES MONEY ON THE PURCHASE OF (QUALIFIED ENERCY

JOINING THE PEAKSAVERPLUS PROGRAM FOR SMALL BUSINESS

PARTICIPATING IN THE SMALY. BUSINESS LIGHTING PROGRAM WHERE QUALIFYING

PARTICIPATING IN A BUILDING RETRGFIT PRGGRAM THAT PROVIDES FINANCTIAL

HAVING AN ENERGCY AUDIT DONE CN YCUR BUILDING
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AGREEMENT WITH STATEMENT: TIME-OF-USE BILLING HAS CHANCED THE WAY IN WHICE YOU CONSUME ELECTRICITY ON A DAY-TO-DAY BASIS
LEVEL OF KNOWLEDGE ABOUT THE SMART GRID

IMPORTANCE OF VERTIDIAN CONNECTIONS IN PURSUING THE IMPLEMENTATION OF THE SMART GRID AND ITS ASSOCIATED TECHNOLOGIES
LEVEL OF SUPPORT TOWARDS VERIDIAN CONNECTIONS RORKING WYTH NEIGHBOURING UTILITIES

CUSTOMER LOYALTY GROUPS

COUSTOMER SECMENTS

LANGUAGE
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Q.52 BILL PAYERS' GENDER
BRSED ON EESIDENTIAL RESPONDENTS

RESYDENTIAI. BILL PAYERS

- APRTL 11, 2013

Page 1

ANNUAL PRE-TAY
BOQUSEHOLD TINCOME

COSTOMER LOYRLTY GROUPS

VERIDIAN CONNECTIONS - 'oo0s VERIDIBRN CONNECTIONS
TRACKING AGE HOUSEHOLD SIZE TRACKTNG STILL IN
540~ === ==== == SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <570 $70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK
UNWTD. TOTAL E):L 385 396 395 387 384 1s8 186 49 76 167 41 144 195 197 163 13 385 396 395 387 121 a7 191 21
WTD. TOTAL 383 384 393 397 3B6 383 157 186 40 7 167 41 144 195 196 16% 13 384 393 397 386 129 47 191 21
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
MALE 157 186 215 1393 203 197 197 - 1g 34 99 13 78 99 95 92 7 1le& 215 193 203 54 22 164 16
51% a8% 55% 49% 53% %1% 100% 46% 45% 59% 46% 54% S1% a9% Sa% 53% 48% 55% 29% 3% a5% 46% 54% 7%
FEMALE iBe 198 178 204 183 186 - 186 22 41 68 22 66 9% 101 77 6 198 178 202 183 65 25 87 5]
49% 52% 45% 51% A7% 49% 100% 54% 55% 41% 54% 6% 49% 51% 46% aT% 52% 45% 51% 47y 55% 54% 46% 23%
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Q.52 EILL PAYERS' GENDER
EASED ON RESIDENTIAL RESPONDENTS

COMMERCIAL BILL PAYEES

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS

BILLING HYDRO? - SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATA ==c======== TRACKING

=== mmmmm—————— ——zzs=s===== ==o=====—=—====== smm=== = VERY VERY VERT-
TOTAL YES NG YES NO YES NO Vs vDS 12+ 7-12 4-6 <3 YES RO ¥ES ju(o] SOPP UNSUP DIAN 2012 2011 2010 20085

UNWTD. TOTAL 384 25 8 65 319 5% 8 27 € 3 14 12 a0 12 226 1B 319 14 2 - - - - -
WID. TOTAL 383 28 8 65 313 57 8 27 & 3 14 1la 30 72 226 1g 318 14 z - - - - -
100% 100% 100% 100% 106% 100% 100% 100% 100% 200% 100% 100% 100% 300% 100% 100% 100% 100% 100%

MALE 197 19 3 35 163 25 & 11 4 1 7 8 16 3g 116 ] 183 9 L - - - - -
51% €E% 38% 54% E1% Bl% T4% 41% 67% 25% 50% 57% 53% 54% 51% S0% 51% 65% 50%

FEMALE 186 10 K 346 1586 a8 z 1e 2 2 ? & 14 EX} 110 9 155 5 1 - - - - -
18% 4% 62% a6% 45% 49% 26% 59% EEE 71y 50% 43% 47% 46% 49% 50% 49% 35% 50%



2013 STMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.1k OVERALL SATISFACTION WITH SERVICES PROVIDED BY VERIDIAN CONNECTIONS

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WTD. TOTAL

VERY SATISFIED

FATRLY SATISFIED

{3) NEITHER SATISFIED NOR

DISSATISFIED

(2} FATRLY DISSATISFIED

(1} VERY DISSATISFIED

VERIDIAN CONNECTIONS -

TRAECKING

RESIDENTIAL BILL PAYERS

MARCH 28 - APEIL 11,

2012

ANNUARL PRE-TEX
HOUSEHOLD INCOME
0008

TOTARL 2012 2011 2010

451
100%

424
S4%

462
100%

416
52%

154
43%

222
49%

1&
4%

[=1=1-%

462
100%

416
90%

232
50%

154
40%

22
5%

15
3%

36
88
0a

467
100%

410
88%
218

a7y

192
41%

51
11%

2.20
1.03
0.03

HQUSEHOLD SIZE

VERTDIRN COWNNECTIONS

TRACKING

$e0-

2005 TOTAL MEM WOMEN «$40 <$70 $70:+ 18-34 35-54 55
454 3g4 198 ige 40 76 187 41 lag
454 282 137 13¢ 40 75 187 41 144
1p0% 100% 100% 100% 100% 100% 100% 100% 100%
418 358 pR:1 173 38 70 151 39 133

92% 93% 94% 93% 95% 93% 96% 95% 2%
212 196 8B 108 25 47 84 19 67
47% S1% a5y 58% 52% 62% 52% 46% 47%
207 162 97 65 13 24 74 20 66
46% 42% 43% 35% 33% 31% 44% 49% 46%
7 — — — — — - - -
2%
13 11 3 8 2 2 1 1 3
3% 3% 1% 4% 5% 3% 1% 2% 2%
11 % - - - 2 - 4
3% 2% 3% 1% 3%
25 17 El <4 2 2 3 1 7
5% 4% 5% 4% 5% 3% 2% 2% S%
3 8 3 5 - 3 3 1 4
1% 2% 1% 3% 4% 2% 2% 3%
4.32 4,42 4.33 4.51 4.5%2 4.%5 4.48 4.42 4.35 4
0.85 0.78 0.B3 0.72 0.7% (.64 0.66 0.64 0.8a 0
0.02 0.02 0.06 0.05 0.12 0.08 0.05 0.10 0.07 O©

+

195
100%

183
943

56%

L
@
&

[}
o

(X
P

-46
-T7
.08

1-2 3.5 6+
197 163 13 385 396
196 169 13 382 353
100% 100% 100% 100% 100%
185 155 13 ELS 352
94% 92% 100% 91% 80%
11s 7 5 162 182
58% 459% 373 42% 49%
7L 79 8 183 150
I6% 16% 63% 435% a1%
6 5 - is 20
3% 3% 1% 5%
2 4 - 3 9
1% 2% 1% 2%
8 - 18 29
4% 5% 5% 7%
3 5 - 16 12
2% 3% 4% 3%
4.50 4.33 4.37 4.34 4.33
0.75 0.84 0.50 €.75 0.0
0.05 0.07 0.14 0.04 0.05

397
160%

348
28%

188
a7%

150
0%

=

1%

28
7%

4.20
1.05
0.05

2012 2011 2010 2009

385
150%

357
93%

173
45%

4.32
0.85
0.04

Page 3

CUSTOMER LOYALTY GROUPS

STILL TN
SEC- FAYOR DIFF AT
ORE ABLE ERENT RISK

145 55 220 25
144 55 221 25
190% 100% 109% 100%
144 &5 201 18
100% 100% 51% T2%
144 55 25 7
106% 100% 13% 28%
- - 172 11
T8% 44%

- - 11 1
5% 1%

- - - €
24%

- - 11 7
5% 28%

- - 5 —

4%

5.00 5.00 4.03 3.47
0.00 0.00 0.59 1.5h6
0.00 0.00 0.04 90.31



Q.1n
BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

VERY SATISFIED

(4}

(3}

{2}

FRIRLY SATISFIED

HNEITHER SATISFIED NOR

DISSATISFIED

FARIRLY DISSATISFIED

VERY DISSATISFIED

2013 SIMUL/UtilityPULSE CUSTCMER SATISFACTION SURVEY POR VERIDIAN CONNECTIONS MBRCH 28 - APRIL 11, 2013 Page 4
OVERALL SATISFACTION WITH SERVICES PROVIDED EY VERIDIAN CONNECTICNS
COMMERCIAL BILL PAYERS
HORK ===
TIME OF USE CONTACTED  PRORLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIRN CONNECTTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MCHTHS) WEBSITE METER DATRA = TRACKING
==== ===——====me sm=a- m====me=mmm—s VERY VERY VERI- B
TOTAL YES  HO YES WO YES NO Vs DS 12+ 7-12 4-6 <3 YES RO ¥YES RO SUPP TUNSUP DIAN 2012 2011 2010 2009
451 35 8 83 368 73 10 39 3 4 16 18 38 83 271 19 376 18 z 67 &7 313 72 67
451 35 8 83 EL1Y:] T4 E ag & 4 16 18 ag 83 271 19 376 18 2 68 &8 69 70 68
100% 100% 100% 1G0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
424 34 7 79 345 T3 [ ] 3 4 14 i7 36 79 252 18 352 18 1 66 &5 64 62 62
94% 97% B7¥ 95%  S2% 9% €9% 100% 51% 100% 93% 95%  95%  95%  93%  95%  94% 100% 50%  97%  97%  92% 88y 91y
234 i3 4 43 182 38 4 30 2 4 7 g 20 49 139 11 198 10 - 38 3z 39 30 EE]
52% 37% 0% 52% 52% 53% 39% TT% 35% 100% 42% 50% 53% 59% 51% 58% 53% 5B% 57% 47% 57% 42% 48%
150 21 3 36 153 33 3 9 1 - 8 8 16 g 113 7 153 8 1 27 34 24 32 23
42%  60%  38%  £4%  42%  45%  30%  23%  16% 51% a5y 42%  27%  42%  37%  41%  45%  50%  40%  50%  35%  46%  43%
- - - - - - - - - - - - - - - - - - - - - - 1 2
1% 3%
12 1 1 3 1 2 - 2 - 1 1 1 2 g - 10 - i 1 2 8 2
3% 3% 13% 4% 2% 1% 21% 3% 7% 5% 3% 2% 2% 3% 50% 2% 2% 2% 11% 2%
6 - - 1 5 - 1 - 3 - - - i b4 4 1 5 - - - - 1 - 2
1% 1% 1% 10% 16% 2% 2% 2% 5% 1% 1% 3%
18 1 1 4 14 1 3 - 3 - 1 1 2 q 12 1 15 - 1 1 2 2 8 4
4% 3% 13% 5% 4% 1% 3% 49% 7% 5% 5% 5% a% 5% 4% 50% 2% 2% 3% 11% 6%
9 - - - 9 - - - - - - - - - 7 - 9 - - 1 1 3 - -
2% 2% 2% 2% 1% 1% 5%
4.43 4.31 4.25 4.41 4.44 4.50 3.66 4,77 3,21 5,00 4.28 4.33 4.41 4.47 .42 4.42 4.44 4.55 3.00 4.54 4.43 4.51 4.19 4.30
0.76 0.64 1.04 0.78 ©.75 0.58 1.50 ©0.43 1.72 0.00 0.81 0.77 0.8%2 0.82 7B 0,96 0.76 0.51 1.37 0.60 0.62 0.74 0.92 0.51
.04 0.11 0.3 0.09 0.04 ©.07 0.2% 0.07 ©0.71 ©0.00 0.21 0.18 0.14 0.08 .05 0.2z 0.04 0.12 0.94 0.07 0.08 0.09 0.11 0.11



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VEﬁIDIAN CONNECTIONS

Q.2 BILL PAYERS WITH POWER FAILURES OR QUTAGES - PAST 12 MONTHS
BASED ON TOTAL RESFONDENTS

RESIDENTIAL BILL PAYERS

MARCH 28 - APRIL 11, 2013 Page &

ANNUAL PRE-TAX
HOUSEHOLD THCOME

CUSTOMER. LOYALTY GROUPS

VERIDIAN CORNECTIONS - 0003 VERIDIAN COMNECTIONS
TRACKING = == AGE HOUSEHOLD SIZE TRACKTING STILL IN
Sa0)- —===== mes======ss=s==== = SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2008 TOTAL MEN WOMEN <540 <570 §70+ 18-34 35-54 S5+ 1-2 3-8 6+ 2012 2011 2010 2009 TURE ABLE ERENT RISK
UNWTD. TOTAEL 451 452 462 <67 454 A84 1358 186 40 76 167 al laa 125 157 169 13 385 396 3395 as87 145 55 220 25
WID. TOTAL 451 452 462 467 454 383 137 186 49 15 167 a1l laa 195 196 168 13 384 393 397 386 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 10Q00% 100% 100% 100% 100% 100% 100%
YES 153 195 123 168 197 128 66 (2] 2 22 57 11 47 69 63 59 5 175 109 141 170 49 18 g4 10
34% 43% 28% El-S 43% L 34% 33y 20% 30% 34% 27% 23% 5% 22% 5% 47% 45% 28% 35% 44% 28% A3% 38% 0%
jiua) 292 249 327 294 251 253 125 124 32 53 110 29 a7 125 132 110 7 202 281 252 212 103 36 133 15
65% 55% 1% 63% 55% 66% 65% 67% 80% 70% 66% T0% 67% 54% 6B% 333 E3% 52% 2% a4y 55% 2% 65% 60% (3153
DON'T RECALL / DON'T KNUW / 6 g & 5 & 2 2 - - - - 1 - 1 1 1 - 8 2 4 4 1 1 4 -
REFUSED 1% 2% 1% 1% 1% 1% 1% 2% 1% * 1% 2% 1% 1% 1y 1% 2% 2%
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0.2 BILL PAYERS WITH POWER FAILURES OR OUTAGES - PAST 12 MONTHS
BASED ON TOTAL RESPONDENTS

COMMERCIAL EILL PAYERS

WORK =====

TIME QF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? S0LVED? EXPERTENCE (MONTHS} WEBESITE METER DATA =========== TRACKING
==== VERY VERY VERI- ====c=c=—

TOTAL YES NO YES NO YES NO vs vos 12+ 7-12 4-¢ <3 YES NO YES NO SUPP TNSOF DIAN 2012 2011 2010 2009

UNWID. TOTAL 451 35 B8 83 3&8 73 10 39 6 2 16 18 38 83 271 19 37& ig 2 &7 67 66 72 67

RTD. TOTAL 451 a5 8 83 368 T4 S 39 3 a 16 18 ag 83 271 12 a7e ig 2 eB a8 59 70 €8
100% 100% 100% 100% 100% 1Q0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 153 15 4 51 1063 43 a8 20 5 3 1z 8 21 37 82 4 124 g 2 25 20 20 27 27
34% 44% 51% 61% 28% 53% 81% Bl% B4% 78% 75% 4% 55% 45% 30% 21% 33% 51% 100% a1y 30% 28% 39% 40%
RO 292 20 4 a1 260 29 2 i8 1 1 4 10 16 45 184 15 248 =) - 38 48 46 42 33
45% 56% 49% 37% 1% 40% 13% 46% 1a% 22% 25% 56% a2% 54% 68% T9% 65% 49% 57% 70% 66% 60% 58%
DON'T RECARLL / DON'T KNOW / 6 - - 1 5 1 - 1 - - - - 1 1 5 - & - - 4 - 4 1 2
REFUSED 1% 1% 1% 1% 3% 3% 1% 2% 2% 6% 6% 1% 2%
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Q.38 BILL PRYEES ATTEMPTING TQ CONTACT VERIDIAN CONNECTIONS ABOUT SHORTAGES OR OUTRGES - PAST 12 MONTHS
BASED ON RESPONDENTS WITH OUFAGE PROBLEMS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS/RESPONDENTS WITH OUTRGES RECALLING NUMBER AND LEWSTH {2007-08)

RESIDENTIAL BILL BAYERS

ANNUAL: PRE-TAX

HOUGSEHOLD THCOME CUSTOMER. LOYALTY GROUPS
VERIDIAN CONNECTIONS -~ Q0038 VERIDI&N CONNECTIONS
TRACKING AGE HOUSEHOLD SIZE TRACKING STILL IN
P L 540~ SEC- FAVOR DIFF AT

Wl
(=23

TOTAL 2012 2011 10 2009 TOTARL MEN WOMEN <340 <$70 $70+ 18-34 235-54 55+ 1-2 3-5 &+ 2012 2011 2010 2009 URE ABLE ERENT RISK

TUNWTD. TOTAL 1e3 179 lla 160 180 128 13 62 8 22 57 11 a7 &9 53 5B 6 160 ST 133 154 40 18 83 1o
WID. TOTAL 153 15% 129 1686 197 128 66 62 B 22 57 11 47 69 63 59 4 175 10% 141 170 40 ig B4 10
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 10D0% 100% 100%

YES 36 36 29 45 36 29 16 13 2 2 11 2 g 18 14 14 1 30 22 36 29 10 4 20 2
23% 19% 23% 27% 18% 22% 2a% 21% 24% 9% 1i%% 18% 18% 26% 22% 24% 16% 17% 20% 26% 17% 25% 23% 24% 20%

NQ 115 154 93 121 1€l 89 a3 439 -3 20 46 9 EY 51 49 44 5 142 87 104 141 30 13 64 7
75% 0% 7% T2% 82% 7% 75% T8% 76% 91% T9% 82% 79% T4% T8%F 74% B4% Bl% 80% 74% 83% 75% % 76% 59%

DON'T RECALL / DON'T ENOW / 2 2 1 1 - 1 1 - - - 1 - 1 - - 1 - 2 - 1 - - 1 - 1

REFUSED 1% 1% 1% 1% 1% 2% 2% 2% 2% 1% * 6% 11%
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Q.3E BILL PAYERS ATTEMFTING TO CONTACT VERIDIEN CONNECTIONS ABOUT SHORTAGES OR OUTAGES - PAST 12 MONTHS
BARSED ON RESPONDENTS WITH OUTAGE PROBLEMS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS/RESPONDENTS WITH OUTAGES RECALLING NUMBER AND LENGTH {2007-08B)

COMMERCIAL BILL PAYERS
WORK o<
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS} WEBSITE METER DATA =========== TRACKING
== =========== VERY VERY VERI- =====
TOTAL ¥ES KO YES NO YES WO Vs VDS 12+ 7-12 4-6 <3 YE§ NO YES  NO SUPF DNSTP DIBN 2012 2011 2010 2009

TUNWTD. TOTAL is53 15 4 51 102 43 B 20 5 3 1z a 21 37 82 4 124 9 2 25 15 17 27 26
WID. TOTAL 153 15 4 E1 103 43 8 20 5 3 12 a 31 37 B2 4 12¢ 9 2 25 20 20 27 27
100% 100% 100% 100% 100% 100% 100% 100% 100% J100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 36 i 1 36 - 31 5 13 4 2 g & 1a 1is 16 2 29 2 - 7 6 7 5 7
23% 6% 23% 1% T 63% 87% 79% 67% 8% 61% 65% 40% 20% 50% 23% 21% 29% 29% 36% 32% 26%

o) 115 14 3 15 100 12 3 3 1 1 3 3 ? 22 €4 2 53 7 2 17 14 1z 17 20

75% 94% T7Y 258% 98% 28% % 33% 21% 3% 22% 35% 35% 60% T7% 50% 75% 75% 100% €% 1% 60% 63% 74%

DON'T RECALL / DON'T KNOW / 2z - - - 2 - - - - - - - - - 2 - 2 - - 1 - 1
REFUSED 1% 2% 3% 2% a% 4%

W
o
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Q.4 BILL PAYRRS WITH PROBLEMS WITH ELECTRICITY BILLS OR STATEMENTS - PRST 12 MONTHS
BASED ON TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS

MBRCU 28 - BAPRIL I1i, 2013

Page 9

ANNUAL PRE-TAX
HOUSEHOLD INCOME
VERIDIAN CONNECTIONS - 10005

TRACKING
====== $40-
TOTAL 2012 2011 2030 2009 TOTRL MEN WOMEN <$40 <70 $70+
TIHWTD. TOTAL 451 452 462 4e7 454 384 158 186 40 76 167
WTD. TOTAL 451 452 462 467 454 383 197 18€ 40 75 167
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
IBS 23 55 48 49 30 17 11 7 1 2 7
5% 12% 10% 10% T% 5% 5% 4% 2% 2% A%
RO 424 392 410 416 421 363 185 178 38 72 161
94% 87% 85% EER 93% 35% 94% L% 95% 6% 96%
DON'T RECALL / DON'T KNOW / 4 5 4 z 3 3 2 1 1 1
REFUSER 1% 1% 1% * 1% 1% 1% 1% 2% 1%

VERIDIRN CONMECTIONS

EQUEEHCLD SIZE

TRACKING

COSTOMER LOYALTY GROUPS

STILL IN

18-34 35-54 9563

41
100%

41
100%

e
100%

7
5%

136
§5%

1
1%

195
100

10
5

183
54

o

1-2 3-5 6+
197 169 13
19¢ 163 13
% 100% 100% 100%
11 6 -
3 5% 3%
184 162 13
% S4% 98% 100%
2 1 -
® 1% 1%

e-2
100%

42

11%
335

8%

1%

353
100%

38
10%

352
90%

=R
a8

397
100%

SEC-

3gr 145 55
385 1az S5
100% 100% 100%
23 4a 1
6% 3% 1%
360 140 53
93% 97% 97%
3 - 1
1% 2%

221
100%

13
6%

206
93%

3
1%

FAVOR DIFF AT
2012 2011 2010 2005 URE ABLE ERENT RISK

25

100%

3%

12
Ty
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Q.4 BILL PAYERS WITH PRUBLEMS WITH ELECTRICITY BILLS OR STATEMENTS - PAST 12 MONTHS
BASED ON TOTAL RESPONDENTS

COMMERCIAL BILL PAYERS
WORK O e
TIME OF USE CONTRCTED  PROELEM RECENT TIME SINCE CONTACT ACCESS SHART WITH OTHERS VERIDIZN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTES) METER DATA =-—-=—reen= TRACKING
. w——— mae VERY VERY VERI-
TOTAL YES NO  YES NO  ¥YES ®O VS VDS 12: 7-12 4-6 <3 YES N0  YES KO SUEF TNSUP DIAN 2012 2011 2016 2008

UNWID. TOTAL 451 35 8 83 364 73 10 39 6

-~
o
o
)
@
L
o
-4
(M)
[N}
=3
[y
i
tel
w
~}
B
-
@
X
o
e
[
pe
o
o
~
L8]
@
-

WID. TOTAL 451 35 B 23 ELY:] 74 9 39 & 4 16 k] 34 B3 271 18 376 18 2 (33 68 69 70 &8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 23 a 2 13 12 9 4 & - - 2 2 5 & 10 k) 1s 3 = 5 10 10 9 8
5% % 25% 13% 1% 12% 17% 15% 11% 22% 13% 7% 1% 18% a% 17% By 15% 15% 13z 11%
NG . 424 3z 6 73 352 213 B 33 6 4 14 14 EX) 76 258 16 357 15 2 &1 57 57 60 ED

94% 9i% 5% B87% 6% BB% B3% 85% 100% 100% B3% TE% 87% 92% 95% B4% 95% ei% 100% 91% a5% 83% 86% B9%

DON’T RECALL / DON'T KNOW / 4 - - - 2 - - - - - - - - 1 3 - 4
REFUSED 1% 1y 1% 1% 1% 1% 2% 1%



2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.5 SPFECIFIC XKINDS OF PROBLEMS WITH BILLS OR STATEMENTS
BASED ON RESPONDENTS WITH BILLING FROBLEMS

UNWTD. TOTAL

WTD. TOTAL

TEE METER READING WAS

INCORRECT

THE AMJUNT CWED WAS TOO
HIGH

THE BMCUNT OWED WAS TOC
jre

THE BILL WAS TIFFICULT TO
UNDERSTAND

THE PAYMENT YOU MADE WAS
RECORDED INCORRECTLY GR NOT
RECORDED

THE BILL ARRIVED LATE
COMPLAINT ABOUT RATES OR
{HRRGES

WRONG INFORMATION ON BILL /
RECEIVED THE WRONGE BILL

THEY SENT A ROTICE ABOUT
TERMTNATING THE BELECTRICITY
THE BILL WAS ESTIMATED

TOC MANY EXTRA CHARGES

{cankinued)

RESIDENTIAL BILL PAYERS

VERIDIAN CONNECTIONS
TRACKING

TOTAL 2012 2011 2010

232
100%

55
100%

W

e

18
33%

12%

10
13%

10%

48
100%

25
52%

[
s

oW
o

10%

13%

W
e

a9
100%

23
48%

13%

12%

10%

MARTH 28

APRIL 11, 2012 Rage 11

2009 TOTAL MEN

30
100%

17
100%

5%

32%

ANNUAL PRE-TAX
HOUSEEOLD INCOME

S

540-
<570

2

HOUSEHCOLD SIZE

CUSTOMEE. LOYALTY GROUPS

VERIDIBN CONNECTIONS
TRACKING STILL IN

$70+ 18-34 35-54 554

7 -

100% 100% 100%

- '0oon
WOMEN <540
11 T 1
il 7 1
100% 100%
- 1 -
14%

5 2 1
47% 29%  100%
- 1 -
14%

3 3 -

26% £3%

"
|

56%

7
100%

10
100%

£2%

1
35%

11
100%

56%

3
26%

33%

SEC- FAVOR DIFF AT

w
a
e
w
w
]
X

IS
[

[

13 6

as 38 40 23 4 1 13 6
100%  100% 100% 100% 100% 100% 100% 1CGC%

- 2 1 - - - 1 -
5% 2% 7%

18 20 22 6 2 - 3 2
41% 54% 55% 27%  50% 24%  36%
1 1 - - - - - -

1% 1%
5 1 3 1 - - 1 -
12% 2% 9% 3% 7%
- 3 3 2 - - 1 -
8% 14% 8% 8%
a z 2 1 1 - - -
8% 5% 5% 3% 26%
5 4 - - 1 1 I3 3
11%  17% 26% 100%  30%  47%
P 2 1 3 - - - -
9% 5% 1% 13%
- - 1 2 - - 1 -
2% 10% 9%
- - - 7 - - - -
29%
. 1 3 - - - - -
1% 6%
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Q.5 SPECIFIC KINDS OF PROBLEMS WITH BILLS OR STATEMENTS
BASED ON RESPONDENTS WITH BILLING PROBLEMS

TNMTD. TOTAL

WTD. TOTAL

THE BILL DID RQT BRRIVE /

SKIPPED BILL (S}

DON'T FIND THE E-MAIL BILLING
CONVENIENT

CLERICAL ERROR - RECEIVED TWO
BILLS

BILLS ARE MISLERDING / THE
HISTORTCAL DATA IS5 INARCCURRTE

THEY OWE ME A REFUND
RETTREMEWT CHRRGE BILLING
THE PERIOD THE BILL COVERS /
THE MONTH DID NOT MAKE SENSE
WANTED INFO ON PAYMENT
OPTIONE / PUTTING BILL ON A
DRE- RITHORTZED PAYMENT DLAN
FINANCE CHRRGES ON BILL
REFUSE TO LET ME QUT OF
CONTRACT

SHITCHED THE LANDLORD'S BILL
INTQ MY NAME

{comtinued]

RESIDENTIAL BILL PAYERS

ANNUAL, PRE-TAX

HOUSEHOLD INCOME

VERIDIAN CONNECTIONS

TRACKING

MARCH 28 - APRIL 11, 2013

VERIDIAN CONNECTIONS - '0008
TRACKING HOUSEHOLD STIZE
540- =
TOTAL 2012 2011 2010 2005 TOTRL MEN WOMEN <540 <§£70 §70+ 18-24 35-54 55+ 1-2 3-5 e+
24 46 52 44 33 1B 11 T i 2 7 - ? 10 11 &
23 55 48 43 30 17 il 7 1 2 7 - 7 10 11 6
100% 100% 100% 100% 100% 100% 100% 1D0% 100% 100% 100% 100% 100% 100% 100%
1 3 1 - - 1 1. - - - 1 - 1 - - 1
4% 6% 1% 6% 9% 15% 14% 17%
- 2 - 3 - - - - - - - - - - -
3% 10%
- 2 - 2 - - - - - - - - - - - -
4% 3%
2 - - - 2 1 1 - - - - - 1 - - 1
8% 6% 6% 9% 14% 17%
- 2 1 - - - - - - - - - - - - -
3% 3%
- 2 i - 1 - - - - - - - - - - -
I 2% 2%
- 1 - - 2 - - - - - - - - - - -
1% T%
- - - 3 - - - - - - - - - - - -
5%
- - 2 - 1 - - - - - - - - - - -
3% 3%
- - - 2 - - - - - - - - - - - -
3%
- - 1 1 - - - - - - - - - - - -
1% 1%

44
100%

RS
o

now
o

e BN BN
a0 o

28

40

23

i00% 100% 100%

1
2%

s H
]

W

o

10%

@ b
a8

LS
ap

W
o

Page 12

CUSTOMER LOYALTY GROUPS

mmm==—so=oo= SEC-

4
100%

STILL IN

FAVOR DIFF AT
2012 2011 2010 2009 TURE ABLE ERENT RISK

6

100%  100% 2100%

1 13
1 13
- 1
8
- 1
7
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Q.5 SPECIFIC XKINDS OF PROBLEMS WITH BILLS OR STATEMENTS
BASED ON RESPONDENTS WITH BILLING PROBLEMS

RESIDENTIAL BILL PRYERS

ANNUART, PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY CROUPS
VERIDIAN CONNECTIONS - 'G00s VERIDIAN CONNECTICNS
TRACEING HOUSEFOLD SIZE TRACKING STILL IN
====== 540- SEC- FAVOR CIFF AT

TOTAL 2012 2011 2010 200% TOTAL MEN WOMEN <$40 <3$70 $70+ 18-324 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 200% URE BABLE ERENT RIS

UNWTU. TOTAL 24 46 52 a4 33 18 11 7 1 2 7 - 7 1o 11 6 - 37 43 35 24 4 1 13 6

WTD. TOTAL 23 55 a8 43 30 17 11 7 1 2 7 - 7 10 11 6 - 44 38 40 23 4 1 13 6
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

BEING BUGGED TQ PRY MY RBILLS - - - 1
ONLINE 1%

[
i

w

o

PROUBLEM WITH WATER PART OF - - 1 1 - - - - - - - - - - - - - . 1 1 - - - _ _
BILL 1% 1% 1% 2%

NO ACCOUNTABILITY / THEY ARE 1 -
HDSTILE AND AGGRESSIVE TO 5% 9%
DERL WITH / DID NOT ANSWER

(UESTIONS

THE BILL DOES NOT ARRIVE ON 1 - - - - 1 1 - - 1 - - - 1 1 - - - - - - 1 - - -
THE SRME DATE EACH MONTH 4% 5% 8% 51% 10% 2% 24%

BILL PROCESSED THROUGH THE - -
WRONG ACCOUNT 3%

TWO DIFFERENT BILLINGS GOT - -
PUT ON TO ONE ACCOUNT INSTERD 3%
OF TWD

HIGH DISCONNECTION FEE - -
DO NOT UNMDERSTAND THE SMART - -

METER 1% 1%

T0 DISCUSS ALL THE OTHER - - 1 - - - - - - - - - - - - - - - 1 - - - -
STUFF THEY ADD ON THE BILL 1% 1%

{continued)
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0.5 BPECIFIC KINDS OF FROBLENS WITH BILLS OR STATEMENTS
EBASED ON RESPOMDENTS WITH BILLING PROBLEMS

RESIDENTIAT BILL PAYERS

MARCH 28

- RPREIL 11, 2013

Dage 14

ANNUAL PRE-TAX
HOOSEHOID THCOME
VERIDIAN CORNECTIORS - '0008

TRACKTING == AQE

HOUSEHOLD SIZE

VERIDI2AN CONNECTICNS
TRACKING

COSTOMER LOYALTY GROUES

STILL IN

_____ 540~
TOTRL 2012 2011 2010 2009 TOTRAL MEN WOMEN <§40 <$70 $70+ 18-34

UNWTD. TOTAL 24 46 52 44 33 18 11 7 a 2 7 -

WID. TOTAL 23 55 4B 49 a0 17 11 7 1 2 T -
100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

DON'T LIKE BILLING SCHEMES / - - 1 - - - - - - - - -
DON'T LIKE TIERS / *TIME OF iz

USE" MAKES IT INCONVENTENT TO

DO HOUSEHOLD CHORES

DON'T KNOW / REFUSED - -

==
o

35-54 S5+
7 10
7 10
109% 100%

1-2 a-5 &+

11 6
11 [3
100% 100%

44 38 a0
100% 100% 2100%

SEC- FARVOR DIFF AT
DS TURE ABLE ERENT RISK

23 4 1 13 s
100% 100% 100% 100% 100%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.5 SPECIFIC KINDS OF FROBLEMS WLTH BILLS OR STATEMENTS

HASED ON RESPCOMDENTS WITH RILLING PROBLEMS

TIME OF USE CONTACTED

BILLING

TIME SINCE CONTACT

MARCH 28 - APRTL 11, 2013 Page 15

COMMRRCIAL BILL PRYERS
WORK.

SMART WITH OTHERS VERIDIAN CONNECTIONS
TRACKING

TOTAL YES

UNWTD. TOTAL 24 3

WTD. TOTAL 23 3
100% 100

THR METER READING WAS 1 -

INCORRECT 4%

THE AMOUNT OWED WAS TOO 7 -

HIGH 31%

THE RMOUNT QWED WAS TOO - -

LOW

THE BILL WAS DIFFICOLT TO 1 -

UNDERSTAND 4%

THE FAYMENT YCU MADE WAS 1 -

RECORDEL INCORRECTLY OR NOT 4%

RECORDED

THE BILL BRRRIVED LATE 1 -
5%

COMPLAINT ABOUT HATES OR 8 1

CHARGES a5% 32%

WRONG INFORMATION ON BILL / - -

RECETVED THE WRONG BILL

THEY SENT A NOTICE ABOUT 1 1

TERMINATING THE ELECTRICITY 5% 37

THE BILL WAS ESTIMATED - -

TCO MANY BEXTRA CHRRGES - -

{continued}

PROBLEM
HYDEO? SOLVED?
NO YES
11 13 9
11 12 9
100% 100% 100%
_ 1 _
T
3 4 3
29% 2% 34%
1 _
7%
i - 1
% 11%
1 1
10% 12%
3 & 2
24% a5% 21%
1 - 1
11% 13%

=
Iy

VERY VERY VERI- =—======

YES NO SUPP UWSUP DIAN 2012 2011 2010 2069

3 16 3 - 3 9 k] k]
3 15 3 - 5 10 10 E)
100% 169% 100% 100% 100% 100% 100% 100%
- 1 - - - 1 1 1
9% 6% 14% 8% 7%
1 s - - - - 5 1
9% 3% 3a% 45% 1%
- 1 - - - - - 3
9% 6% 34%
- 1 - - 1 2 - -
9% TE 18% 15%
- 1 - - 1 E} 2 2
10% 7% 19% 29% 23% 18%
1 5 2 - 2 5 - -
3a% 33% 24% 3% 44% 50%
_ _ _ . 1 - _
14%
- 1 - 1 1 2 2
7% 21% 14% 15% 27%
- - - - - - - z
27%

B

100%

20%

20%
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0.5 SPECIFIC KINDS OF CROBLEMS WITH BILLS OR STATEMENTS
BASED ON RESPONDENTS WITH BILLING PROBLEMS
COMMERCIAL BILI, PAYERS
WORK ~ ========wns
TIME OF USE CONTACTEC  DROBLEM RECENT TIME SINCE CONTLCT ACCESS SMART WITH OTHERS VERIDIAN CONNECTICNS
BILLING HYDRO? SOTVED? EXPERIENCE (MONTHS} WEBSTTE TRACKING
=== —=====—w=== VERY VERY VERI- =======
TOTAL YES MO YEE RO YES HO V8 VD8 12+ 7-12 YES NO ¥ES WO SUPP UNSUP DIRW 2012 2011 2010 2009
TNWTD. TOTAL 24 3 2 11 13 9 2 € - - 2 4 5 5 11 3 16 3 - & 9 ) 9 9
WID. TOTAL 23 3 2 21 12 g 2 3 - - 2 4 5 5 10 3 15 3 - 5 10 10 9 g
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
THE BILL DIiD NOT ARRIVE / 1 1 - 1 - 1 - 1 - - - 1 - - - - - - - - 1 - - -
SKIPPED BILL (S} 4% 32% 9% 11% 17% 25% 1a%
DON'T FIND THE E-MAIL BILLING - - - - - - - - - - - - - - - - - - - - - - - 1
CONVENIENT 10%
CLERICREI, ERROR - RECEIVED TWO - - - - - - - - - - - - - - - - - - - - - - 2 -
BILLS 18%
BILLS ARE MISLEADING / THE 2 - - 1 1 - 1 - - - - - 1 2 - 1 i - - 1 - - - -
HEISTORICAL DATA I5 INACCURATE 8% 9% 8% 57% 18%  32% 33% 6% 17%
THEY OWE ME A REFUND - - - - - - - - - - - - - - - - - - - - - - - -
RETIREMENT CHARGE BILLING - - - - - - - - - - - - - - - - - - - - - 1 - -
8%
THE PERTOD THE BILI COVERS / - - - - - - - - - - - - - - _ - - - - - - . _ 2
THE MONTH DID NOT MAKE SENSE 20%
WANTED INFO ON PAYMENT - - - - - - - - - - - - - - - - - . _ _ _ - 1 -
OPTIONS / PUTTING BILL ON A 7%
PRE-AUTHORIZED DAYMENT PLAN
PINANCE CHARGES ON BILL - - - - - - - - - - - - - - - - - - - - _ 2 - 1
15% 10%
REFUSE TO LET ME OUT OF - - - - - - - - - - - - - - - - - - . - - - 5 -
18%

CONTRACT

SWITCHED THE LANDLORD®S BILL - - - - - - - - - - - - - -
INTO MY NAME

{contimued)
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Q.5 SPECIFIC KINDS DF PROBLEMS WITH BILLS OR STATEMENTS
BASED OFN REESPONDENTS WITH BILLING FPROELEMS

COMMERCIAL BILL PAYERS

WORK Smmmmmm s e —————

TIME OF USE CONTACTED PROELEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAK CONNECTIONS
BILLING HYDEOQ? SOLVED? EXPERIENCE {MONTHS) WEBSITE METER DATA = TRACKING

VERY VERY VERI- =

TOTAL YES NG YES NO YRS NO s VDS 1z+ 7-12 4-6 <3 YES NQ TES NO SUPP UNSUP DIRM 2012 2011 2010 2009

UNWTD. TOTAL 249 3 2 i1 13 9 2 6 - - 2 4 5 & 11 3 16 3 - & S S s £l
WTD. TOTAL 23 3 2 11 1z 9 2 5 - - 2 4 5 13 10 3 15 3 - 5 10 10 a g
100% 100% 100% 100% 100% 100% 100% 100% 100% 106¥% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
BEING BUGGED TO PAY MY BILLS - - - - - - - - - - - - - - - - - - - - - - 1 -
ONLINE 7%

PROBLEM WITH WATER EART OF - - - - - - - - - - - - - - - - - - - - - - - -
BILL

NO ACCOUNTEBILITY / THRY ARE 1 1 - 1 - 1 - - - - - - 1 - - - - 1 - 1 - -
HOSTILE AND AGGRESSIVE TO 5% 37% 11% 13% 23% 37% 21%

DEAL WITH / DID NOT ANSWER

QUESTIONS

THE BILL DOES NOT ARRIVE ON 1 - -
THE SAME DATE ERCH MONTE 4

o
W
o
H
o

17% 24% 1s% 6%

BILL PROCESSED THROUGH THE
WRONG RCCOUNT 10%

TWO DIFFERENT BILLINGS GOT - - - - - - - - - - - - - - - - - - - - - - - 1
PUT GN TO ONE ACCOUNT INSTERD 10%
OF TWO

HIGH DISCONNECTION FEE - - - - - - - - - - - - - - - - - - - - - - -
DO NOT UNDERSTAND THE SMART - - - - - - - - - - - - - - - - - - - - - - -
METER

TO DISCUSE ALL THE OTHER - - - - - - - - - - - - - - - — — - - _ _ _ - _
STUFF THEY ADD ON THE BILL

DON'T LIKE BILLING SCHEMES / - - - - - - - - - - - - - - - - - - - - - - - -
DON'T LIKE TIERS / "TIME OF

USE" MAKES IT INCOMVENIENT TO

DO HOUSEHOLD CHORES

{zcontinued)
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Q.5 SPECIFIC KINDS OF PROBLEMS WITH BILLS OR STATEMENTS
BRSED ON RESPONDENTS WITH BILLING PROELEMS

COMMERCIAL BILL PAYERS

WORX ==
TIME OQF USE CONTACTED PROBLEM RECENT TIME SINCE CONTRCT ACCESS SMART WITH OTHERS VERIDIAN CONNECTICNS
BILLING EYDRO? SOLVED? EXPERIENCE (MONTHS} WEBSITE METER DATA = = TRACKING
5 VERY VERY VERI- = R ——

SUPP UNSUF DIAN 2012 2011 201¢ 2009

TATAL YES NO YES NO YES NO Vs VDS 12+ 7-12 4-6 <3 YES

UNWTD. TOTAL 24 3 2 11 13 g 2 [ - - 2 4 5 & 11 3 16 3 - 6 3 9 5 g
WID. TOTAL 23 3 2 11 12 2 2 3 - - 2 4 5 6 ic 3 15 3 - 5 1o 10 9 8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

DON'T KNOW / REFUSED - - - - - -



2013 STMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERLIDIRN CONNECTIONS

Q.Sh ATTEMPTS TC CONTACT VERIDIAN CONNECTICHS ABOUT PROBLEMS WITH BILLS OR STATEMENTS
BASED ON RESPONDENTS WITH BILLING PROBLEMS

UNWTD. TOTAL

WID. TOTRL

RESIDENTTREL BILL PAYERS

MRRCH 28 - RPRIL 11, 2013 Page 19

ANNUOAT, PRE-TRX

HOUSEBOLD INCOME

VERIDIAN CONNECTIONS - '0008

TRACKING
540-
TQTRL .2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <§70 $70+¢
24 a6 52 44 33 13 11 7 1 2 7
23 55 a8 49 30 17 1 7 1 2 7
100% 100% 100% 100% 106% 100% 100% 100% 100% 100% 100%
10 29 19 27 15 5 5 - - 1 2
22%  54% 39% 56% 63%  2B%  45% 51%  27%
13 25 30 22 11 13 3 7 1 1 5
58%  46% 61%  44% 37%  72%  55% 100% 100%  45%  T3%

HOUSEHOLD S1ZE

CUSTOMER LOYALTY GROUBS
VERIDIAN CORNECTIONS
TRACKING

STILL IN

18-3a

35-54 55+
7 19
7 i0

100% 100% 100% 100%

1
14%

86%

4
40%

50%

11

3

36%

7
64%

SEC- FAVOR DIFF AT

2012 2011 2010 2009 URE ABLE EERENT RISK

3-5
& - 37 43 35 24 14 1 i3 &
6 - 44 38 40 23 4 1 13 6
100% 100% 100% 100% 100% 100% 100% 100%
1 - 20 14 24 14 3 1 13 -
17% 44% 3T% 59% 60% 75% 100% aT%
5 - 25 24 15 S 1 - 7 ©
83% 56% a3% 41% 40% 25% S53% 100%
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Q.5A ATTEMPTS TO CONTACT VERIDIAN CONNECTIONS ABOUT PROBLEMS WITH BILLS OR STATEMENTS
BASED (N RESPQNDENTS WITH BILLING PROBLEMS

COMMERCIAL BILL PAYERS

TIME QOF USE CONTHRCTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
RILLING HYDRO? SOLVED? EXPERIENCE (MONTHS} WEESITE METER DRATA =========== TRACKING

TOTAL YES NO YES NO YES NO Vs vog 12+ 7-12 4-¢ <3 IES RO YES O SUPP URSUP DIBN 2012 2011 2010 2009

UNWTD, TOTAL 24 3 2 11 13 9 2 ) - - Z 4 5 G 11 3 16 3 - & 9 g 9 9

WTD. TOTAL 23 3 2z 11 12 9 2 6 - - 2 4 5 & 10 3 15 3 - 5 10 10 9 3
100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 10 2 - 10 - 8 2 & - - 1 4 5 3 4 - 7 1 - E 10 5 4 5
a2k $8% 9% 89% 100% 100% 41% 100% 100% 50% 35% 50% EYE] B7% 53% 46% 40% T0%

HO 13 1 2 1 iz 1 - - - - 1 - - 3 7 e 7 2 - 1 1 & 5 Z

55% 32%  100% 2% 100% 11% 59% 50% €5%  100% 50% 63% 13% 7% 5% G0% 30%
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Q.5AT EILL PAYERS ATTEMPTING TO CALL VERIDIAN CONNECTIONS ABOUT SOMETHING OTHER THAN A POWER FAILURE OF BILLING PROBLEM
BASED ON TOTAL RESPONDENTS

RESIDENTIAL EILL PAYERS

ANWUAL PRE-TRX

HOUSEHOLD INCOME COSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - r000s VERIDIAN CONNECTIONS
TRACKING AGE HOUSEHOLDY STZE TRACKTNG STILL TN
£40- m=mmmsmmm=—m—mmaa— === SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN HOMEN <3540 <370 $70+ 18-34 35-54 55+ 1-2 3-5 &+ 2012 2011 2010 2009 TURE ABLE ERENT RISK

UNWTD. TOTAL 451 452 452 467 454 3A4 198 186 40 76 187 41 144 158 197 169 13 385 396 335 387 145 Sh 220 25
WTD. TOTAL 453 452 462 467 454 3483 197 186 4] 7% 167 a1 124 185 196 169 13 3e4 393 397 386 144 55 221 25
100% I00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 180% 100% 100% 100% 2100% 100% 100% 100% 100% 100%

YES a6 a4 37 46 24 37 19 1g 3 11 13 3 11 20 21 14 2 33 az 38 19 15 6 21 4
10% 10% 8% 10% 5% 10% 10% 10% 7% 14% 2% 1la% 2% 10% 11% 8% 15% 9% B% 9% 5% 10% 11% 10% 16%

NO 405 405 422 420 430 346 178 169 37 B84 154 3B 133 174 175 155 11 347 asg 3s9 366 129 49 200 21
90% 90% 1% S0% 85% 80% 50% S0% 93% B6% 92% 86% 92% 20% 89% 52% B8S5% 90% 91% 91% 95% 0% a9% 0% g4%

DON'T RECALL / DON'T KNOW / - 4 1 1 1 - - - - - - - - - - - - 4 3 - 1 - - - -
REFTSED 1% 1% * * 1% 1% -
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Q.5R1 BILL PAYERS ATTEMPTING TO CALL VERIDIAN CONNECTIONS ABOUT SOMETHING OTHER THAN A DOWER FAILURE OR BILLING DPROBLEM
BABED ON TOTAL RESPONDENTS

COMMERCTAT, BILL PAYERS

WORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMRRT WITH OTUERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERTENCE  (MONTHS} WEBSITE METER DATA TRACKING
—— == VERY VERY VERI- ===-u_o

TOTAL YES NO YES nNO YES RC vs vDs 12+ 7-1i2 4-8B <3 JES O YES e SUPP TNSUP DIAN 2012 2011 2010 2009

UNHTD. TOTAL 451 35 ] 83 368 73 10 a3 [ % 146 18 38 33 271 13 376 18 2 57 67 66 72 &7
WID. TOTAL 451 as 8 83 368 74 k] as & 4 15 hk:) 38 83 271 1g 76 1B 2 EE 6B 69 70 68
100% 100% 2100% 100% 100% 100% 12100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 4G 3 - 46 - 41 5 23 4 2 [ 11 25 13 25 2 38 2 - 9 11 5 8 5
10% 8% S6% 56% 52% 59% 68% 48% 38% 62% &% 16% 2% 11% 10% 11% 14% i6% 7 12% 7%

NO 405 32 8 37 368 3z 4 1le 2 2 1o 7 13 70 246 17 338 16 2 58 57 &4 61 64

80% 92% 100% 44% 100% 44% 48% 41% 32% 52% E2% 3B% 33% 84% 1% 493 90% 89% 100% 86% B4% 52% 86% 23%

DON'T RECALL / DON'T KNOW / - - - - - - - - - - - - - - - - - - - - - 1 1 -
REFUSED 1%
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Q.SATII TYPE OF INQUIRY
nASED ON RESPONDENTS WHQ CONTACTED THEIR LOCAL UTILITY FOR SOMETHING CTHER THAN A POWER FAILURE OR BILLING PROBLEM

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TRX

HOUSERDLD INCOME CUSTOMER LOYALTY GROUES
VERIDIAN COMNECTIONS - 10008 VERIDIAN COMNECTTIONS = mm—mmm==
TRACKING teic) HOUSEHOLD SIZE TRACKING STILL IN
_____ 540- —mmme ==== SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <570 $70+ 1B-34 35-54 55+ 1-2  3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK
UNWTD. TOTAL 16 45 46 48 - 37 19 18 3 11 13 [ 11 20 21 14 2 35 41 40 - 1s 6 21 4
WID. TOTAL 46 44 a7 16 - 37 15 16 3 11 13 6 11 20 21 14 2 33 32 38 - 15 & 21 4
100% 100% 100% 100% 100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
MOVING / SETTING UP NEW 14 13 14 1z - 11 5 & 1 4 4 3 5 3 5 5 1 10 12 12 - 6 3 9 1
ACCOUNT 38% ENE 1 38% 25% 30% 26% 33% 33% 36% I1% 49% 47% 15% 24% 35% 50% 29% 39% 31% 41% 50% 8% 26%
MAINTENANCE OF REPATR REQUEST 5 6 3 7 - 5 1 4 1 2 2 1 1 3 2 3 - 3 3 5 - - 2 1 2
11%  14% 9%  16% 13% 5% 22%  33% 18%  15% 17% 5%  15%  10%  21% 18% 8%  14% 33% 5% 48%
TO GET A METER RERDING - - - 4 - - - - - - - - - - - - - - - Y - - - - -
% 11%
WAYTE TC SAVE ENERGY 1 3 1 2 - 1 - - - 1 - - 1 1 - - 1 1 2 - - - 1 -
2% 7% 1% 8% 3% 5% 8% 5% 5% 2% 2% % 5%
TNQUIRE ABCUT SMART WMETERS OR 2 1 7 1 - 1 1 - - - 1 - 1 - 1 - 1 T 1 - 1 1 - -
TIME OF USE BILLING 5% 1% 18% 3% 3% (%3 B% 5% 8% 2% 23% 3% B% 1T%
REBATES / INCENTIVES FOR - - - 2 - - - - - - - - - - - - - - - - - - - -
CONSERVING EWERGY 3%
ENERGCY RETAILERS OR 1 - 2 el - 1 1 - - 1 - - - 1 1 - - - 2 3 - 1 - - -
CONTRACTORS NOT AFFILIATED 2% % 5% % 5% 9% 5% 5% 8% 7% 6%
WITH THE UTILITY
INQUIRE ABOUT RATES OR 7 6 1 - - 6 3 3 - 1 3 2 2 2 2 4 - 5 1 - - 3 - 4 -
CHRRGES 15% 13% 4% 16% 16% le% 9% 23% 3% 18% 10% 9% 28% 15% 4% 19% 19%
WATER HERTER RENTAL / WATER - 1 4 9 - - - - - - - - - - - - - 1 4 8 - - - - -
HEATER BUSTED 1% 12%  19% 2% 14%  21%
GENERRL INFORMATION (B.G. 7 - 2 3 - K 4 3 - 3 - - 2 5 5 F - - 1 1 - 3 - 3 1
RATES, PROMOTIONS, TECHNWICAL 15% % 6% 13%  21%  18% 28% 17%  26%  24%  15% 2% 1% 20% 15%  27%
JUESTIONS}
{continued)
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.5AI1 TYPE OF INQUIRY
BASED ON RESPONDENTS WHO CONTACTED THEIR LOCAL UTILITY FOR SOMETHING OTHER THAN 2 POWER FRILURE OR BILLING PROBLEM

RESIDENTIAL BILL PAYERS
ANNUAL PRE-TRX
HOQUSEHOLD TINCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - '0D08 VERIDIAN CONNECTICKHS ==
TRACKING BOUSEHOLD SIZE TRACKING STILL IN
=== == s40- = —srmmmm————— SEC- FEBVOR DIFF AT
TOTAL 20i2 2011 2010 2009 TOTAL MEN WOMEN <£40 <S70 $70+ 18-24 35-54 bbb+ 1-2 3-5 6+ 2012 2011 2010 2009 TURE ABLE ERENT RISK

UNWTD. TOTAL a5 46 46 48 - 37 19 p1) 3 11 13 6 11 20 21 14 2 35 41 40 - 15 6 21 4
WTD. TOTAL a6 44 37 46 - 37 19 iB 3 11 13 [ 11 20 21 14 2 33 3z £l - is & 21 4
100% 100% 1G0% 106% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 21Q0% 100% 100% 100% 100% 100% 100% 100%
DIGCING IN MY ¥ARD / MARKING 1 3 1 - - 1 - 1 - - - 1 - - - - 1 2 1 - - - - 1 -
LINES ON MY PROPERTY / 2% 1% 2% 3% 5% i7% S0% 7% 2% 5%

UNDERGROUND WIRING / REMOVED
THE UTILITY POLE / LINE
LOCATION

RETURNING A CALL -

B R
"
|
'
'
I
I
I
I
I
¢
i
1
|
|
'

uobe

e

b

*

I
I
'
I
|
1

TO UPGRADE THE THERMOSTAT / 3 - - - - 3 2 1 ~ 1 2 - 1 2 3 - - - - - - 1 -
THERMOSTAT INSTALLATION 6% 8% 11% &% a9 oY 10% 14 7

by
=

un

&

@

o

-
[N
o

INSPECTION / CHECKING METER - 1 - 1 - - - - - - - - - - - N - - - 1 - - - _ _
FOR FOWER FLUCTURTIONS 2% 1% 2%

CANCEL SERVICE - - 1 1 - - - - - - - - - - - - - - 3 1 - - - - -
PEAKSAVER PROGRAM 1 - - - - 1 - 1 - 1 - - - 1

JOB INQUIRY / WE ARE A 1 - - - - 1 1 - - - - - - 1 1 - - - - - - - - 1 -
RELATED INDUSTRY, MEETING 2% 3% 5% 5% 5% 5%
WITH THEM / THEY ARE MY

COSTOMERS

ASKING IF THEY FROVIDE ANY - 1 - - - - - - - - - - - - - - . - - - - - - - -
GREEN ENERGY SERVICE (S} 2%

COMFETITCR CAME TO TRY AND - - - 1 - - - - - - - - - - - - - - - 1 - - - - -
SWITCH SUPPLIERS 1% 1

&

{contimied}
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Q.5hIL  TYPE OF INCQUIRY
BASED ON RESPONDENTS WHO CONTACTED THEIR LOCAL UTILITY FOR SOMETHING QTHER THAN R POWER FATLURE OR BILLING PROBLEM

RESIDENTIAI. BILL PRYERS

~ BPRTIL 11, 2013 Page 25

ANNUAL: PRE-TAX
HOUSEHOLD INCOME
VERIDIAN CONNECTIONS - 10008
TRACKTNG

====== 540-

CUSTOMER LOYALTY CHOUPS
VERIDIAN COWNECTIONS

TFACKING STILL IN

TOTAL 2012 2011 2010 200% TOTAL MEN WOMEN <$40 <370 $70+ 1B-34 35-54 55+ 1-2 3-5 [ 33

=== SEC- FAVOR DIFF AT
2012 2011 2010 2009 URE ABI.E ERENT RISK

UNWTID. TOTLL 45 45 46 48 - 37 1% 18 3 11 13 & 11 20 21 14 2 35 41 40 - 15 & 21 4

WID. TOTAL 16 44 37 a& - 37 15 18 3 11 12 [ 13 20 21 ia 2 33 32 38 - 15 6 21 4

160% 100% 100% 100% 100% 100% 100% 100% 100% 100% I00% 100% 100% 100% 100% 100% 100% 100% 100% 100%  190%  100%  100%

TON'T KNOW / REFUSED 1 9 - 3 - 1 - 1 1 - - - - 1 1 - - 7 - 3 - 1 - - -
2% 20% 5% 3% 5% 33% 5% 5% 22% 7% 7Y



Q.5RI1 TYPFE OF INQUIRY

UNWTD. TOTAL

WID. TOTAL

MOVING / SETTING UP NEW

ACCOUNT

MAINTENANCE CRE REPAIR REQUEST

TO GET A METER READING

HWAYS TO SAVE ENERGY

INQUIRE ARQUT EMART METERS OR

TIME OF USE BILLING

REBATES / INCENTIVES FOR
CONSERVING ENERGY

ENERGY RETATLERS OR
CONTRACTORS NOT AFFILIATED
WITH THE UTILITY

INQUIRE ARCUT RATEE OR
CHARGES

WATER HEATER RENTAL / WATER
HEATER BUSTED

GENERAL INFORMATION {E.G.

Page

CCMMERCIAT, BILL PRYERS

26

VERIDIAN CONNECTIONS

2013 STMUL/UtilityPULSE CUSTOMER SATISFACTTON SURVEY FOR VERIDIAM CONMECTICNS MARCH 28 - APRIL 11, 2013
BASED ON RESPONDENTS WHO CONTACTED THEIR LOCAL UTILITY FOR SOMETHING OTHER THAN A POWER FAILURE OR BILLING PROHLEM
HORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMERT WITH OTHERS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATR ====s======
= e moe mmmmmmmaeo N — VERY VERY VERI-
TOTAL YES HO YES WO YES NO vs YDS 12+ 7-12 4-6 <3 YES WO YES NO SUPP UNSUP DIAN
46 3 - 18 - 41 5 23 a 2 3 11 25 13 35 2 38 2 - 9
46 3 - 16 - 41 5 23 4 2 g 11 25 13 35 2 38 2 - 9
160% 100% 100% 160% 100% 100% 100% 100% 160% 100% 100% 100% 100% 100% 100% 1200% 100%
18 1 - 18 - 18 - 12 - - 3 4 11 3 13 1 ia - - 7
gy 33% 39% 4% 53% 50% 37%  44%  23%  52%  49%  37% 7%
5 - - 5 - 4 1 2 2 - 1 2 1 2 1 - 5 - - -
11% 11% 10%  20% 2% 49% 17%  18% 4% 30% 1% 13%
1 1 - 1 - - - - - - 1 - - - - - 1 - -
2% 343 2% 2% 9% 51%
2 - - 2 - 1 1 1 1 - - 1 1 1 1 - 2 - - 1
5% 5% 3% 223 5% 26% 10% a% 8% 1% 6% 12%
1 - - 1 - 1 - 1 - - - 1 - 1 - - 1 - - -
2% 2% 2% 4% 8% 7% 2%

7 1 - 1 - 7 - 3 - 1 1 - 5 2 2 - 3 1 - 1
15% 333 15% 17% 12% 55%  17% 19%  1&%  15% 15%  49% 11%
7 - - 7 - 2 3 3 1 1 - 1 4 1 F - 3 - - -

15% 15% 103 58% 133  24%  45% 9% 17% 8% 15% 16%

RATES, PROMOTIONS, TECHEN1CAL
{JUESTICHS)

{continued}

TRACKING
2012 2011 2010 2008
11 5 a -
11 s 8 -
100% 100% 100%
4 2 - -
35% 33%
- 1 2 -
17% 25%
2 - 2 -
21% 20%
N - 2 -
20%
1 . - -
7%
- - 1 -
B%
- 2 2 -
33% 2B%
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Q.5AIT TYPE OF INQUIRY
BASED ON RESPONDENTS WHO CONTACTED THEIR LOCAL UTILITY FOR SOMETHING OTHER THAN A POWER FAILURE OR BILLING PROBLEM

COMMERCIAL PILL PRYERS

TIME QF USE CONTACTED PROBLEM RECENT TIME SINCE CONTRCT ACCESS SHART WITH QTHERS VERIDIZN CONNECTIONS
BILLING HYDRO? SCLVER? EXPERITENCE  {MONTHS) WEBSITE METER DATA = TRACKING

===== VERY VERY VERI- = s==mmmmames
TOTAL YES NO YES NO YES MO Vs VD3 12+ 7-12 4-§ <3 YES HO YES MO SUPP UNSUP DIAN 2012 2011 201C 2C09

UNWTD. TOTAL 46 3 - 46 - 41 5 23 4 2 3 11 25 13 25 2 38 2 - 9 11 5 8 -
WTD. TOTAL 46 3 - 46 - 41 5 23 4 2 6 11 25 13 25 2 38 2 - S 11 5 ] -
100% 100% 100% 100% 100% 100% 100% 100% 1060% 100% 100% 100% 100% 100% 100% 100% 106% 100% 100% 100%

DIGGING IN MY YARD / WAREING 1 - - 1 - 1 - 1 - - 1 - - - 1 - 1 - - - 1 - - -

LINES ON MY PROPERTY / 2% 2% 2% 4% i7% 4% 3% T

UNDERGROUND HIRING / REMOVED

THE UTILITY POLE / LINE

LOCATION

RETURNING A (ALL - - - - - - - - - - - - - - - - - - - - - 3 - -

17%

TO UPGRADE THE THERMOSTAT / 3 - - 3 - 3 - - - - - 1 2 1 2 - 3 - - - - - - -

THERMOSTAT INSTALLATION &% 6% % 9% 8% 8% 8% 8%

INSPECTION / CHECKING METER - - - - - - - - - - - - - - - - - - - - 1 - - -

FOR POWER FLUCTUATIONS 7%

CANCEL SERVICE - - - - - - - - - - - - - - - - - - - - - - - -

PEAKSAVER PROGRAM 1 - - 1 - b3 - - - - - - 1 - 2 - % - - - - - - -
2% 2% 2% 4% a% 3%

JOB TNQUIRY / WE ARE A 1 - - 1 - 1 - 1 - - - - 1 - - 1 - - - - - - - -

RELATED INDUSTRY, MEETING 2% 2% 2% 4% a3 51%

WITH THEM / THEY ARE MY

CUSTOMERS

ASKING IF THEY PROVIDE ANY - - - - - - - - - - - - - - - - - - - - 1 - - -

CREEN ENERGY SERVICE(S) 7%

COMEETITOR CAME TOQ TRY AND - - - - - - - - - - - - - - - - - - - - - - ~ -

SWITCH SUPPLIERS

DON'T KNOW / REFUSED 1 - - 1 - 1 - - - - - - 1 - - - 1 - - - 2 - - -
2% 2% 2% 4% 3% la%



Q.5ATTT

2013 STIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 -

SATISFACTION WITH 'THE TIME IT TQOK TO CONTACT SOMEONE!

BRSED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE BAST 12 MONTHS

TNWID. TOTAL

WID. TOTAL

TOP 2 BOX

{5} VERY SATISFIED

{4} FAIRLY SATISFIED

(3} WEITHER SATISFIED NOR
DISSATISFIED

{2} FAIRLY DISSATISFIED

{1} VERY DISSATISFIED

RESIDENTI2L: BILL PAYERS

APRIL 1

1

2012

ANNUAL PRE-TAX
HOUSEHOLD INCOME
VERIDIAN CONNECTIONS ~ '000s

VERIDIAN CONNECTIONS

Page 26

CUSTOMER. LOYALTY GROUPS

STILL IN
FRVOR DIFF AT

SEC-

2011 2010 2009 TURE BEBLE ERENT RISK

TRACKING HOUSEHGID SI1ZE TRACKING
S $40- =
TOTAL 2012 2011 2010 2008 TOTAL MEN WOMEN <$40 <$70 $70+ 18-34 35-54 EEt 1.2 3.5 g+ 2012
83 32 89 103 76 65 35 30 5 12 25 8 21 36 35 27 3 53 76 85 59
83 96 B0 105 72 &5 35 30 5 12 25 8 21 36 35 27 3 71 &5 88 56
100% 100%  10o0%¥ 100%¥ 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1400% 100%
69 64 57 63 46 54 27 27 4 9 24 B 19 27 29 22 3 44 49 59 36
B3%  66% 72% 6B5%  64% B3% 7EY  90% BO¥  76% 96% 100% 91%¥ 75% B3%  81% 100% 62%  75%  68%  64%
41 33 36 38 28 33 14 i9 3 B 14 6 12 15 17 14 2 24 33 31 23
49%  34%  44%  36%  39%  S1%  40%  63%  60% 67% 55%  75%  58%  42%  49%  52%  67%  33%  51% 353 41%
28 31 22 31 18 21 13 B 1 1 1n 2 7 12 12 8 1 20 1g 29 13
34%  32%  27%  29%  24%  32%  37%  27%  20% 9%  39%  25%  33% 33% 34%  30% 33% 29% 24%  33%  23%
1 i 2 1 8 1 1 - - 1 - - 1 - 1 - - 1 2 1 7
1% 1% 3% 1% 12% 1% 2% 7% ay 2% 1% 33 1% 12%
6 5 11 5 4 3 1 1 1 - - 1 3 1 3 - 5 3 9 2
7% 5% 6% 103 7% 5% 8% 3% 20% 9% 5% 8% 3x 11% 7% 5%  10% 4%
5 15 4 7 5 2 4 - - - 1 - - 4 3 1 - 12 3 7 5
6% 16% 4% 7% 7% 6% 12% a3 1% 9% 2% 17% 4% 8% B%
11 20 8 18 10 8 7 1 1 1 1 - 1 7 4 4 - 17 & 16 7
14%  21%  10%  17%  14%  12%  20% 3% 20% 9% 4% 5% 19% 11%  15% 24% 9%  18%  13%
2 11 12 17 8 2 - 2 - 1 - - - 2 1 1 - 10 8 12 &
2% 12% 15%  18% 11% 3y 7% 9% 6% 3% 4% 14%  13%  13%  11%
4.15 3.72 4.20 3.92 3.92 4.19 3.86 4.61 £.19 2.46 £.43 4.75 4.45 3,91 4.15 4.19 4.67 3.63 4.2¢ 3.88 3.95
1.18 1.47 1.13 1.31 1.26 1.16 1.36 0.6% 1.31 1.03 0.89 0.47 ©.86 1.38 1.21 1.17 0.58 1.5¢ 1.10 1.31 1.29
13 0.16 0.14 0.14 0.16 0.15 0.23 0.13 0.60 0©0.32 0.18 0.17 0.18 0.24 ©0.21 0.23 0.34 0.20 0.15 0.15 0.1

27 10 40 3
27 10 40 &
100%  100% 100% 100%
26 7 32 4

57% 68% 79% 67%
22 5 1z 2
32% 48% 30% 33%
4 2 20 2
15% 20% 50% 3a%
1 - _ -
3%
- 1 2 1
11% 16% i7%
- 1 3 1
11% 8% 16%
- 2 7 2
22% 1B% 33%
- 1 1 -
10% 3%
4.79 3.93 3.86 3.52
0.48 1.54 1.21 1.3
0.09 0.52 0.19 0.87
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0.SATIT SATISFACTION WITH 'THE TIME IT TOOK TS CONTACT SOMEONE®
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAW CONNECTIONS IN THE BAST 12 MONTHS
COMMERCTAL BILL PAYERS
WORK
TIME OF USE COWTRCTED PROBLEM RECENT TIME SINCE CONTACT RCCESS SMRRT WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRD? SOLVED? EXPERIENCE (MONTUS) WEBSITE METER TRACKING
= VERY VERY VERI- N
TOTAL YES RO YES NO YES el Vs vns 12+ 7-12 2-% <3 YES HO IES HD SUPP UNSUP DIAN 2012 2011 2010 20095
UNWID. TOTAL 83 [ 1 83 - 73 10 39 6 4 1s 18 38 27 42 4 67 5 - 1g 23 1z 1B 17
WID. TOTAL 83 6 1 83 - 74 9 35 6 4 16 18 38 27 42 4 87 S - 18 25 15 18 15
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 639 S 1 69 - 65 4 36 2 3 1% 15 239 22 36 3 58 4 - 15 13 9 10 10
777777777 B3% B1% 100% B83% 89% 39% 92% 33% 78%  100% a2% 76% 82% B36% T5% 87% 78% 82% 79% 58% 54% 62%
{5] VERY SATISFIED 41 4 1 41 - 29 2 30 1 1 146 8 18 1la 20 1 35 2 - 8 L) 2 7 5
49% 64% 100% 49% 3% 17% 7% 17% 26% 62% 44% 47% G2% 47% 25% 52% 38% 44% E1Y 16% 42% 33y
{4) FAIRLY SATISFIED 28 1 - 28 - 26 2 6 1 2 & 7 11 8 15 2 23 2 - 7 10 3 2 5
34% 17% 34% 35% 22% 15% 16% S2% 3B8% 38% 29% 9% 3B% 50% 4% 40% 38% 42% 42% 12% 29%
{3) WEITHER SATISFIED NOR 1 - - 1 - - 1 i - 1 - - - - 1 - 1 - - - 1 - 1 2
DISSATISFIED 1% 1% 9% 2% 23% 2% 1% 3% 4% 10%
{2) FAIRLY DISSATISFIED & 1 - s - 4 2 1 1 - = - 6 2 3 1 3 1 2 - 2 2 3
7% 9% T% &% 21% 3% 16% 16% 7% T% 25% 4% 22% 12% 1l% 9% 19%
{1) VERY DISSATISFIED 5 - - 5 - 2 3 - 3 - - 2 2 3 1 - 5 - 1 3 1 1 -
£% 8% 3% 32% 50% 12% 5% 11% 3% B% 6% 12% 5% 4%
BOTTOM 2 BOXK 11 1 - 11 - 6 5 1 4 - - 2 8 5 a b3 B 1 - 3 3 2 2 3
———————————— 14% 19% 1a% 9% 53% 3% 67% 12% 21% 18% 10% 25% 12% 22% 18% 12% 16% 13% 15%
NON'T FENOW / REFUSED 2 - - 2 - 2 - 1 - - - 1 1 - 1 - - - 2 4 5 2
2% 2% 3% 3% 6% 3% 2% 6% 26% 30% 2%
MEAN 4.15 4.27 5.00 4.15 - 4.34 2.71 4.71 2.33 4.05 4.62 4.09 3.99 4.04 4.23 3.76 4.13 3.92 4.01 3.97 3.72 4,14 3.85
5.D. 1.18 1.26 0.00 1.18 0.98 1.0 0.66 1.76 0.80 0.50 1.30 1.30 1.38 1.01 1.26 1.18 1.25 1.25 1.28 1.21 1.32 1.17
5.E. §.13 ©.52 0.00 O0.13 5.12 ©.52 0.11 ©0.72 ©0.41 0.12 0.21 0.21 0.26 0.1& 0.64 0. 14 0.55 0.29 ©.27 0.37 0.38 0.31
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Q.5AIIY SATISFACTION WITH "THE TIME IT TCOK SOMEONE TC DEAL WITH YOUR PROBLEM'
BASED ON RESPONDENTS WHO TRIED TOQ CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIBRN CONNECTIONS - 0003 VERIDIEN CONNECTIONS — =swo=====
TRACKING === AGE HOUSEHOLD SIZE TRACKING STILL IN
$40- = 8BC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <370 $70+ 18-34 35-54 95+ 1-2 3-5 6+ 2012 2011 2010 2005 URE ABLE RERENT RTISX

TUNWTD. TOTAL B3 92 8s 103 76 65 as 30 5 12 25 B 21 36 35 27 3 69 16 a5 59 27 10 40 6

WTD. TOTAL 83 96 141 108 72 353 35 EL 5 12 25 B 21 35 35 27 3 71 55 By 56 27 10 40 6
100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100%

TOP 2 BOX [3=3 71 64 72 50 " ag 24 25 4 9 z1 7 19 23 25 21 3 28 54 59 43 25 g 28 3
————————— T8% Ta% 80% 65% 70% 75% 69% 83% a0% 76% 84% 87% 91% 54% 71% 78%  100% 6B% 83% 6T 76% S3% 859% £9% 51%

(5} VERY SATISFIED 41 34 33 48 31 31 1l 20 3 g 9 6 11 14 1s 12 3 23 33 39 27 21 S 9 2
49% 36% 48% 45% a3% 48% 32% 6B% 60% 6T% 36% 75% 52% 39% 46% 45% 100% 32% 51% 45% 49% 75% 89% 22% 33%

(4) FAIRLY SATISFIED 24 3& 26 24 18 18 13 -3 1 1 12 1 g 9 ] 9 - 25 21 20 15 4 - 19 1
29% 38% 32% 23% 27% 28% 37% 17% 20% 9% 47% 13% 38% 25% 26% 33z 35% 32% 23% 28% 14% 47% 17%

(3) NEITHER SATISFIED NOR 1 2 3 4 5 1 i - - 1 - - i - 1 - - 2 3 4 2 1 - - -

DISSATISFIED 1% 2% 3% 4% 7% 1% 2% 7% 4% 2% 3% 4% 5% 4% 3%

{2} PAIRLY DISSATISFIED 7 5 4 13 5 6 3 3 1 1 3 1 - & 3 3 - 5 3 10 - 1 1 4 1
S% 6% 5% 13% 6% 2% 9% 10% 20% 9% 12% 13% 1a% 9% 11% 8% 5% 12% 4% 11% 10% 17%

(1} VERY DISSATISFIED [ 9 2 5 10 3 a 1 - 1 - - 1 4 3 2 - 9 2 2 9 - - 5 1
7% o% 3% a% ia% g% 11% 3z 9% 5% 1% 9% 7% 12% 3% 10% 16% 13% 1ex

BOTTOM 2 BOX 13 14 & 22 15 11 7 4 1 2 3 1 1 E 6 5 - 14 5 19 9 1 1 ) 2
———————————— 16% i5% 8% 21% 21% 17% 20% lag 20% 17% 12% 13% 5% 25% 17% 19% 20% 7% 22% 1le% 4% 11% 23% 33%

DON'T KNOW / REFUSED L 5 7 7 2 4 3 1 - - 1 - - & 3 1 - 7 4 5 2 - - 3 1
5% i0% 8% 6% 3% a% 9% 3% ay 1% 9% 4k 10% 6% 6% 3% 7% 17%

NELN 4,10 3.95 4.29 3,51 3.80 4.05 3.76 4.37 4.1% 4.17 4.13 4.50 4.35 3.75 4.00 4.00 5.00 3.76 4.32 3.8 3.96 4.68 4.68 3.60 3.43

5.D. .26 1.26 1.00 1.37 1.45 1.30¢ 1.37 1.i5 1.31 1.41 ©0.%5 1.07 0.%6 .48 1.35 1.29 0.00 1.38 0.97 1.41 1.44 0.72 0.58 1.35 1.80

=

S.E. .14 ©0.14 ©0.12 0.14 ©0.17 ©.17 ©0.24 0.21 0.60 0.41 0.1 0.28 0.21 0.26 0.24 0.25 0.00 ©0.17 0.1z 0.15 0.20 0.14 0.31 0.22 0.81



Q.5ATTT SATISFACTTON WITH

BASED ON RESPONDENTS WHO TRIED TQO CONTACT VERIDIAN CONNECTIONS IN THE

UNWTD. TOTAL

WID. TOTAL

VERY SATISFIRD

(2

FAIRLY SATISFLIED

{3

NEITHER SATISFIED NMOR
DISSATISFIED

{z

FATRLY DISSATISFIED

VERY DISSATISFIED

2013 SIMUL/UTilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

'THE TIME IT TOOK SOMECNE TC DEAL WITH YOUR FROBLEM:®

PRST 12 MONTHS

MARCH

28 - APRIL 11, 2013 Dage 21

COMMERCIAL BILL PAYERS

WORK
TTIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTZCT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE TRACKING

==== Zc==s====== VERY VERY VERI- s===

TOTAL YES NO YES ND YES ND Vs vhs 12+ T-12 4-6 <3 YES RO YES Ho SUPP UNSUP DIAN 2012 2011 2010 2009
a3 6 1 3 - 73 10 3§ 5 4+ 16 18 38 27 42 2 67 5 - 18 23 13 18 17
83 5 1 83 - 74 5 29 3 a 16 18 38 27 42 4 &7 5 - 18 25 15 18  1g
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
65 5 1 65 - 62 3 38 - 3 14 11 32 13 36 4 51 4 - 16 23 10 13 8
78% B3% 100% 7BY BS% 28% 98% T8% 93% 61% 84% 67% 85% 100% T6% 80% 88% S1% 58% 7E% 4a8%
a1 1 ] - 40 1 33 - 2 1 5 13 12 23 2 35 1 - 10 11 3 3 4
45% 18% 49% 55% 7% BS% 78% 6B% 28% 50% b2% b4% h0% 52% 20% 56% 45% a7y 50% 24%
24 E3 i3 24 - 22 Z s - - 4 6 13 4 13 2 16 3 - [ 11 3 4 4
2%%  §7% 100%  29% 30%  21%  13% 25%  32%  24%  1ak  31%  50%  24%  60% 32%  45%  32%  24%  24%

- - 1 - - 1 1 - 1 - - - - 1 - 1 - - - - - - 2
1% 1% oy 2% 22% 2% 1% 145

7 - - 7 - 5 2 - 2 - 1 3 2 4 3 - 7 - - i - 1 3 5
% % Ty 22% 34% T 16% 5% 15% B% 11% 6% 5% 16% 29%

6 - - 5 - 3 3 - 4 - - 2 3 It 1 - 5 - - 1 - 1 - 2
1% % a% Ay %1 12% 8% 15% 3% 9% 6% 5% 9%

13 - - 13 - 8 5 - 6 - 1 5 5 & L - 13 - - 2 - 2 3 6
16% 16% 115 53% 100% 7% 28%  13%  29%  10% 20% 12% 11% 1% 383

4 1 - 4 - 3 1 - - - - 2 1 1 1 - 2 1 - - 2 3 2 -

5% 17% 5% 4% 10% 11% 3% 4y 2% 3s 203 9% 21% 9%

4.10 2.20 4.00 4.10 - 4,29 2.46 4.83 1.34 4.57 4.54 3.56 4.17 3.78 4.30 4.50 4.02 4.25 - 4.25 4.50 4.14 4.20 3.24
1.26 0.44 0.00 1.246 1.09 1.4 0.43 0.52 0.86 0.34 .48 3.21 1.1 I1.03 0O.58 1.36 0.50 1.17 0.51 1.20 1.15 1.38
0.14 0.20 0.00 0.14 0.13 ©0.50 0©0.07 0.21 ©0.45 0.21 0.37 0.20 0.31 0.1 0.29 0.17 0.25 0.27 0.11 90.35 0.29 0.32
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Q.5RIII SATISFACTION WITH 'THE HELPFULNESS OF THE STAFF WHO DEALT WITH YOU'
BASED ON RESPOWDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TRX

HOUSEEOLD TNCOME CUSTOMER, LOYALTY GROUPS
VERIDIAN CONNECTIONS - 10008 VERIDIAN CONNECTIONS
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
$20- smomme mosssmssms=====s=s===== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <$70 $70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2005 TURE ARLE ERENT RISK

UNWTD. TOTAL a3 92 BS 103 76 65 35 30 5 12 25 8 21 a6 3h 27 a &9 76 85 53 27 10 40 [

WID. TOTAL B3 96 80 105 72 B5 35 ED 5 12 25 B 21 3¢ 35 27 3 71 &5 88 56 27 10 40 3
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 21Q0% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 70 76 65 80 16 52 26 2& 4 1c 20 8 18 26 27 22 2 55 56 &5 37 24 S 34 3
********* 85% 80% 913 8% 64% 80% 15% 87% Bl% B4% 80% 100% B7% 72% 77% 82% 100% 7% B7% Ta% G6% 0% 85% 85% 50%

{5} VERY SATISFIED 49 a7 43 54 31 36 17 19 3 8 12 5 13 18 19 14 3 30 39 45 26 21 8 18 2
50% 49% 54% 51% 43% 55% 49% €3% El% 67% 48% 62% 62% 50% 55% 52% 100% 43% 60% 51% 46% 9% B0% 6% 3%

{4} FAIRLY SATISFIED 21 28 22 26 15 16 9 7 1 2 8 3 L a 8 B - 24 17 20 11 a 1 16 1
25% 31% 27% 25% 21% 25% 26% 24% 20% 18% 32% 38% 24% 22% 23% 30% 34% 26% 23% 20% 11% 10% 35% 17%

{3} NEITHER SATISFIED NOR 4 2 2 1 Y 4 2 2 1 1 1 - 1 3 a - - 2 2 1 3 2 - 1 1
DISSATISFIED 5% 2% 3% 1% 9% 6% 5% 5 18% 7% 4% A% B% 11% 3% 3% 1% €% 6% 3% 16%

{2) FATRLY DISSATISFIED 4 7 4 9 8 4 a - - - 3 - - 4 1 a - 4 1 9 5 - 1 1 2
5% 7% 5% 8% 11% 6% 12% 12% 11% A% 11% 6% 2% 10% i0% 11% 2% 34%

{1} VERY DISSATISFIED 3 7 3 11 6 3 3 - - - - - 1 2 2 1 - 7 1 11 s - - 3 -

4% 7% 3% 10% 9% 5% 2% 5% [ 1 I3 4% 9% 2% 13% 8% 7%

BOTTOM 2 BOX 7 13 7 20 14 7 7 - - - 3 - 1 & 3 4 - 11 2 20 10 - 1 4 2
———————————— 8% 14% 9% 15% 15% 11% 20% 12% 5% 17% 9% 15% 16% 3% 22% 18% 11% 10% 34%

DON'T KNOW / REFUSED 2 4 6 4 6 2 - 2 - 1 1 - 1 1 b3 1 - 4 4 2 & 1 - 1 -

2% 5% 7% 4% 8% 3% 6% 9% a% 4% 3% 3% 3% 5% 6% 2% 10% 3% 2%

MEEN 4.35 4.13 4.33 4.02 3.86 4.24 3.95 4.0 4.42 4,65 £.20 4.2 4.46 4.03 4.21 4.19 5.00 3.99 4.51 3.93 3.95 £.75 4.58 4.16 3.50

5.D. 1.04 1.22 1.04 1.37 1.37 1.13 1.35 0.63 0.B9 0.65 21.03 0.52 0.9 1.27 1.15 .16 0.00 1.29 0.82 .46 1.37 0.58 0.%9 1.13 1.39

5.E. .12 ¢.13 0.12 0.14 0.17 0.14 ©0.23 0.1z ©0.40 0.20 0.21 0.1% 0.2z 0.2z 0.20 0.23 0.00 ©0.16 ©0.11 0.1 0.1 0.11 0.31 0.18 0.57



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN COWNNECTIONS MARCH 28 - APRIL 11, 2013 Page 33

R.SAIII SATISFACTION WITH !THE FELPFULNESS OF THE STAFF WHO DEALT WITH YQU!
BASED ON RESPONDENTS WHO TRIED TQ CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

COMMBRCIARL BILL DPAYERS

WORK =

TIME COF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEESITE METER DATR =========== TRACKTNG

==== —=zTm——==== ====za= = = e VERY VERY VERIL-

TOTAL YES NQO YES ND YES NO Vs VDS 12+ 7-12 4-¢6 <3 YES NO YES NO SUPP UNSUP DIaN 2012 2031 2010 2008

UNATD. TOTAL 83 & 1 =k} - 73 10 339 6 4 1le ig a8 27 43 a €7 S - 13 23 13 18 17

WID. TOTRL 83 3 1 83 - 74 9 39 & 4 16 1z 38 27 a2 4 67 5 - 18 25 15 18 18
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 70 [ - 70 - a7 £ 38 2 3 14 i5 32 21 38 1 55 Y - 18 22 g 15 3
———mmm o B85% 100% a5% 91% 39% 98% 33% 78% 87y ga% 84% 78% 91% 100% g2%  100% 100% gay 50% B87% 57%

{5} VERY SATISFIED ' 49 & - 43 - 19 1 35 - 2 10 10 24 12 27 2 37 5 - 14 1€ 4 9 5
60%  100% 60% 66% 7% 0% 52% B2% 57% 64% 45% 64% 50% 56%  100% T3% 6T% 6% 50% 33%

{4) FAIRLY SATISFIED 21 - - 21 - 13 3 3 2 1 4 5 8 g 11 2 iR - - s 5 5 7 4
25% 25% 24% 31% T% 33% 26% 25% 27% 20% 333 27% 50% 27% 27% 21% 32% 37% 24%

{3) KEITHER SATISFIED NOR 4 - - 4 - 2 2 1 1 1 2 - 1 1 3 - 4 - - - - - 1 3
DISSATISFIED 5% 5% iy 19% 2% 16% 22% 13z 2% 1% 7% 6% a% 19%

{2} FAIRLY DISSATISFIED 4 - - 4 - 2 r - 1 - - 1 3 3 - - 4 - - - 2 3 - 2
5% 5% 3% 22% 1B8% 5% 8% 11% 6% 9% 21% 14%

{1) VERY DISSATLSFIED 3 - - 3 - 1 2 2 - - 1 1 2 - - E} - - - - 2 - 2
a% 4% 1% 21% 33% 6% el T 4% 10% 10%

BOTTOM 2 BOX 7 - - 7 - 3 4 3 - - 2 4 5 - - 7 - - - 2 5 - 4
ffffffffffff 8% 8% 4% 43% 51% 11% 11%  '19% 11% o% 31% 24%

DON!T KNOW / REFUSED 2 - 1 2 - 2 - - - - - 1 1 - 1 - 1 - - - 1 2 2 -

2% 100% 2% 3% 5% 3% 2% 1% 3% 11z 9%

MEAN 4.35 5.00 - 4.35 - 4,55 2.82 4.B8 2.50 4.31 4.49 4.30 4.3% 3.97 4.5% 4.50 4.25 5.00 - 4.73 4.50 3.48 4.51 3.5¢

S.D. 1.04 0.00 1.04 0.1 1.35 0.39 1.38 0©0.93 0.74 1.16 1.06 I.29 0.62 0.58 1.11 0.00 0.45 0.92 1.47 90.59 1.37

5.E. 0.12 0.00 0.1z 0.10 0.424 0.06 0.5 O.48 0,13 Q.28 0.17 0.25 0.10 0.29 0.14 0.00 0.1 0,13 0.40 0.15 0.34
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Q.5ATIIT SATISFACTION WITH 'THE KHOWLEDGE OF THE STAFF WHO DERLT WITH YOU*
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAW CONNECTIONS IN THE FAST 12 MONTHS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX
HACUTSEHOLD INCOME CUSTOMER. LOYALTY GROUPS
VERIDIRN CONNECTIONS - 10008 VERIDIAN CONNECTTONS —====m———mmm==
TRACKING HOUSEHOID SIZE TRACKING STILL IN
_____ s40- . SEC- FAVOR DIFF AT
TOTAL 2012 2011 2019 2005 TOTAL MEN  WOMEN <540 <§70 $70+ 16-34 35-54 58+ 1-2 3-5 &+ 2012 2011 2010 2009 URE RELE ERENT RISK

UNHTD. TOTAL 83 82 a9 103 76 €5 35 30 L 1z a5 8 21 36 s 27 3 69 76 85 59 27 10 20 &
RID. TOTAL a3 96 a0 105 72 33 35 30 5 1z 25 8 21 36 a5 27 3 71 [ 1] 56 27 10 40 &
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 2100% 100%

F 2 BOX . 72 75 64 81 43 54 26 28 4 11 23 7 18 28 2B 23 3 51 54 13 39 28 3 35 4
--------- 7% 8% 80% T7E 69% 3% T5% 93% 80% 3% 82% 87% 91% 78% 50% 85% 100% 72% 83% 75% 70% 57% B9% 88% 33%
{5} VERY SATISFIED 50 35 42 50 30 35 12 21 4 B 11 6 i0 19 19 14 2 24 40 44 iy 22 7 19 2
61% 21% 53% 48% a2% 54% 40% 70% BO% 67% 44% 7% 4B% B33 55% 52% 67% 34% E2% 50% 45% a2% 0% 48% 33%

{4} FAIRLY SATISFIED 22 36 22 31 19 15 12 7 - 3 12 1 9 9 9 9 1 27 14 22 14 4 2 16 -

26% 37% 27% 29% 26% 29% 34% 24% 26% 28% 13% 43% 26% 26% 34% 33% 38y 22% 25% 25% 15% 20% 240%
{3} NEITHER SATISFIED NUR 4 2 3 3 5 4 3 1 - 1 1 - 1 3 4 - - 2 3 2 3 1 - 2 1
DISSATISFIED 5% 2% A% 2% 7% 6% 2% EL T 1% 4% o% 11% 3% a3y 2% 6% 3% 5% 17%
{2} PATRLY DISSATISFIED 1 5 3 9 7 1 1 - - - - - - i 1 - - 5 4 5 - - - 1
1¥ 5% a% 3% 10% 1% 3% 3% 3% T% 3% 9% 10% 16%
{1} VERY DISSATISFIED 4 7 E} | 3 2 3 1 1 - - 1 1 z 1 3 - 7 1 8 2 - - 2 2
5% 7% 3% a% 4% 6% 8% 3% 20% 13% 5% 5% 3% 11% 8% 2% 9% 3% 5% 33%
BOTTCOM 2 BOX 5 12 6 17 10 5 4 1 1 - - 1 1 3 2 3 - iz 3 ie 7 - - 2 3
777777777777 &% 12% 8% 18% 13% a% 11% EL 20% 13% 5% B% 6% 11% 16% 5% 18% 13% oy 49%
DON'T FNOW / REFDSED 2 8 7 5 8 2 2 - - - 1 - - 2 1 1 - 7 5 a 7 - 1 il -
2% 8% 8% 5% 11% 3% 6% 4% 6% 3% 4% 9% 8% 4% 12% 11% 2%

MEZN 4.40 2.09 4.34 4,06 4.06 4.28 4.01 4£.56 4.19 4.60 4£.42 4.37 4.30 4.24 4.30 4.20 4.67 3.89 4.51 4.03 4.13 4.79 4.78 4.29 2.8%
5.D. 1.0 1.17 1.02 1.27 1.17 1.08 1.22 ©0.B§ 1.8B0 0.65 0.59 1.21 ©¢.95 1,12 1,00 1.2¢ 0,58 1.28 O.BB 1.34 1.17 0.48 0.44 (.97 1.84
5.E. 0.11 0.12 0.12 0.13 0.15 0.14 ©0.21 0.1 0.82 0.19 0.12 0.50 ©.21 0.1 ©0.17 0.25 0.32 0.16 0.1i 0.I5 0.1%7 0.0% Q.15 0.15 0.75
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Q.5ATTT SATISFACTION WITH !THE KNOWLEDGE OF THE STEFF WHO DEALT WITH YOU*
BASED ON RESPCNDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

COMMERCIAL BILL PAYERS

. »  WORK
TIHE OQF USE CONTACTRD PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OQTHERS VERIDIAN CONNECTIORS
BILLING HYDRO? SOLVED? EXPERIENCE ({MONTHS) WEBSITB =: TRACKING
——————————————————————————— == = VERY VERY VERI-

TOTAL YES KO YES NO TES NO vs vDs 12+ 7-12 4-¢ <3 YES joa] YES i8] SOUPP UNSUP DIAN 2012 2011 2019 2009

UNWTD. TOTAL 83 & 1 83 - 73 10 39 6 d 16 1B 38 27 42 4 &7 5 - 18 23 13 18 17
WID. TOTAL 83 & 1 83 - 74 9 35 6 4 16 i8 38 27 42 4 67 5 - 18 25 15 1B 16
160%  100% 100%  100% 100%  100% 100% 100% 100% 200% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 72 6 1 T2 - 70 3 38 1 3 16 1s 33 21 40 4 57 5 - 18 24 10 15 1
————————— 87% 160% 100% 87% 4% 2B% 98% 17% 78% 100% 23% B7% 8% 96% L100% 85% 100% 100% 97% 639% L 66%
{5) VERY SATISFIRED =0 5 1 50 - 19 b 3a - 3 10 3 25 13 28 3 ag 5 - 15 15 2 6 s
61% 84% 100% 6l% G6% 17% 88% 78% £2% 51% S6% 48% 57% 75% 57% 100% 84% 60% 16% 34% 3%

{4} FAIRLY SATISFIED 22 1 - 22 - an 1 4 1 - & [ 8 8 12 1 15 - - 3 9 8 3 s
26% 16% 26% 28% Ii% 10% 17% 38% 33% 21% 30% 29% 25% 28% 18% 37% S3% SO0% 33%

{3} KEITHER SATISFIED NOR 4 - - 4 - a 1 1 - 1 - 2 1 1 1 - 3 - - - - - 1 2
DISSATISFIED 5% 5% 4% 9% 2% 22% 11% 3% 4% 2% ay 4% 10%

{2) FAIRLY DISSATISFIED 1 - - 1 - - 1 - 1 - - - 1 1 - - 1 - - - - 2 1 2
1% 1% 10% To16% 2% 4% 1% 11% 4% 10%

{1} VERY DISSATISFIED 4 - - 4 - - 4 - 3 - - 1 2 3 - - 4 - - - - 2 - 1
5% 5% 42% 49% 8% 5% 11% &% 10% 5%

BOTTOM 2 BOX 5 - - 5 - - 5 - 4 - - 1 3 4 - - 5 - - - - 3 1 2
777777777777 6% 6% 52% 65% 5% 8% 14% 7% 21% 4% 14%
DON'T ENOR / REFUSED 2 - - 2 - 1 1 - 1 - - - 1 1 1 - 2 - - - 1 2 2 2
2% 2% 1% 11% 18% 3% 4% 2% 3% 2% 11% 9% 10%

MEAN 4.40 4.84 5.00 4.40 - 4.63 2.45 4.86 1.81 4.57 4.62 4.23 4.45 4.05 4.67 4.75 4.33 5.Q0 - 4.B4 4.62 3.60 4.25 3.89
5.D. 1.00 0.41 0.00 1.00 0.57 1.71 0.41 1.32 Q.96 .50 1.06 1.06 1.33 0.52 0.50 1.07 0.00 0.38 0.50 1.28 0.74 1.21
S5.E. 0.1 0.17 §.00 0.11 0.07 0.59 0.07 0.0 0.49 0.13 0.25 0.17 0.26 0.08 0.25 0.13 0.00 0.09 0.10 ©0.35 0.1B 0.32
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0.5AIII SATISFACTION WITH 'THE LEVEL CF COURTESY OF THE STAFF WHO DEALT WITH YQU:
BRSED 0N RESPONDEWTS WHOQ TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

RESIDENTIAL BILL PAYERS

APRIL 11, 2013 Fage 36

ANNUAL PRE-TRX
HOUSEHOLD INCOME

COSTOMER LOYALTY GROUFS

VERIDIAN CONNECTIONS - 10008 VERIDIAN CONNECTIONS — ss====e=mz=——
TRACKING HOUSEHOLD SIZE TRBCKING STILL IN
—————— $40- === $EC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 $70+ 18-34 35-54 55¢ 1-2 3-5 B+ 2012z 2011 2010 2009 TURE ARLE ERENT RISK
ONWTD. TOTAL 83 52 89 103 76 65 as 30 5 12 25 ] 21 36 is 27 3 [3:] 76 8s 59 27 10 40 &
WID. TOTAL 83 95 BO 105 72 &5 35 30 5 12 25 8 21 ELS 35 27 3 71 65 88 13 27 10 a0 s
100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1D0% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 75 84 68 87 53 57 30 27 4 11 21 7 18 3z 31 23 3 &0 57 73 a1 25 E] 37 4
777777777 90%  BBY  85% 83% 74%  BBY BE¥ 90% 80% 93% BA%  §7% B7¥ 98% 69% 85% 1003 B5% B7% 83% 73T 943  89%  92% 6%
(5} VERY SATISFIED 55 54 52 61 7 23 23 20 3 8 15 6 13 24 23 bl:] 2 35 a7 53 a1 23 7 21 4
66%  S6%  64%  58%  51%  66%  66%  66%  60%  67% 60%  75%  63% 66% 6€6% 673 673 45% 72% 61% 55% B6%Z  70%  52% 663
{4) FAIRLY SATISFIED 20 30 16 26 16 14 7 7 1 3 [ 1 5 g 8 5 i 25 10 13 10 2 i 16 -
24%  32% 20%  25%  22%  22%  20% 24%  20% 26% 233 13&  24%  22% 23%  19% 33% 358 16% 22% 1% B%  20%  40%
{3) NEITHER SATISFIED NOR 3 2 3 1 8 3 1 2 c- 1 2 - 2 1 1 - 2 3 7 2 - i -
DISSATISFIED 3% 2% 3% 1% il% a% 2% 7% 7% B% B% ag 5% 3% 3% 2% 1% 12% 5% 3%
(2) FATIRLY DISSATISFIED 3 1 7 3 3 2 1 1 - 1 1 1 1 i - - 1 6 2 - - 1 2
1% 1% 5% A% 5% 6% 3% 20% 2% 13% 5% 3% 3% 7% 2% 7% 3% 2% 34%
{1} VERY DISSATISFIED 1 4 1 [ 4 1 1 - - - - - - 1 1 - - 2 - 5 z - - 1 -
1% 4% 1% 5% 5% 2% 3% 3% 3% 6% 6% ay 3%
BOTTOM 2 BOX 4 4 2 12 7 a 3 i 1 - 2 1 1 2 2 2 - 4 1 11 4 - - 2 2
ffffffffffff 5% 4% 2% 12%  10% 6% 9% 3% 20% 4% 13% 5% 6% &% 7% 5% 2% 13% 7% 5% 34%
DOW'T ENOW / REFUSED 3 7 5 1 - - - 1 - - 1 - 1 - 5 a a 2 - 1 - -
1% 6% 3% 5% 6% 2% 3% 2% 3% 4% 7% 6% 3% 8% 11%
MEZN 4.53 £4.43 4.61 2.30 4.17 4.435 4.45 4.53 4.19 4.60 4.46 4.50 4.45 4.50 £.45 4.51 4.67 4.31 4,68 1.30 4.26 4.79 4.78 4.37 3.88
5.D. 0.83 ©0.53 0.74 1.14 1.16¢ 0.s1 1.03 0,77 1.31 0.65 0.84 1.¢7 0.86 0.53 0.96 0.90 0.56 1.03 0.66 1.17 1.11 0.55 0.44 0.37 1.56
S.E. 4.03 ©.10 0.03 90.11 0.14 0.11 0§.18 ©0.14 ©0.60 0.19 0.17 0.38 0.19 0.16 0.16 0.18 0.34 0.13 0.08 0.13 0.15 0.11 0.15 0.14 0.64



UNWTD. TOTAL

WID. TOTAL

(5} VERY SATISFIED

(a4} FATRLY SATISFIED

(3) NEITHER SATISFIED NOR

DISSATISFIED

{2} FAIRLY DISSATISFIED

{1} VERY DISSATISFTED

BOTTOM 2 BOX

DON'T ENOW / EEFUSED

5.0.
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Q.5AITI SATISFACTION WITH *THE LEVEL OF COURTESY OF THE STRFF WHO DEALT WITH YOU!
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS
COMMERCIAL BILL PRYERS
WORE = ==
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTRCT ACCESS SMBRT WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSITE METER DATAR =========== TRRCKING
VERY VERY VERL-

TOTAL YES NO YEE BNC YE§ NO vs VDS SUPP UNSUP DIAN 2012 2011 2010 2009

83 6 1 83 - 73 10 g 6 4 16 18 38 27 42 1 67 5 - 18 23 13 18 17

83 6 1 83 - T4 3 39 6 4 16 18 38 27 42 4 67 5 - 18 25 15 18 16
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 10C% 100% 100%

75 6 - 75 - 70 € 38 3 3 12 15 35 23 a0 4 60 5 - 18 24 11 14 12
90% 100% 90% ¢8%  59%  98%  49% 78% 3% B43  92% B5% 96% 100%  90% 100% 100% 97%  74%  79%  76%

55 € - 55 - 51 4 as 2 1 11 11 27 b 26 3 43 4 - 12 19 5 7 6
66% 100% 66% 69% 48% oD%  22% 26% G8% 61% T1%¥ 70%  6&2%  75%  64%  80% 67%  76%  32%  41%  38%

20 - - 20 - 19 1 3 1 2 4 4 8 4 14 1 17 1 - s 5 5 7 6
24% 24% 26%  11% 8% 17% 52% 25% 23%  21%  15% 34%  25%  26%  20% 3% 21%  42%  39%  38%

- 1 3 - 2 1 1 - 1 1 1 - - 2 - 2 - - - - - - 1
3% 100% 3% 3% 9% 2% 22% 7% 5% 1% 3% S%

3 - - 3 - 1 2 - 2 - - 1 2 2 - - 3 - - - - - 1 2
2% 4% 1% 21% 33% 5% 5% % 4% 4% 10%

1 - - 1 - 1 - - - - - 1 - 1 - - 1 - - - - 1 1 2
1% 1% 1% 6% 4% 2% 5% 4% 9%

4 - - ‘ - 2 2 - 2 - - 2 2 a - - - - - - i 1 3
5% 5% 3y 21% 23% 11% 5% 11% 6% 5% 7% 19%

1 - - 1 - - 1 - 1 - - - 1 1 - - 1 - - - 1 3 2 -

1% 1% 113 i8% 3% 1% 2% 3% 21%  13%

4.53 5.00 3.00 4.53 _ 4.59 3.97 4.88 3.59 4.05 4.61 4.28 4.63 4.46 4.57 4.75 £.48 4.80 - 4.7 4.78 4.21 4.26 3.86
0.83 0.00 ©.00 0.83 5.75 1.34 0.39 1.52 0.80 0.83 1.18 0.76 1.11 0.59 ©.50 0.88 0.45 D.48 0.42 I1.02 1.01 .1.32

0.09 0.00 ©0.00 0.09 0.09 .46 0.06 0.69 ©0.41 0.16 0.28 ©0.12 0.22 0.09 ©.25 0.11 0.20 0.11 0.09 0.30 0.26 0.33

S5.E.



2013 SIMUL/UtilityPULSE CUSTOMER SARTISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.5RTIT SATISFACTION WITH 'THE QUALITY OF INFORMATION PROVIDED BY THE STAFF WHO DEALT WITH YOU'
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAGT 12 MONTHS

VERY BATISFIED

(4) FAIRLY SATISFIED

{3) NEITHER SATISFIED NOR

DISSATTISEIED

{2) FAIRLY DISSATISFIED

VERY DISSATISFIBD

TOTAL

83
1¢0%

69
83y

43
52%

8
10%
2
2%
4.22

1.12
0.12

VERIDIAN CONNECTIONS

EESTDENTIAL EBILL PAYERS

MARCH

28 -

APRIL

11,

2013

ANNUAT, PRE-TAX
HOUSEHDLD INCOME
o00s

TRACKING

2012 2011 2019 2003 TOTRL MEN WOMEN <$40 <$70 S70+
82 89 103 76 65 35 El+ S 12 25
96 80 105 T2 65 ELY 30 5 12 25

100% 100% 100% 100% 100% 100% 2100% 100% 100% 1009

73 60 85 48 52 25 27 3 11 22
76% T5% 80% 57% 80% 12% 50% 61% 93% EEES
35 36 57 25 3z 14 18 2 g 12
37% 45% 54% 35% 49% £0% 60% 20% €7% 48%
EX) 24 28 23 20 11 3 2 3 10
39% 30% 26% 32% 31% 31% 30% 40% 26% 40%
2 3 1 3 4 3 1 1 1 1
2% 4% 1% 8% 6% 8% 3% 19% 7% 4%
3 7 G a 3 3 - - - 2
5% 8% 6% 3 5% 5% 8%
10 4 9 9 4 3 1 1 - -
10% 5% 8% 13% 6% S% % 20%
18 11 1s 13 7 & 1 1 - 2
12% 14% 14% 18% 11% 17% 3% 20% 8%
3 G S 4 2 1 1 - - -
3% 7% 4% 33 % 3% 3%

3.86 4.09 4,18 3.76 4.16 3.85 4,42 3.40 4.60 4.238

1.31 1.19 1.26 1.37 1.15 1.30 ©0.87 1.53 0.&5 0.839

0.14 0.1a4 Q.13 Q.17 0.15 Q.22 0.1 0.70 0.19 0.18

VERIDIAEN CONNECTIONS
TRACKING

—====== SEC-

g 21

8 21
100% 100%

7 19
87% 91%

& 12
75% 58%

1 7
13% 34%

- 1

4%

1 1
13% 5%

1 1
13% 5%

4.37 4.33

1.41 0.57

0.50 0.21

26
100%

26
2%

14
38%

12
33%

o

=1

35
100%

27
8%

18
52%

26%

@

o

22
la
.20

27
100%

22
B2%

11
a1%

4.01
1.20
0.23

Page 38

CUSTOMER LOYALTY GROUPS

STILL: IN
FAVOR DIFF AT

2012 2011 2010 2009 TRE BBLE ERENT RISK

6+

3 69

3 71
100% 100%

3 49
100% 63%

3 22
100%  30%

- 28
33%

- 2

3%

- 7
10%

- 10
ia¥

- 17
24%

- 3
4%

5.00 3.85

0.00 1.40

0.00 0.17

65
100%

52
80%

35
55%

17
26%

L=0 )
[E=

B8
100%

69
79%

56
i00%

38
69%

21
37%

18
32%

@
&

o n
o

R

17%

27 10 40 3
27 10 a9 3
100% 100% 100% 100%
25 9 33 2

94% 49% B2% 33%
21 G 12 2
79% 803 30% 33%
4 1 21 -
1i5% 10% 53%
2 1 - 1
6% 11% 1e%
- - 1 2
2% 34%
- - 4 1
10% 17%
- - 5 3
13% 50%
- - 2 -
5%
4.72 4.69 3.92 3.00
0.59 0.69 1.1% 1.68
0.11 0.2z 0.19 0.68



Q.5ATTT SATISFACTION WITH

UNWTD. TOTAL

WID. TOTEL

VERY SATISFIED

5

FRIRLY SRTISFIED

{3) BEEITHER SATISFIED NUR

DISSATISFIED

{2} PAIRLY DISSATISFIED

{1} VERY DISSATISFIED

BOTTCM 2 BOX

2013 SIMUL/UCilityPFULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH
'R QUALITY OF INFORMATTON PROVIDED BY THE STAFF WHOQ DEALT WITH YOU!
AASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS
TIME OF USE CONTACTED  PROBLEM RECENT TTME STNCE CONTACT ACCESS SMART
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METEE OATA
TOTAL YES  NO YES KO TES  NO vg VDS 12+ 7-12 4-6 <3 YES NC YES NC
83 6 1 83 - 73 10 39 [ 4 16 18 EL: 27 42 4 67
83 3 1 83 - 74 9 39 € 4 16 18 38 27 42 4 57
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% i00% 100% 100% 100%
69 5 1 63 - 57 3 38 1 3 15 14 32 20 39 4 55
83%  81% 100%  83% s0%  28% 8% 17% 78% 4%  78%  B4%  T4%  54%  100%  93%
43 4 - 43 - a2 1 34 - 2 10 7 21 13 23 2 34
52%  65% 52% 58% 7% 88% 3%  62% 39% S56% 4S% 55%  50%  51%
25 1 1 26 - 24 2 4 1 1 5 7 11 7 15 2 21
31%  15% 100%  31% 33%  21%  10%  17% 25% 32% 39%  28% 25%  39% 50%  32%
4 - - - 1 3 1 2 1 1 - 2 2 2 - 1
5% 5% 1% 30% 2% 24%  22% 6% 5% T% 4% €%
3 - - 3 - 2 1 - - - - 1 2 2 - - 3
4% 4% 3% 10% 5% 5% 7% ay
5 1 - 5 - 2 3 - 3 - - 2 2 3 - - 4
6% 19% 6% 3% 3% a9% 113 6% 113 6%
8 1 - 3 - [ 4 - 3 - - 3 4 5 - - 7
10%  19% 0% 6% 42% 49% 16%  11%  18% 10%
2 - - 2 - 2 - - - - - 1 - - 1 - 1
2% 2% 3% 6% 2% 1%
4.22 4.08 4.00 4.22 - 4.43 2.62 4.86 2.1B 4.31 4.56 3.95 4.23 3.94 4.52 4.50 4.19
1.12 1.67 0.00 1.12 0.90 1.38 0.41 1.33 0.93 0.63 1.34 1.14 1,38 0.59 0.58 1.13
0.12 ©0.68 0.00 0.12 0.11 0.45 0.07 0.55 ©0.48 0.16 0.32 0.18 0.27 0.09 0.29 0.14

VERY VERY

22%

22%

4.11

1.86
0.83

28 - APRIL 11, 2013

COMMERCIAT, BILL PAYERS

VERIDIAN CONNECTIONS
TRACKING

VERL-

Page 335

- 18

100%

4%

61%

33%

- 4.43
1.02
0.24

(==

25
100%

23
94%

14
55%
10
39%

-43
.79

15
100%

53%

DIaW 2012 2011 2010

18
100%

1s
BT7%

10
56%

32%

2009

16
100%

10

E2%

28%

33%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.52B OVERALL SATTSFACTION WITH MOST RECENT EXPERIENCE
BASED ON RESPONDENTS WHO TRIED TCO CONTACT VERIDIAN CONMECTIONS TN THE PAST 12 MONTHS

UNWTD. TOTAL

WID. TOTAL

[5) VERY SATTSFIED

{4} FAIRLY SATISFIED

(3) WEITHER SATISFIED NOR

DISSATISFIED

{2} PAIRLY DISSATISFIED

{1} VERY DISSATISFIED

BOTTOM 2 BOX

VERIDIAN CONNECTIONS
TRACKING

RESIDENTIAL BILL PAYERS

MARCH 28

- APRIL 11, ZG13

TOTAL 2012 20121 2010

83 - - -
100%

B84%

12 - - -
14%

4.10 - - -
1.19
0.13

- a5
100%

B3%

- 10
15%

- 4.00
1.24
0.15

2009 TOTAL MEN

ANNUAL PRE-TAX
HOUSEHOID TIRCOME
- 'ooog

VERIDIZN CONNECTIONS

= HOUSEHOLD SIZE TRACKING
540- == ==s=scs—c=ssss=== s==s===s==
WOMEN <340 <%70 $70+ 1B-3%2 35-54 55: 1-2  3-5 6+ 2012 2011
35 30 5 12 25 8 21 36 35 27 3 - - - -
35 30 5 12 25 8 21 36 35 27 3 - - - -
100% 100% 1900% 100% 100% 100% 100% 100% 100% 106% 100%
27 27 4 11 2z 7 20 27 29 22 3 - - - -
77% 90% 80% 51% BEY  B7¥  95%  75%  83%F B1%  100%
11 16 - 8 9 3 10 11 14 11 2 - - - -
31%  53% 65%  36%  75%  47%  31%  40%  41%  67%
16 11 4 3 13 1 10 16 15 11 1 - - - -
46%  37%  BOE  27% 51% 13%  48%  44%  43%  41%  33%
- 1 - - - - - 1 1 - - - - - -
3% 3% 3%
I - - - 2 - - 2 3 1 - - - - -
12% 8% 11y 9% 1%
1 2 1 1 1 1 1 4 2 4 - - - - -
11% 7% 20% 9% 4% 13% 5% 11% 6%  15%
8 2 1 1 3 1 1 8 5 5 - - - - -
23% 7% 20% 9% 12%  13% 5% 22%  14%  19%
3.74 4,30 3,39 4.3% 4.07 4.37 4.33 3.72 4.02 3.89 4.67 - - - -
1.34 1.06 1.35 1.18 1.05 1.41 0.91 1.32 1.15 1.40 0.58
0.23 D.15 0.61 0.34 0.21 0.50 0.20 0.22 0.20 0.27 0.34

Page 40

COSTOMER LOYRLTY GROUPS

STILL IN

BEC- FAVOR DIFF AT

2010 2005 TURE ABLE ERENT RISK

27 a0 40 s
27 10 40 &
100% 100% 100% 100%
25 S 33 2

Se% 89% B2% 33%
20 ? 11 1
75% 70% 27% 16%
& 2 2z 1
22% 20% S5% lay
- - 1 -
3%
1 - 3 2
4% 8% 34%
- 1 a 2
11% T 33%
1 1 3 4
a% 1i% 15% 67%
£4.67 4.38 .B7 2.50
0.8 1.30 .13 1.62
0.13 0.41 .18 0.67



2013 SIMUL/UcilityPULSE CUSTOMER SATISFACTION SURVE

Y FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 41
0.S5AR OVERALL SATISFACTION WITH MOST RECENT EXPERIENCE
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS 1N THE PAST 12z MONTHS
COMMERCIAL, BILL PAYERS
WORK =
TIME OF USE CONTACTED EROBLEM RECENT TIME SINCE CONTACT RCCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLIKG HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATZA =========== TRACKTNG
s=== = == == VERY VERY VERI-
TOTAL YES NO YES NO YES NC vs D5 12+ 7-12 SUPF (NSUP DIAN 2012 2011 2010 2008
UNWID. TOTAL 83 6 1 83 - 73 10 33 6 4 1é 18 a8 27 42 4 &7 S - 18 - - -
WTh. TOTAL a3 3 1 83 - Ta 9 3 & 4 1le h:} 38 27 42 4 67 5 - 18 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200% 100% 100% 100%
TCP 2 BOX 70 5 1 70 - &7 3 39 - 4 16 14 34 18 4z 4 56 4 - 16 - - -
————————— Ba% 81% 100% 84% 92% 27%  100% 100% 100% 78% 79% 67% 100% 100% 84% 78% 89%
{5} VERY SATISFIED 39 3 - 39 - 37 2 39 - 3 a 7 13 10 24 1 32 2 - 12 - - -
47% 48% 47% 51% 16%  100% T5% 48% 9% 48% 38% 56% 25% 48% 39% 86%
(¢) FAIRLY SATISFIED 31 2 1 31 - 30 1 - - 1 8 7 iz 8 18 3 24 2 - 4 - - -
37% 33%  100% 37% 41% 11% 25% 51% 39% 31% 30% 44% T5% 36% 9% 23%
{3} NEITHER SATISFIED NOR 1 - - 1 - 1 - - - - - 1 - - - - - - - - - -
DISSATISFIED 1% 1% 1% 6%
{2) FAIRLY DISSATISFIED 6 1 - 6 - 4 2 - - - - 2 4 4 - - 5 1 - 2 - - -
7% 15% 7% %3 20% 11% 11% 14% 7% 22% 11%
{1} VERY DISSATISFIED & - - % - 1 5 - 6 - - 1 4 5 - - 6 - - - - - -
7% T 1% 53% 100% 5% 10% 18% °%
BOTTOM 2 ROX iz 1 - 12 - 5 7 - & - - 3 2 k] - - 11 1 - 2 - - -
ffffffffffff l1a% 19% 14% 7% 3% 100% 15% 21% 33% 16% 22% 11%
MEEN 4,10 4.10 24.00 4.10 - 4.32 2.18 S.00 1.00 4.75 4.43 3.95 3.95 3.54 4.56 4.25 4.06 3.94 - 4.43 - - -
5.D. 1.19 1.21 0.00 1.18 0.88 1.3 0.00 ©0.00 0.51 ©0.%2 3.21 1.37 1.58 0.50 0.50 1.26 1.26 0.98
5.E. 0.13 09.50 0.00 0©0.13 0.10 0.53 ©.00 ©0.00 0.26 ©0.12 0.28 0.22 0.30 0.08 0.25 0.15 0.56 2.23
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Q.5AC APPROXIMATION OF WHEN MOST RECENT CONTACT WAS
BASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNBCTIONS IN THE PAST 12 MONTHS

RESIDENTIAL BILL PAYERS

ANNTAT, PRE-TRAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUES
VERIDIAN COWNECTICHS - rooos VERIDIAN CORNECTICNS ~ =s====== ====
TRACKING ROUSEHOLD SIER TRACKING STILL IN
***** £40- ==== === ==== = SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 $70+ 18-34 35-54 55+ 1-2 3-5 G+ 2012 2011 2010 2009 TURE ABLE ERENT RISK

UNWID. TOTAL 83 - - - - &5 35 kl) 5 12 25 2] 21 36 3s 27 3 - - - - 27 10 40 &
WID. TOTAL 83 - - - - 13 35 EL 5 iz 25 B 21 36 35 27 3 - - - - 27 10 40 [
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
12+ MONTHS AGO 4 - - - - 3 i 2 - 1 1 i 2 - 2 1 - - - - - 3 - 1 -
5% 4% 2% T 7% 4% i3% 9% 5% 4% 10% 3%
7-12 MONTHS AGO 16 - - - - 14 7 7 2 1 5 2 & 6 2 3 2 - - - - 3 4 3 -
19% 22% 20% 23% sy 8% 24% 25% 238% 17% 26% 11% B7% 11y 37% 22%
4-6 MONTHS AGO 18 - - - - 14 8 & 1 1 8 3 3 8 7 7 - - - - - 7 1 9 1
22% 22% 23% 20% 20% BY 32% 38% lag 22% 20% 25% 26% 11% 23% 17%
3 OR LESS MONTHS AGO El:] - - - - 30 1s 14 2 8 ) 2 9 19 14 15 1 - - - - 12 & 17 4
45% 46% 46% 47% 40% 69% 36% 24% 43% 53% 40% 56% 33% 45% 53% 42% 68%
DON'T KNOW / REFUSED 7 - - - - 4 3 1 - 1 1 - 1 3 3 1 - - - - - 2 - 4 1
9% 6% 9% 3% B% 2% 5% 8% B% 4% 8% 1i0% 1e%



Q.5RC

UNWTD. TOTRL

WTD. TOTAL

12+ MDNTHS AGD

7-12 MOWTHS RGO

4-6 MONTHS AGO

3 OR LESS MONTHS AGO

DON'T KNOW / REFUSED

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 43
RASED ON RESPONDENTS WHO TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS
COMMERCIAL BILL PAYERS
WORK
TTME OF USE CONTACTED  PROBLEM RECENT TIME STNCE CONTACT RCCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING UYDRO? SOLVED? EXPERTEMCE (MONTHS) WEBSITE METER DATR =========== TRACKING
R [ — — = ———- VERY VERY VERI-

TOTAL YES NO 2 YES NO  YES NO VS VDS 12+ 7-12 4-6 <3 YES  EO YES NO  SUPP UNSUP DIAN 2012 2011 2010 2009

a3 3 1 83 73 10 39 6 4 16 18 L 27 42 4 a7 [ - 18 - - - -

83 5 1 83 74 9 39 [ 4 16 18 1g 27 a2 4 67 5 - 18 - - - -
100% 100% 100% 100% 160% 100% 100% 100% 100% 100% 10p% 100% 100% 100% 100% 100% 100% 100%

4 - - 2 3 1 3 - H - - - 2 1 - 3 1 - 1 - - - -
5% 5% 1% 9% 7% 100% 7% 2% 4% 20% 6%

16 1 - 16 5 1 8 - - 15 - - 4 11 1 14 - - 2 - - - -
15%  16% 19% 20% 7% 19% 100% 15%  25%  25%  20% 9%

18 2 1 18 17 1 7 1 - - 18 - 5 9 - 13 1 - 4 - - - -
22%  33% 100%  22% 23%  10%  13%  16% 100% 22%  20% 20%  20% 23%

38 3 - 38 az 6 18 4 - - - X 13 18 3 a0 3 - 8 - - - -
463 51% 15% 44%  63%  47%  67% 100% 48% 43%  75%  45%  60% 45%

7 - - 7 € 1 3 i - - - - z [ - 7 - - 3 - - -
9% 9% 8%  1D% 8% 16% 8% 10% 11% 18%

APPROXIMATION OF WEEN MOST RECENT CONTACT WAS
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(.5B WAS THE PROBLEM SOLVED?
BASED ON RESPONDENTS WHQ TRIED TO CONTACT VERIDIAN CONNECTIONS IN THE PAST 12 MONTHS

RESIDEWTIAL BILL PAYERS

ANNURT, PRE-TAX

HOUSBHOLD INCOME COSTCMER. LGYALTY GROUPS
VERIDIAN CONNECTIONS - '000S VERIDIEN CONNECTIONS =====
TRACKING === == ACE BOUSEHOLD SIZE TRACKING STILL IN
540 ==== SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <$70 $70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2008 URE ABLE ERENT RISK
TWWTD. TOTETL. 33 92 a5 in3 76 65 35 30 5 12 25 g 21 36 35 27 3 &9 75 a5 58 27 10 40 [
WTD, TOTAL B3 26 a0 105 T2 65 35 30 =3 12 25 B 21 36 3s 27 3 71 65 88 L1 27 in 40 &
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1006% 100% 100% 100%
SOLVED 74 Ee9 1] 81 €0 57 29 28 4 10 24 7 19 31 a1 23 E) 49 58 &5 49 25 8 37 3
89% ra 84% TIY g4% BE% B3% 93% a0% g4% 9€% 87% 1% B6% B9% g5%  100% 69% 89% 75% 87% 93% 83% S3% h1%
NOT SCOLVED g 24 11 23 10 8 & 2z 1 2 1 i 2 5 4 4 - 20 3 21 & 2 2 a3 3
11% 25% 14% 22% 14% i2% 17% 7% 20% 16% 4% 13% 9% 14% 11% 15% 2B% 9% 24% 11% 7% 17% 7% 49%
NQT SORE / REFUSED - 3 1 1 2 - - - - - - - - - - - - 2 1 1 1 - - - -
3% 1% 1% 3% 3% 2% 1% 2%
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Q.5B WAS THE PROBLEM SOLVED?
BASED ON RESPONDENTS WHQ TRIED TC CONTACT VERIDIAN CONNECTIORS IN THE PAST 12 MONTHS

COMMERCIAT, BILL PAYERS

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART

BILLING BYDRO? SOLVED? EXPERIENCE  {MOKTHS} WEBSITE METER DATA

=== ' VERY VERY VERI- == ==
TOTAL YES NO YES NO YES NO va VDS 12+ T-12 4-5 <3 YES NO ¥YES N SUPP UNSUP DIAN 2012 2011 2010 200%

VERIDIAN CONNECTIONS
TRACKTNG

UNWTD. TOTAL B3 ] 1 83 - 73 10 39 6 £ 16 18 38 27 42 a &7 S - 18 23 13 18 17
WID. TOTAL 83 [3 1 83 - 74 9 39 € 4 1& 14 38 27 42 4 £7 &5 - 1eg 25 15 iB 16
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% i00% 100% 100% 100% 100%
SOLVED 74 & 1 74 - 74 - 37 1 3 1s 17 32 21 40 4 58 5 - 17 19 9 1s 12
39% 100% 100% 29% 100% 95% 17% 78% 96% 95% ga%y 78% 94% 100% 86% 100% 91% 9% 63% 87% T2%
NOT SOLVED 9 - - 9 - - 9 2 5 1 1 1 [ [ 3 - 9 - - 2 4 3 2 4
11% 11% 100% A% 83% 22% 1% B% 16% 22% 6% 14% 9% 15% 7% 13% 24%

'
i

NOT SURE / REFUSED - - - - - - -



Q.5B SHARE OF BALL BILL PAYERS WITH UNRESOLVED PROELEMS

BASED ON TOTAL RESPONDENTS

UNWID. TOTAL

WID. TOTAL

SOLVED

NOT SOLVED

NUT SURE / REFUSED

DID NOT ATTEMPT TO CONTACT
VERIDIAN CONNECTIONS

2013 SIMUL/UtilityPULSE

CUESTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

MRRCH 28 - APRIL 11, 2013

RESIDENTIAL BILL PAYERE
ANNUAL PRE-TRX
HOUSEHOLD INCOME
- '0oes

VERIDIAN CONNECTIONS

VERIDIAN CONNECTIONS

TRACEING

TOTAL, 2012 2011

451
160%

74
16%

36B
B2%

452
100%

69
15%

24
5%

356
79%

462
100%

68
15%

11
2%

=

%

382
3%

2010

457
100%

1
17%

23
5%

E}

362
TTY

454
100%

0
13%

10
2%

2

*

3e2
Bi%

2009 TOTAL MEN

Page 46

CUSTCMER LOYALTY GROUPS

HOUSEHOLD SIZE TRACKING
$40- == BEC-
WOMEN «$40 <$70 $70+ 18-34 35-54 55+ 1-2 3-5 2012 2011 2010 2009 URE
384 198 18% 40 76 167 41 144 185 1897  1&9 13 35 39 395 3B7 145
383 197 188 40 75 167 41 144 195 19 169 13 384 393 397 386 144
100% 100% 100% 1i0D0%  100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100%
57 29 28 2 10 24 ki 19 31 31 22 3 ag 58 65 49 25
15%  15% 15% 10% 13%  14%  17%  13%  16%  16% 14% 22% 13% 15% 16%  13%  17%
g 5 2 1 2 1 1 2 5 2 a - 20 3 21 3 2
2% 3% 1% 2% 3% 1% 2% 1% EE 2% 2% 5% 1% 5% 2% 1%
- - - - - - - - - - - - 2 1 1 1 -
- - * *
319 163 156 35 63 142 33 123 159 161 142 10 313 328 310 330 117
B3%  82% B4% 8B8% 84%  £5%  BI1% 86% Bl  82% B4% 78% 81% B3% 78% B6%  Bl%

5TILL IN
FAVOR DIFF AT

S5
160%

8
15%

45
B2%

221
100%

a7
17%

181
82%

ABLE ERENT RISX

25
100%

12%

12%

19
76%



2013 SIMUL/UtilityPFULSE CUSTOMER SATISFRCTION SURVEY FOR VERIDIAN CONNECTIONS

(Q.SB GSHARE OF BLL BILL PAYERS WITH UNRESQOLVED PROBLEMS
BRSED ON TOQTAL RESPONDENTS

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS)
TOTAL YES NO YES NO YES HNO v DS
UNWTE. TOTAL 451 35 8 83 268 73 18 ag [ % 16 18
WID. TOT2L 451 35 8 83 368 74 E} EL] 6 4 16 18
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
SOLVED 74 & i 74 - T4 - 37 1 3 15 17
16% 17%  12%  B9% 100% 96% 17%  78% 56%  55%
NOT SOLVED S - - 9 - - 9 2 5 1 1 1
2% 11% 100% 4% 83%  22% a% 5%
NOT SURE / REFUSED - - - - - - - - - - - -
DID NOT ATTEMPT TG CONTRCT 368 29 7 - 368 - - - - - - -
VERIDIZAN CONNECTIONS 82%  83%  88% 100%

RCCESS
HWEBSITE

38
100%

3z
4%

3
16%

83
100%

21
26%
6

7%

56
GT%

MRRCH 28

SMART

METER DRATRE ==

271

22%
84%

19
100%

I~

21%

15
7%

- BRPRIL 11, 2013 Paqge 47

COMMERCIAL BILL PAYERS
WORK
WITH OTHERS

VERIDIAN CONNECTIONS
= TRACKING

VERY VERY VERL-

SUPP UNSUP DIAN 2012 2011 2010 2009

are 18 2 67 67 €6 T2 67

376 g8 2 68 68 69 70 68
100% 100% 100% 100% 100% 100% 100% 100%

58 5 - 17 19 3 15 12
15% 28% 25% 25% 1a% 22% 17%

9 - - 2 € 2 4
3% 2% 6% B% 3% 6%

- - - - b3 - - 1
2% 1%

309 13 2 49 43 54 52 52
82% 72%  100% 3% 63% 78% 75% TeE



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACT10N SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 48
Q.6h AGREEMENT WITE ATTR1BUTES DESCRIB1NG CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: DEALS PROFESSIONALLY WITH CUSTCMERS' PROBLEMS
BASED ON TOTAL RESPONDENTS
RES1DENTIAL BILL PAYERS
ANNUAL FRE-TAX
HOUSEEOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTICNS - '0Q0S VERIDIAN CONNECTIONS
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
£40- = = SEC- FAVOR DIFEF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <$70 570+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2008 TRE ABLE ERENT RISK
UNWID. TOTAL 451 452 a62 a67T 454 384 198 186 40 76 167 41 144 195 197 169 13 385 EX1 395 387 145 =33 220 25
WID. TOTAL 451 452 462 487 454 El:x] 197 186 40 75 167 a1l laa 185 196 169 13 384 393 397 388 144 55 221 25
100% 100% 2100% 100% 100% 100% 100% 100% 200% 100% 100% 100% 100% 100% 100% 100% 100% 100% 7100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 318 331 311 347 313 266 133 134 29 Gl 121 34 101 130 134 123 7 281 260 289 2585 128 35 138 13
————————— 1% 73% 67% 74% 69% 0% 67% T2% T2% 82% 2% 83% T0% 67% GBY 7% 54% 73% 66% Ti% 659% 849% 64% 62% b1%
(4} AGREE STRONGLY i7e 183 170 210 179 1a4 65 78 17 37 61 23 52 €9 70 72 2 166 1a0 176 154 102 1s 53 6
40% 42% 37% 4A5% 39% EL:E 33% 42% 42% a9% 36% 56% 36% 35% 36% 2% 15% 43% 36% 44% 40% 2% 29% 24% 23%
{3} AGREE SOMEWHAT 141 142 141 137 134 122 57 55 12 25 &0 11 49 61 65 51 5 115 113 112 111 25 19 24 7
31% 3% 30% 258% 29% 2% 4% 0% 30% 23% 36% 27% 34% 31% 33% 30% 38% 30% 30% 2e% 29% 17% 35% 38% 28%
{2) DISAGREE SOMEWHAT 1z 12 12 22 13 10 & 4 3 1 2 2 2 6 & 3 - 11 12 21 8 1 - 7 =
3% 4% 3% 5% 3% 3% 3% 2% 7% 1% 1% 5% 1% 3% 3% 2% 3y 3% 5% 2% 1% 3% 20%
(1) DISAGREE STRONGLY 4 7 4 is 5 4 4 - - - 3 - 2 2 1 3 - 7 3 13 5 - - 2 2
1% 2% 1% 3% i% 1% 2% 2% 1% 1% 1% 2% 2% 1% 3% 1% 1% 8%
BOTTOM 2 BOX 17 26 16 EL] i7 14 10 4 3 1 5 z 4 8 7 & - 17 15 34 13 1 - 9 7
************ a% 6% a% 8% a% 4% 5% 2% 7% 1% 3% 5% % 4% 3% 3% 5% 4% 9% 3% 1% a% 28%
WE1THER 47 28 42 17 ai 45 24 21 4 7 18 2 14 28 27 1z k] 27 41 17 31 3 7 34 2
10% 6% 9% 4% 9% 12% 12% 11% 10% 9% 10% 8% 10% 15% 14% B% 23% 7% 10% 4% 8% 2% 13% 15% BY
DON'T KNOR / REFUSED 1] 67 23 66 83 58 31 27 4 & 25 3 25 23 28 26 3 53 78 2] 77 1z 13 40 3
15% 15% 20% 14% 18% 15% 1le¥% 15% 10% 8% 15% 7% 18% 15% 14% 1% 23% 15% 20% 14% 20% 8% 23% 18% 13%
MEAN 3.47 3.44 3.46 3.41 3.48 3.45 3.36 3.54 3.44 3.57 3.42 3.58 3,44 3,43 3.44 3,49 3.28 3.47 3.45 3.40 3.4% 3,79 3.46 3.29 2.m4
8.D. 0.63 0.69 0.63 0.77 0.65 0.64 0.70 0.55 0.67 0.53 0.65 0.60 0.63 0.65 0.61 0.66 0.468 0.68 0.63 0.78 0.64 0D.43 0.51 0.62 0.99
5.E. 0.03 0.04 0.03 0.04 0.04 0.0¢4 0.06 0.05 0.12 0.07 0.06 0.10 Q.06 0.06 0.05 0.06 0.18 ©.04 0.04 0.04 0.04 0.04 0.09 0.05 0.22



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.62 AGREEMENT WITH ATTRIBUTES DESCRIEBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WrD. TOTAL

AGREE STRONGLY
(3) RAGREE SOMEWHAT
{2} DISAGREE SOMEWHAT
{1} DISRCREE STRONGLY
BOTTOM 2 BOX

DOR'T ¥NOW / REFUSED
MEBN

5.0
S.E.

MRRCH 28 - APRIL 11, 2013

page 49

COMMEECTAL BILL PAYERS

VERIDIAN CONNECTI(NS
TRACKING

VERY VERY VEEI-

SUFPE UNSUR DIAN

DEALS PROFESSIONALLY WITH CUSTOMERS' FROELEMS
TIME OF USE CONTBCTED DPROBLEM RECENT TIME SINCE CONTACT ACCESS SMART
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSITE METER DATR
TOTAL YES NOQ YES NG YES KRG vs VDS 12+ 7-12 2-86 <3 YES NG YES RC

451 35 8 a3 368 73 19 39 5 4 18 18 ag 83 271 19 376

451 35 8 83 368 74 S 38 6 3 16 i8 38 83 2791 18 376
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

318 24 4 74 245 2] 5 38 2 4 16 15 3z el 195 13 268
Ty €8% 51% 89% 67% 93% 5B8% 57% 33% 100% 100% 83% Ea% 73% T2% [3:34 Ti%

178 iz 2 49 129 46 2 34 - 3 10 10 22 40 107 10 143
40% 34% 25% 59% 36% 63% 26% 87% T5% 62% Se% 58% 48% 39% 52% 40%

141 12 2 25 114 22 3 4 2 1 6 s 10 21 88 3 118
31i% 35% 25% 30% 31% 30% 31% 10% 33% 25% El:L 27% 26% 25% 3I3% 16% 3%

13 3 - 3 10 1 2 - 2 - - 1 2 3 5 - 10
3% 9% a% 3% 2% 21% 32% 5% B¥ 2% 2% 3%

4 1 - 2 2 1 1 - 1 - - - 2 i 1 - 3
1% 3% 2% 1% 1% 10% 16% 5% 1% * 1%

17 4 - 5 12 2 3 - 3 - - i 4 £ 3 - 13
a% 12% 6% 3% 3% 3l% 49% 5% 11% 5% 2% iz

47 4 2 1 46 1 - - - - - 1 - 10 26 2 33
10% 11% 24% 1% 13% 1% 6% 12% 10% 11% 10%

68 3 2 3 65 2 1 1 1 - - 1 2 8 44 4 56
15% 8% 25% 4% 18% 3% 11% 3% 18% 6% 5% 10% 1e% 21% 15%

3.47 2.24 3.50 3.53 3.45 3.61 2.83 3.89 2.20 3.75 3.62 3.57 3.44 3.54 3.50 3.76 3.48

0.63 0.81 0.58 0.70 0.61 ©.60 1.05 0.31 0.84 0.1 0.50 O0.63 O0.85 0.66 0.57 0.44 0.62

$.03 0.15 0.29 O0.08 0.04 0.07 ©0.36 0.05 0.38 0.26 0.13 0.1 0.14 0.08 0.04 0.12 0.04

18
100%

i3
12%

el
49%

1
22%

1
6%

o=
a8

3
16%

3.55

2
100%

1
50%

50%

1
50%

3.00

68
100%

52
8%

34
S0%

18

27%
3
5%

w

2
3%

10
15%

3.55

0.66 0.00 O0.61

0.17

0.00

0.08

68
100%

50
KEL D

23
34%

26
39%

12%

8
il%

3.23
0.74

2012 2011 2010

2009

66 T2 67

69 70 [:3:)
100% 100% 100%

51 58 48
74% g3% T1%
30 34 25
43% 48% 37%

21 24 23
31l% 35% 34%

1 1 3
1% 2% ay

1 2 1
1% 3% 1%

2 4 4
2% 5% 6%

2 - 10
2% 15%

15 8 [3
22% 12% 9%

3.52 3.45 3.39

0.61 0.72 0.6B

0.10 0.08 0.0% 0.09
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2013 SIMUL/UtilicyPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CORNECTIONS

0.62 AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: CUSTOMER-FOCUSED AND TREATS CUSTOMERS AS IF THEY'RE VALUED

BASED ON TOTAL RESPONDENTS

VERIDIAN COMNECTIONS

RESIDENTIAL BILL PAYERS

ANNUAT. PRE-TAX
HOUSEHOLD IWNCCOME
‘opog

VERIDIAN CONNECTIONS

COSTCMER, LOYALTY GROUPS

TRACKTNG = == AGE HOUSEHOLD SIZE TRACKING STILL IN
S = == ==== SEC- FAVOR DIFF AT

TOTAL: 2012 2011 2010 2009 TOTAL MEN  WOMEN <§40 <$70 $70+ 18-34 35-54 554 1-2  3-5 6+ 2012 2011 2010 2009 TURE ARLE ERENT RiSK

UNWID. TOTAL 451 452 462 467 454 384 198 186 40 76 167 43 144 195 197 169 13 385 396 395 387 - 145 55 220 25

WID. TOTAL 451 452 462 467 454 383 197 186 10 75 167 41 144 195 196 169 13 384 393 397 386 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% i00% 100% 100% 100% 200% 100% 100% 100% 2100% 100% 100% 100% 100% 100%

TOP 2 BOK 344 343 332 329 323 291 145 146 33 65 127 35 103 150 148 130 B8 292 287 301 268 138 45 148 10
--------- 76%  76%  73%  75%  71%  76%  74%  78%  83% B7% 76% B6% 71% T7¥  76% 77%  62%  76% 73% 76% 70% 96% 82%  67%  40%

{4) AGREE STRONGLY 160 156 151 163 167 130 57 73 19 30 53 20 a0 69 72 54 2 133 122 135 139 106 16 38 -

36%  34%  33%  35%  37%  34%  29%  38%  4@%  40% 32%  49%  28% 35%  37%  32% 16% 35% 31%  34%  36%  73%  29%  17%

{3) AGREE SOMEWHAT 184 187 1B® 186 156 162 89 73 14 35 74 15 62 Bl 75 75 5 158 164 166 129 32 23 109 10
41%  £1% 41T 40%  34%  42%  45%  39%  35%  47%  44%  37%  43%  42%  38%  45%  46%  21%  42%  42%  33%  23%  53%  49%  40%

{2) DISAGREE SOMEWHAT 22 3z 30 23 28 21 15 & 3 5 7 2 10 9 11 9 1 29 25 16 24 - - 16 3
5% 7% 7% 5% 6% 5% 8% 3% % 7% 4% 5% 7% 5% 6% 5% 7% 8% 6% 1% 5% 7% 24%

(1) DISAGREE STRONGLY 14 25 14 17 13 11 8 3 - - 5 - 5 6 2 7 - 24 12 15 12 - 1 7 5
3% 6% 3% 2% 33 3y ag 2% 3% a3 3% 2% a3z 6% 3% 1% 3t 2% 3% 213

BOTTGM 2 EOX 36 57 14 20 41 32 23 9 3 5 12 2 15 15 15 16 1 53 37 30 26 - 1 23 i1
———————————— B%  13%  10% 9% 9% 8% 12% s% 7% 7% 7% 5% - 10% 8% 8%  10% 7% 14% 9% 8% 9% 2% 10%  44%

NEITHER 24 14 22 17 38 21 11 10 - 2 12 2 8 11 10 11 - 11 22 15 34 b1 2 18 2
5% 3% 5% 1% 8% 5% 6% 5% 3% 7% 5% 5% 6% 5% 7% 3% 5% 13 9% 1% 1% 8% 8%

DON'T KNOW / REFUSED 47 38 57 61 51 39 18 21 a 3 16 2 18 19 23 12 a 29 27 51 48 5 7 32 z
10% 8%  12%  23% 113  10% 9%  11%  10% 43 103 5% 13%  10%  12% 7% 31% 7% 12& 13%  12% 3% 13%  15% 7%

MEAW 3.22 3,18 2.24 3.27 3.31 3.27 3.15 3.40 3.45 3.36 3.25 3.4% 3.17 3.29 3.33 3.21 3.12 3.16 3.23 3.27 3.30 3.77 3.30 3.05 2.23

8.D. 0.74 0.83 0.75 0.76 0.77 0.73 0.77 0.66 0.65 0.61 0.72 0.60 0.76 0.73 0.71 0.77 0.60 0.85 0.74 0.75 0.78 0.23 0.60 0.69 0.84

5.E. 0.04 0.04 0.024 0.04 0.04 0.08 0.06 0.05 0.11 0.07 0.06 0.10 0.07 0.06 0.06 0.05 0.20 0.05 0.04 0.04 D.04 0.02 0.09 0.05 0.18



2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONRECTIONS

0.6A AGREEMENT WITH ATTRIBUITES DESCRIBING CUSTOMER SERVICE OF VERIDIAN COMNECTIONS:

AASED ON TOTAL RESPONDENTS

ONWTD. TOTAL

WTD. TOTAL

AGREE STRONGLY
{3} PGREE SOMEWHAT
(2} DISAGREE SOMEWHAT
{1} DISAGREE STRONGLY
BOTTOM 2 POX

DON'T ENOW / REFUSED

MEAN
S.D.
S.E.

MARCH 28 - APRIL 11,

201

CUSTOMER-FOCUSED AND TREATS CUSTOMERS AS IF THEY'RE VALUED

WORK
WITH OTHERS

3 Page 51

COMMERCIAL BILL PAYERS

VERIDIAN CONNECTIONS
RACEING

VERY VERY VERI-

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART
BILLING HYDRO? SOLVED? EXPERIENCE (MOWTHS) WERSITE METER DATA
TOTAL YES NO YES NO YES NO vs DS 12+ 7-12 4-6 <3 YES HO YES MO

a51 3s 8 83 368 73 10 39 3 4 16 18 38 a3 271 18 176

451 35 a 83 368 74 9 39 & 4 16 1B 3B 83 27 19 376
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 180% 100%

344 26 6 70 274 65 5 38 1 4 1€ 13 31 €1 208 15 288
T76% 75% 5% 84% Ta%x BS% 8% 98% 16% 100% 100% 3% B2% T3% TT% T5% 17%

160 1 2 28 124 35 2 28 - 3 5 8 17 35 g5 9 136
36% 23% 25% 44% 34% 4T% 18% 6T% T8% 30% 45% 45% 47% 35% 47% 36%

1e4 18 4 34 150 31 2 12 1 1 11 5 14 26 113 & 151
41% 52% 49% 41% 41% 42% 30% 30% 16% 22% 70% 28% 37% 31% 42% 32% 40%

22 2z - 8 14 5 3 - 3 - - 3 S 10 B 2 17
5% 6% 10% a% 7% 30% 49% 17% 13% 12% 3% 11% 4%

14 2 1 2 1z - 2 - 2 - - - 2 2 9 - 11
3% 6% 13% 2% 3% 22% 34% 5% 2% 3% %

34 4 1 10 26 5 5 - 5 - - 3 7 12 17 2 28
8% iz2% 13% 12% 7% 7% 52% B4% 17% 18% 14% 6% 11% T¥

24 3 - 24 - - - - - - 2 17 1 20
5% 8% 7% 4% 6% 5% 5%

a7 2z 1 3 24 3 - 1 - - hd 2 - 7 29 1 40
10% 5% 13% 4% 12% 4% 2% 11% 9% 11% S% 11%
3.29 2.06 3.00 3.30 3.29 3.42 2.45 3.65 1.82 3.78 3.30 3.31 3.21 3.2% 3.31 3.40 3.31

G.74 0.78 1.01 D0D.76 0.74 0.63 1.08 0.47 0.76 ©.48 0.48 0.79 0.88 0.81 0.73 0.71 0.73

g.0¢ ©.14 0.39 0.0 0.04 0.07 0.35 0.08 0.31 ©.24 ©0.12 0.20 0.14 0.09 0.05 0.17 0.04

1B
1oo%

15
B4%

11%

3.53
0.52
0.13

50%

50%

50%

2.50
0.69
Q.47

€8
100%

53
8%

30
45%

22
33%

1%

m oW
o

B
12%

68
100%

51
76%

23
33%

25
42%

9
13%

SUPP UNSUP DIAN 2012 2011

[
100%

53
754

28
AT1%

24
35%

9
1a%

2010

70

100%

70%

28
0%

20
29%

10
l1la%

3.41 3.30 3.32 3.28

0.79
0.10

0.7
o.o9

0.79
.10

0.83
0.11

2009

6B
100%

55
a1%

28

27
40%

3.34
0.71
0.09



Q.63 AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERTDTAN CONNECTIONS:

BRSED ON TOTAL RESFONDENTS

TNWTD. TOTAL

WID. TOTAL

(4} BGREE STRONGLY

(3} ACREE SOMEWHAT

{2} DISAGREE SOMEWHAT

{1} DISAGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIRAN CONNECTIONS

RESIDENTTAL BILL PAYERS

MRRCH 28

PROVIDES GOOD VALUE FOR YOUR MONEY

- RPRIL 11, 201

3 Page 52

ANNDGAL PRE-TAX
HOUSEHQOLL INCOME
- '0pos

TRACKING
F40-

TOTAL 2012 2011 2010 2005 TOTAL MEN WOMEN <£40 <370 $70+
451 452 462 487 454 382 198 iBge 40 76 167
451 452 462 467 454 383 197 iB6 40 75 167
106% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
329 303 309 333 337 278 132 14¢ EY3 58 125

3% 67% 67% 7% T4% 73% 67% 78% BO% 77% 75%
124 1i3 102 116 100 105 49 56 17 28 35
27% 25% 22% 25% 22% 27% 25% 30% 42% 37% 23%
208 190 207 216 236 173 B3 S0 15 30 86
46% 42% 45% 46% B2% 45% 42% 48% 38% 3% 52%
81 (13 76 67 37 56 33 23 3 12 23
14% 15% 16% 14% 8% 15% 17% 12% T% 15% lax
30 50 47 31 EXY 26 14 7 3 3 11
7% 11% 10% 7% 7% 7% 10% 4% g% 4% ¥
91 116 123 59 68 82 52 30 & 15 34
20% 26% 27% 21% 15% 21% 26% 16% 15% 18% 20%
12 i1 B8 4 25 El 5 4 - 1 2
3% 3% 2% 1% 8% 2% 3% % 1% 1%
12 22 22 EY) 24 14 8 6 2 2 7
4% 5% 5% 7% oF 4% 4% 3% 5% 3% a%
3.01 2.B7 2.84 2.87 3.00 2.99 2.B68 3 .11 3.21 3.15 2.9%
0.85 0.924 0.91 ©0.85 O0.B0O D.B& 0.92 0.77 0.51 0.84 0.2
0.04 0.05 0.04 0©.02 0.02a 0.05 0.07 0.06 0.15 0.10 0.06

41
100%

37
20%

12
29%

25
61%

10%

10%

3.19
0.60
n.og

VERIDIRN CONNECTIONS

CUSTOMER LOYALTY GROUES

HOUSEHOID SIZE TRACKING STILL IN
SEC- FAVOR DYFF AT
1-2 3-5 6+ 201z 2011 2010 2008 TRE ABLE ERENT RISK
144 185 197 163 i3 385 396 3385 g7 145 55 220 25
144 195 196 169 13 384 303 397 e 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
95 143 144 122 8 259 264 230 294 135 a5 135 7
6% 73% 74% T2% 61% 67% 67% 3% 76% 94% 82% 63% 28%
31 62 59 46 - 100 89 100 83 84 8 3z 1
21% 32z 30% 27% 26% 23% 25% 21% 5% 14% law a%
64 8L 86 76 8 159 175 199 211 52 37 108 6
45% 41% 44% 45% 51% 41% 45% 48% 55% 36% €8% 49% 24%
25 27 29 23 3 50 &0 52 30 4 & a5 5
17% 14% 1% 14% 24% 13% 15% 13% 8% 3% il% 20% 20%
13 13 9 17 - 45 43 27 25 1 2 18 B
9% 7% 1% 10% 12% 11% T¥ &% 1% 1% 8% 32%
38 40 3B 4Q 3 95 103 79 55 5 8 €3 13
7% 20% 19% 24% 24% 25% 26% 20% 14% 3% i4a% 29% 53%
5 4 5 4 - 11 8 4 20 1 - 8 1
4% 2% 3% 2% 3% 2% 1% 5% 1% 4% 4%
6 8 ] 3 2 19 17 25 17 3 2 10 4
4% 4% 5% 2% 1le% 5% 4% &% 4% 2% a% a4y 15%
2.84 32.0% 3.07 2.93 2.72 2.89 2.84 2.98 3,01 3.55 2.9 2.75 1.99
0.89 0.88 0.82 Q.92 0.47 0.96 0.92 0.84 0.78 0.55 0.€4 0.82 0.97
0.0B 0.06 0.06 0.07 0.14 ©0.05 0.05 Q.04 0.04 0.05 0.092 0.06 C.22



BRSED ON TOTAL RESFOMDENTS

UNWID. TOTARL

WID. TOTRL

{4} AGREE STRONGLY

AGREE SOMEWHAT

DISAGREE SOMEWHAT

{1) DISAGREE STRONGLY

BOTIOM 2 BOX

DON'T KNOW / REFUSED

5.0,

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRM CONNECTIONS MRECH 28 - APRIL 11, 2013 rage 53
Q.62 RCREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: PROVIDES GCOD VALUE FOR YOUR MONEY
COMMERCIAL BILL DAYRRS
WORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDEG? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATA = TRACKING
=== semmssm===s= sm===swesEs S=——=—————= VERY VERY VERI-

TOTAL YES O YES NO YES N0 vg VDS 12+ 7-12 4-6 <3 YES NO YES WO SUPP UNSUP DIAN 2012 2011 2010 2009
451 35 8 83 368 73 10 EE] 3 a 16 18 38 B3 271 % 376 18 2 67 67 56 72 57
451 35 8 83 368 74 9 £ 3 a 16 18 L B3 271 19 376 18 2 68 58 59 70 8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1003
329 27 13 64 266 57 3 33 3 a 13 16 26 58 20% 13 275 15 - 51 14 15 43 43

73% 7% 7S%  77%  72%  78%  69%  B4¥  B1% 100% 81% 89% 68% 693  74% £9%  73%  63% 76%  65% 65% 61%  63%
124 10 1 27 97 24 3 16 - 3 4 I3 12 25 71 8 102 5 - 19 13 13 17 18
27%  28%  12%  32%  26%  33%  27%  40% 75%  23%  34%  31%  30%  26%  42%  27%  33% 27%  19%  19%  24%  26%
208 17 5 37 1s9 33 1 17 3 1 9 10 14 33 130 5 173 a - 33 31 31 26 25
46%  49%  63%  45%  46% 45%  42% 45% 51% 25% 58%  55%  37%  39%  48%  27%  46%  50% 49%  46%  45%  37%  37%
61 2 1 g 53 7 1 2 2 - 3 1 1 15 36 3 53 1 - 5 16 16 15 7
12% S%  13%  10%  14%  10%  10% 5% 33% 19% 6% 11%  18%  13%  1s% 143 6% 7% 23%  23%  22%  10%
30 2 - 5 25 3 2 - 1 - - 1 3 6 19 - 26 1 2 1 5 4 5 3
7% 12% 6% 7% 48 21% 16% 6% 3% 7% % 7% 5% 100% 5% 8% 6% 7% 9%
91 6 1 13 78 10 3 2 3 - 3 2 7 21 55 3 79 2 2 [ 21 20 20 13
20%  17%  13%  16%  21%  14%  31% 5%  49% 19%  11%  19% 25% 20% 1S%  21%  11% 100% 14% 31%  28%  28%  19%
12 1 - 1 10 1 - - - - - - 1 1 6 - 10 - - 2 1 - - 5
3% 3% 1% 3% 1% 3% 1% 2% 3% 3% 1% 8%
19 1 1 5 14 [ - 1 - - - - 4 3 ] 3 1 1 - 3 -2 5 7 7
4% 3% 13% &% 1% 7% 11% 11% 4% 3% 16% 3% 6% 7% 3% 7% 10%  10%
3.01 2.00 2.99 3.11 2.98 3.16 2.76 3.39 2.35 3.75 3.04 3.17 3.06 2.97 2.99 3.32 2.99 3.18 1.00 3.08 2.79 2.84 2.88 2.97
0.85 0.94 0.57 0.85 0.85 0.80 1.13 0.60 0.81 0.51 0.67 0.79 ©0.93 0.1 0.85 0.79 0.86 0.80 0.00 0.82 0.35 0.82 0.90 0.94
0.04 0.16 0.22 0.10 ©0.95 0.10 0.37 0.10 0.33 0.26 0.17 0.1% ©0.1¢ ©0.10 ©.05 0.20 06.05 0.19 0.00 0.21 0.1i 0.10 0,11 0.13

$.E.
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(J.6A BAGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: WORKS WITH CUSTOMERS TO KEEP THEIR ELECTRICITY COSTS AFFORDABLE
BASED ON TOTARL RESPONDENTS

RESIDENTIAL BILL PAYERS

ANNUOAL FPRE-TAX

HQUSEROLD INCOME COSTOMER LOYRLTY GROUPS
VERIDIAN CONNECTIONS - '000s VERIDIAN CONMNECTIONS m===
TRACKING HOUSEROLD SIZE TRACKING STILL IN
== SEC- FRVOR DIFF AT
TOTAL 20612 2011 2010 2005 TOTAL MEN WOMEN <$20 <$70 $70+ 18-34 35-54 55+ i-2 3-5 &+ 2012 2011 2010 20035 TRE ABLE ERENT RISK

UNWTD. TOTAL 451 452 462 4&7 454 384 158 186 a0 76 167 41 144 185 187 169 13 i85 398 3585 a7 145 55 220 25

WID. TOTAL 451 452 462 467 454 383 187 186 40 75 187 41 lagq 1385 158 165 13 384 393 397 3ge 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 105% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOFP 2 BOX 274 261 251 297 269 231 109 122 32 54 92 30 ge 113 121 102 5 212 213 260 232 123 33 1908 7
————————— 61% 58% 54% 63% 59% 0% 55% 66% 80% 2% 55% 73% 60% £8% €2% 60% 38% 55% 54% 66% E0% 86% 61% 49% 28%

{4) AGREE STRONGLY 111 101 81 106 85 97 49 45 21 20 40 14 32 &0 57 38 i 85 69 92 74 85 3 22 1
25% 22% 17% 23% 19% 5% 25% 26% 52% 26% 24% 34% 23% 26% 25% 23% 1% 22% 18% 23% 19% 59% 6% 10% 4%

(3} AGREE SOMEWHAT 183 161 171 150 184 134 61 73 11 35 52 1a 53 63 6% €2 4 127 144 leg 158 39 30 8¢ 6
36% 36% 37% 41% a1y 35% 31% 35% 27% 46% 31% 39% 37% 32% 33% 37% 1% 33% 7% 4z2% 41% 27% 55% 39% 24%

{2} DISAGREE SOMEWHAT 74 &4 71 4B 43 &4 41 23 2 7 3ic 3 25 29 26 23 2 57 63 36 37 g 8 49 7
16% 14% 15% 10% 10% 17% 21% 123 5% 9% 21% 20% 18% 15% 13% 20% i6% 15% 1s% S% 9% 33 14% 22% 27%

(1) DISRGREE STRONGLY 40 62 €3 48 43 38 20 16 1 6 16 1 19 16 18 17 1 5¢& 50 as ElS 1 3 26 9
9% 14% 14% 10% 10% 9% 10% 9% 2% 8% 9% 2% 13% 8% 9% 10% 8% 15% 13% 10% 8% 1% c¥ 12% 7%

BOTTOM 2 BOX 114 125 134 96 87 99 50 39 3 13 S0 9 44 45 44 50 3 113 112 76 73 10 10 YES 16
************ 25% 28% 28% 21% 19% 26% 31% 21% 8% 17% 30% 22% 31% 23% 22% 0% 24% 29% 29% 15% 15% 7% 19% 34% 63%

NEITHER 26 18 21 15 40 24 12 12 2 3 11 2 5 17 15 7 2 17 1s 13 ap S 4 is 1
3 4% B¥ 3% 5% 6% 6% 6% 5% 4% 1% 5% 4% % 8% 4% 15% 4% 5% 3% 8% EL 7% 7% 4%

DON'T FNUW / REFUSED 37 a7 55 60 59 29 16 13 3 5 14 - 9 20 16 16 3 43 48 48 51 & 7 23 1
8% 10% 12% 13% 13z 8% 8% 7% 8% 7% 8% 5% 10% 8% 6% 3% 11% 12% 12% 13% 4% 13% 10% 4%

MEAN 2.B9 2.78 2.70 2.91 2.87 2.88 2.81 2.96¢ 3.48 3.01 2.81 3.10 2.76¢ 2,93 2.97 2.82 2.60 2.74 2.71 2.53 2.85 3.55 2.77 2.57 1.95
5.D. 0.4 1.01 0.98 ©0.93 0.9 0.5 0.9% 0.9z 0.74 0.88 0.97 0.82 0.99 Q.85 0.97 0.85 0.52 1.03 0.57 0.%2 0.91 0.66 0.67 0.88 0.93
S.E. 0.05 0.05 0.05 0.05 0.05 0.05 0.08 0.07 0.13 0.11 9.08 0.132 0.09 0.08 0.08 0©0.08 ©.32 ©0.06 0.05 0.05 ©0.05 0.06 0.10 0.07 0.20
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Q.62 AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL: RESPONDENTS

UNWTD. TOTAL

WTD. TOTAL

BGREE STRONGLY
{3} AGREE SOMEWHAT
{2) DLSAGREE SOMEWHAT
(2}

DISAGREE STRONGLT

BOTTOM 2 BOX

MRRCH 28

- APRTL 11,

2013

WORKS WITH CUSTOMERS T(O KEEF THEIR ELECTRICITY COSTS AFFORDABLE

TIME OF USE CONTRCTED PROBLEM RECENT TIME SINCE CONTRCT
BILLING HYDRO? SOLVED? EXFERIENCE [MONTHS)
TOTAL YES NO YES NO YES NC s vo2 12+ T-12
451 35 a a3 358 73 10 39 6 4 1e 18
451 35 8 83 368 72 9 38 S a 16 18
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
274 22 5 o2 222 44 8 29 8 3 g 11
61% 63% E2% 63% 60% 60% 8z% 15% 8a% 15% 57% 61%
111 a 1 21 30 ie 3 11 1 2 1 4
25% 23% 12% 25% 24% 25% 31% 28% 18% 48% 6% 22%
183 14 4 31 132 26 5 ig 4 1 8 7
36% 49% 51% 37% 36% 36% 51% 4T 66% 26% 51% 39%
74 4 2 12 52 1i 1 k) 1 1 1 5
16% 12% 25% 1s% 17% 15% 10% 8% 16% 25% T& 28%
40 4 1 € 34 5 1 1 - - 3 1
2% 11% 1% T% 9% T T 2% 17% 6%
114 B 3 18 95 i 2 i 1 1 4 [
25% 23% 38% 22% 26% 22% 18% 9% 16% 25% 24% 34%
26 2 - g 22 4 - 3 - - 2 -
6% 6% 5% 8% 5% a% 13%
37 3 - 5 28 9 - 3 - - 1 1
8% g% 11% 8% 12% 8% 6% 6%
2.89 2.87 2.62 2.9% .87 2,94 13,07 3.20 3.01 3.23 2.57 2.80
0.4 0.57 0.91 0.90 0.94 0.%91 0.8% 0.70 0.68 0.9 0.94 0.89
6.05 0.18 0.33 0.11 0.05 0.12 0.29 0.12 0.26 0.43 0.27 0.2%
T T - Y Y Y

ACCESS
WEESITE

38
100%

24
63%

12
32%

12
31%

13%

13%

3.09
0.91
0.1

B3
100%

53
64%
22
27%

31
37%

16
19%

10%

2.87
0.95
0.11

SMART
METER DATA

Page 55

COMMERCIAL BILL FAYERS

WORK
WITH QTHERS

271
100%

160
59%
63
23%

97
36%

46
17%

24
9%

70
25%
18

%

23
9%

2.86
0.93
0.0&

VERY VERY VERT-
SUPPF UNSUR DIAN 2012

VERIDIAN COMNECTI(NSG

is
100%

1
5%

2.€7
1.24
0.29

376
100%

229
61%
93
25%

136
36%

64

17%

29
8%

93
25%

23
6%

31
B%

2.91
0.92
0.05

18 z
k] 2
100%  109%

a 1
45% 50%
6 1
4% 50%
2 -
11%
4 -
22%
2 i
11% 50%
& 1
4% 50%
2 -
11%
2 -
11%
2.86 2.50
1.17 2.06
0.31 1.42

==

TRAECKTNG
2011 2010 20039
67 a7 86 72 67
64 68 69 70 68
100%  100% 100%  100% 100%
43 =] 39 36 37
64% 73% 56% 52% Sa%
1z 16 12 14 11
20% 23% 17% 20% le¥
28 34 27 22 28
43% 50% 39% 32% 38%
11 T a 12 7
16% 10% 13% 17% 10%
4 & 12 B8 7
6% 2% 19% 12% 10%
15 13 22 20 14
22% 19% 32% 29% 20%
2 1 2 2 10
3% 1% 2% 2% 15%
8 5 7 12 8
12% 7% 10% 17% 11%
.92 2,95 2,61 2.75 2.81
.84 0.87 1.04 1.00 0.53
.11 0.11 0.13 0.13 ©0.13
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Q.64 AGREFMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

{4} BGREE STRONGLY

{3) AGREE SOMEWHAT

{2} DISAGREE SOMEWHAT

(1) DISAGREE STRORGLY

BOTTOM 2 BOX

DON'T ENOW / REFUSED

MERN
5.D.
5.E.

VERIDIAN CONNECTTORS
TRACKING

TOTAL 2012 2011

451
100%

350
8%

181
40%

1a3
a7%

37
BR®

11
2%

48
11%

23
5%

31
7%

3.31
Q.75
0.04

452
100%

345
T6%

164
36%

11
40%

390
9%

21
5%

60
i3%

ige
2%

37
8%

3.21
0.81
0.04

452
100%

351
76%

156
34%

185
42%

28
6%

13
3%

40
2%

22
5%

49
1i%

3.26
0.73
0.02

RESIDENTIAL BILL PAYERS

MARCH 28 - APRIL 11, 2013

Fage 56

I5 PRO-ACTIVE IN COMMUNICRTING CHANGES AND ISSUES WHICH MAY AFFECT CUSTOMERS

2010 2009 TOTAL MEN

467
100%

392
84%

196
42%

i9%¢
42%

40
9%

13
3%

53
11%

2

*

20
4%

3.29
0.75
0.04

454
100%

371
82%

191
42%

180
40%
34

%

15
3%

48

11%

12
33

22
5%

3.30
0.77
0.04

383
100%

295
7%

159
42%

13e
35%

v
o

44

11%

22
6%

23
6%

3.31
0.76
0.04

197
100%

144
3%

66
3a4%

78
40%

21
11%

ANNUAL PRE-TAX
HOUSEHOLD INCOME
- '000

186
100%

150
81%

33
50%

57
31%

16
2%

10
5%

io
5%

40
100%

29
69%

18
45%

10
25%

13%

3.18 3.25 3.40 3.43 3.33
0.80 0.70 0.80

0.06

0.05

0.1a

=3
440-
<$70 570+
76 167
75 187
100% 100%
61 133
82% 80%
39 71
52%  42%
23 63
30%  37%
7 13
9% 8%
1 1
1% 2%
8 17
1% 10%
2 g
3% 5%
3 g
5% 5%
0.74 0.75
0.0% 0.06

VERTDYAN CONNECTIONS

COSTOMER TOYALTY GROUPS

HOUSEROLD SIZE TRACKING STILL IN
SEC- FAVOR DIFF AT

1B-34 35-54 55+ i-2 3-5 S+ 201z 2011 2010 2008 URE ABLE ERENT RISK

41 144 195 197 169 1z 385 396 395 ag7 145 55 220 25

a1 144 195 136 169 13 3ga 393 397 386 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

35 ios 143 150 132 2 291 289 334 319 130 42 159 8
85% 5% 8% 7% 78% £9% 76% 76% 84% 83% 50% B7% 2% 32%

19 58 81 85 &7 5 142 132 167 173 109 20 50 2
46% 40% 1% 24% a0% 37% 37% 34% 42% 45% T6F 36% 23% 8%

16 51 &7 6% €6 q 149 187 187 146 21 28 109 G
39% 35% 34% 33% 35% 32% 39% 43 % 42% 38% 1% 5i% 49% 24%

4 15 1s 17 1s 1 35 21 33 30 - 3 2B [
10% 10% 8% 9% 9% 1% 9% 5% 8% 8% 5% 133 24%

- e 3 2 & 1 17 10 11 1z - 1 5 3

4% 2% 1% 4% 8% 4% 3% A% 3% 2% z% 12%

4 21 12 19 22 2 5z 3z 14 42 - 4 33 9
10% is5% 10% 19% 13% 16% 14% B% 11% 11% 7% 15% 36%

1 8 13 14 7 1 8 20 2z 7 3 2 15 3
2% 5% 7% 7% 4% 7% 2% 5% * 2% 2% 4% % 12%

1 7 15 13 8 i 33 41 17 1% 11 1 14 5
2% 5% 8% 7y 5% B% 9% 11% 4% 5% 8% 2% 6% 15%
3.38 3.24 3.35 3.3 3.25 3.i6 3.21 3.27 3.30 3.33 3.84 3.29 3.07 Z.41

0.67 0.84 90.73 0.71 g.80 0.9% ©0.82 0.72 0.75 0.77 0,37 0.67 0.71 0.94

0.11 0.07 0.06 0.05 ©0.06 O0.30 0.04 0.04 0.04 0.04 0©0.03 0.0% 0.05 0.23
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Q.63 RAGREEMENT WITH ATTEIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CORNECTIONS:

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WTD. TOTAL

AGREE STRONGLY

{3}

BGREE SOMEWHAT

2

DISAGREE SOMEWHAT
{1) DISAGREE STRONGLY

BOTTOM 2 BOX

MARCH 28

- APRIL 11, 2013 Page 57

IS PRO-ACTIVE IN COMMUNICATING CHANGES AND ISSUES WHICH MAY AFFECT COSTOMERS

COMMERCIAL BILL PRYERS

WORE
WITH OTHERS

VERIDIAN CDNNECTIONS

TRRCKLNG

VERY VERY VERI-
SUPP UNSUP DIAN 32012 2011 2010 2009

TIME OF USE CONTACTED PROBLEH RECENT TIME SINCE CONTRCT RCCESS SMART
BILLING HYDR)? SOLVED? EXPERIENCE {MONTHS) WEBSTTE METER DATA
TOTAL YES j2[o] YES NC
451 35 8 83 368 73 10 39 5 4 1é 18 ag 83 271 13 376
451 EL) 8 B3 368 74 3 33 6 4 16 1B 38 B3 271 19 376
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% I100% 1I00% 100% 100% 100%
350 27 7 67 283 el € 35 2 4 15 14 29 65 210 16 291
78% 77% BT7% B1% T7% 83% 59% 50% 34%  100% 94% 8% 775 8% T8% B84% TTE
181 13 4 35 146 31 4 21 1 2 9 a8 15 42 102 11 148
40% 37%  49%  42% 40% 42% 39% 53% 168%  48% 6% 44%  39% 50% 38%  58% 39%
162 14 3 32 136 30 2 14 1 2 6 6 14 23 108 5 142
37% 41% 39% 39% 37% 41% 21% 37% 16% 52% 38% 34% 37% 28% 40% 26% I8y
37 3 - 3 28 7 2 3 3 - - 3 5 11 19 - 29
8% 17% 11% 8% 0% 21% 8% S0% 17%  12%  13% 7% 8%
11 2 - 1 10 - 1 - - - - - 1 Z 7 - 9
2% 5% 1% 3% 10% 2% 2% 3% 2%
48 8 - 10 38 7 3 3 - - 3 3 13 26 - 38
11% 23% 12% 10% 16% 0% 8% 50% 17% 16% 16% 10% 10%
23 - - 4 19 4 - 1 - - 1 1 2 2 14 2 21
5% 5% 5% 5% 3% 6% 6% 5% 2% 5% 11% 6%
31 - 1 2 29 1 1 - 1 - - - 1 3 21 1 27
7% 13% 3% a% 2% 10% 16% 2% 4% 8% 5% 7%
3.3% 3.08 3.56 3.31 3.31 3.35 2.58 3.47 S62 3.48 3.59 3.29 3.23 3.35 3.28 3.69% 3.31
0.75 0.89 0.54 0.72 0.76 0.66 1.11 0.64 .91 0.8 0.51 0.77 0.80 O0.8BL 0.74 0.48 0.75
0.04 0.15 ©0.21 0©0.08 ©0.02 0.08 0.38 0.10 41 0.3¢0 0.13 0.1% 0.13 G.0% 0.05 0.12 0.04
N DRI “\ ~ - - ~ R I s d i e

18 2 67
18 2 68
100% 100% 100%
17 - 55

92% 81%
12 - 22
65% a2y
5 - 33
29% 49%
- - 2
3%
- 2 2
100% 3%
- 2 4
100% 6%
- - 1
2%
1 - 8
6% 12%
3.69 1.00 3.27
0.48 0.00 0.69
0.11 0.00 0.09

&8
100%

G4

22

32%

az
48%

5, B0
&

©

11%
2
3%
4
6%

3.17

69
100%

STl )

o

w

12%

2
2%

g
11%

70
100%

58
83%

29
41%

B L

%

58
100%

52
T6%

18
27%

L

10%

3.21 3.27 3.14
0.80 0.79 0.76
0.10 0.190 0.99 0.10

0.76
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Q.6A AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTCOMER SERVICE OF VERIDIAN CONNECTIONS: THE COST OF ELECTRICITY IS RERSONAELE WHEN COMPARED TO OTHER UTILITIES
SOCE RS GAS, CABLE OR TELEPHONE
EASED ON TOTAL RESBOWDENTS

RESTDENTIAL BILL PAYERS

ANNUAL PRE-TAX

HOUSBEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - ‘0005 VERIDIAN CONNECTICONS
TRACKING = BAGE HOUSEROLD SIZE TRACKING STILL IN
$a0- == S==mTo—oss==—=s=== mmmmeaea SEC- FRVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 $70+ 18-34 35-5E4 55+ 1-2 3-5 6+ 2012 2011 2010 2009 TURE ABLE EEENT RISK

THNWTD. TOTAL 451 452 462 467 454 ige 198 186 49 76 167 41 144 1355 137 168 13 385 396 395 387 145 EG 220 25
WID. TOTAL 451 452 2462 467 454 383 157 186 49 75 167 41 l4a4 19z 196 169 13 384 393 3ig7 386 144 55 221 25
100% 100% 100% 10C% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1005 1003 100%
TOP 2 BOX 275 263 244 302 303 238 111 i27 29 50 106 29 87 120 120 109 & 227 212 259 256 117 39 110 3
777777777 61% 5BY% 53% 65% 67% 82% 56% 68% 72% 6E% 63% 1% 60% E2% 61% 64% 47% 58% 54% 65% 66% 81% T1i% s50% 25%
(4) AGREE STRONGLY 73 66 75 104 a3 66 28 28 1z 19 24 5 23 33 37 28 1 58 66 a0 80 52 6 13 2
16% 15% 16% 22% 21% 17% 14% 20% 30% 5% 15% 22% 1% 17% 19% 16% 7% is% 17% 23% 21% 36% 11% 6% 7%
{3) RACREE SOMEWHAT 202 197 169 197 210 172 g3 90 17 31 g1 20 63 87 84 81 5 1e3 146 169 175 65 33 a7 4
45% 44% 7% 42% 46% 45% 42% 48% 42% al% 49% 49% 44% a5% 43% 43% 38% a4k 37% 23% 45% 45% 60% 44% 17%
{2} DISAGREE SOMEWHAT 71 &7 74 GE 55 60 37 23 2 10 31 10 26 24 27 29 4 58 59 Sa a9 13 4 52 2
16% 15% 16% ia% 12% 16% 193 12% 5% 132 19% 24% 18% 12% 14% 17% 31% 15% 15% 14% i3% 9% 7% 24% g%
{1} DISRGREE STRONGLY &4 81 57 48 EL 54 a7 17 5 10 23 - 21 X} 25 26 1 71 g5 42 29 6 [ a5 17
1a% i8% 21% 10% BY i4a% 15% 2% 13% 13% 14y 15% 17% 13% 16% BY% 19% 22% 11% 8% 4% 10% 1% 67%
BOTTCM 2 BOX 136 149 i1 114 53 114 74 40 7 20 55 10 47 57 52 55 5 130 145 96 78 19 10 87 19
777777777777 30% 33% 37% 24% 20% 30% 38% 21% 18% 26% 33% 24% 33% 29% 27% 33% 39% 34% 7% 24% 20% 13% i8% a0% 75%
NEITHER 13 14 10 11 22 1z 3 9 - 2 2 2 2 7 k] 2 - 11 10 10 12 5 1 7 -
3% EES 2% 2% 5% 3% 1% 5% 3% 1% 5% 1% 4% 5% iv % 3% 2% 5% 3% 2% 3%
DON'T ENOW / REFUSED 27 26 37 41 37 19 S 10 4 4 5 - g2 11 14 3 2 1s 25 3z 33 3 5 17 -
6% 6% 8% 9% 8% 5% 5% 5% 10% 5% 3% &% 6% 7% 2% i5% 4% 6% a% 9% 2% 9% 8%
MERN 2.69 2.60 2.53 2.6 2.91 2.71 2.55 2.89 3.00 2.85 2.67 2.97 2.66 2.68 2.76 2.67 2.54 2.60 2.54 2.B86 2.92 3.20 2.81 2.44 1.65
5.0, 0.94 (.98 1.04 ©0.52 0.86 0.94 0.98 0.87 0.99 0.98 0.9 0.71 0.95 ¢.9% 0.95 0.94 0.82 0.98 1.05 0.93 0.86 0.79 0.B1 0.86 1.03
S.E. 0.05 0.05 6.05 0.05 0.08 ©.05 0.07 0.07 0.17 0.12 ©0.07 0.11 0.08 0.07 0.07 0.07 0.24 0.05 0.06 0.05 0.05 0.07 0.12 0.06 0.21
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©.6A AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: THE COST OF ELECTRICITY 15 REASONABLE WHEN COMPRRED TO OTHER UT1LITIES

SUCH AS (GAS, CRELE OR TELEPHOME
BASED ON TOTAL RESPONDENTS

COMMERCIAL BILL PRYERS

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAY CONNECTIONS
BILLING HYDRO? SOLVED? EXPERLENCE {MONTHS}) WEBSITE METER DATA TRACKING
————— VEEY VERY VERI-

TOTAL YES e YES RO YES RO vs VDS 12+ 7-12  4-6 <3 YES RO YES NO SUPP UNSOP DIAN 2012 2011 2010 20
UNWTD. TOTRL 451 35 8 83 3568 73 10 39 ] 4 1& 18 38 B3 271 135 378 i 2 67 &7 [13 72
WID. TOTRL 451 35 8 83 368 T4 g 39 3 a 16 18 iB 83 271 19 376 18 2 68 68 69 70
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1C00% 100% 100%
TOP Z BOX 275 20 6 46 223 41 5 23 a 2 9 10 24 50 168 12 232 8 - 35 36 32 43
777777777 Gl% 57% 75% 55% 62% 55% 51% 59% 51% 47% &% 55% 63% 60% 62% 63% 62% 45% 54% 53% 46% Gl
(4} AGREE STRONGLY 73 1 1 13 60 11 2 9 - 1 4 1 7 13 46 4 66 1 - 7 B 9 14
16% 3% 13% 15% 16% 15% 20% 22% 22% 25% 6% 18% 16% 17% 20% 18% 6% 10% 12% 13% 21%
(3) AGREE SOMEWHAT 202 19 5 23 169 ag 3 14 3 1 5 9 17 37 122 8 166 7 - 239 28 23 28
4a5% 55% 62% 40% 16% 41% 31% 7% 51% 25% 32% 49% 44% 45% 45% 43% 44% 39% 44% 41% 33% 40%
(2} DISRGREE SOMEWHAT 71 7 1 19 52 17 2 3 2 1 a5 4 6 17 37 3 56 5 - 11 g 1z 12
16% 20% 13% 23% 14% 24% 21% 15% 33% 26% 32% 23% 16% 20% 14% 15% 15% 28% 16% 13% 20% 17%
{1} DISKRGREE STROWCLY 64 5 - 11 54 8 3 4 1 - 2 3 4 14 39 3 54 2 2 11 10 12 5
14% 15% 12% 15% 11% 28% 9% 16% 11% 16% 11% 17% 14% 16% 14% 11% 100% 16% 15% 17% BY
BOTTOM 2 BOX 134 12 1 30 105 26 5 10 3 1 T 7 10 31 76 [ 111 7 2 22 19 26 17
ffffffffffff 20% 34% 13% 36% 20% 36% a9% 25% 495% 26% 43% 39% 27% 3T7% 2B% 31% 25% 39%  100% 32% 28% 37% 24%
NEITHER 13 1 1 2 11 2 - 2 - - - - 2 2 9 1 10 1 - 1 3 - 2
3% 3% 13% 2% 3% 3% 5% 5% 2% 3% 5% 3% 5% 2% 4% 2%
DON'T ENU# / REFUSED 27 2 - 5 22 S - 4 - 1 - 1 2 18 - 23 2 - 8 10 12 S
6% 5% 6% 6% T% 11% 27% 6% 6% T% 6% 11% 13% 14% 17% 13%
MERN 2.69 2.S0 3.00 2.63 2.70 2.66 2.44 2.86 2,35 2.94 2.72 2.47 2.79 2.60 2.72 2.72 12.71 2.46 1.00 2.56 2.3 2.50 2.87 2
§.0. 0.94 0.81 O0.58 0.93 0.94 0.9 1.16 0.5 0.81 1.00 0.%% 0.87 0.91 0.9% 0.55 1.01 0.95 0.83 0.00 0.93 ©0.95 0.99 0.89 0
5.E. 0.05 ©0.l14 ©0.22 ©0.11 ©0.05 ©0.11 ©0.38 0.17 0.33 0.60 0.25 0.21 0.16 0.11 0.06 0.2¢ 0.05 0.21 0.00 0.12 0.13 0.13 0.12 9@

a9

68
100%

a7
70%
13
19%

34
51%

.84
.91
A2
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Q.6n
BASED ON TOTAL RESPONDENTS

VERIDIAN CONNECTIONS

AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTICNS:

RESIDENTIRL BILI: PAYERS

IS A COMPANY THRT 18

MARCH 28 - APRTL 11,

'EASY TO DO BUSINESS WITH:®

2013

TRACKING

EAWNUAT, PRE-TAX
HOUSEHOLD INCCME
-~ 0008

TOTAL 2012 2011 2010 20¢¢% TOTAL MEW

UNWTD. TOTAL 451 452
WID. TOTAL 451 452
100% 100%

TOP 2 BOX 385 387
————————— 86%  86%
{4) AGREE STRONGLY 216 219
ag% 493

{3) RGREE SOMEWHAT 172 168
38% 37y

(2} DISAGREE SOMEWHAT 17 20
% ag

{1} DISACREE STRONGLY 7 13
2% 3%

BOTTOM 2 EOX 24 34
,,,,,,,,,,,, 5% 7%
HEITHER 13 9
3% 2%

N:T KNOW / REFUSED 25 22
5% 5%

MERN 3.45 3.41

8.D. 0.66 0.73
S5.E 0.03 0.04

383
100%

326
85%

181
47%

145
38%

13
3%

23
6%

3.44
.66
0.04

VERIDIAN CONNECTIONS

== AGE HOUSEHQOLD SIZE TRACKING
§40- [
WOMEN «$40 «$70 570+ 18-34 35-54 55+ 1-2 3-5 &+ 2012 2011 2010
18 186 40 T6 167 41 144 18t 197 163 13 345 - - -
197 186 40 75 167 41 144 195 196 163 13 384 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
187 icg 32 67 lag E1 1z5 163 166 145 1z 329 - - -
85% B86% BOT 89% 88% 8B%  B7%  ©3% B5F BE3  02%  §ok
31 106G 21 43 78 26 70 84 83 82 5 19l - - -
41%  54%  53%  57%  46% 3%  49%  43%  4B8%  4B%  38%  50%
86 a0 11 25 70 10 54 79 73 63 7 138 - - -
43%  32%  27%  33% 423 24%  38%  41%  37%  37%  54%  36%
1o 5 2 5 2 a 9 9 3 - 15 - - -
5% 3% 5% 4% 3% 5% 3% 5% 5% 4% as
5 1 - 2 4 1 3 2 1 5 - 13 - - -
3x 1% 2% 2% 2% 2% 1% = g 3y
15 s 2 5 7 11 16 11 - 28 - - -
8 3% 5% 7% 5% 7% 5% 6% 5% 7% 7%
[ 7 1 1 3 1 7 5 a 5 - 9 - - -
3% 4% 3% 1% 2% 2% 6% 3% 4% 3% 2%
G 14 5 2 7 1 5 16 1z 2 1 18 - - -
5% 8%  12% 3% 4% 3% 4% BY 6% 5%  B% 5%
3.34 3.56 3.56 32.50 3.41 3.57 3.456 3.41 3.47 3.42 13.42 3.42 - - -
0.71 0.59 Q.81 0.70 0.6B 0.71 0.57 0.65 0.62 0.72 0.51 0.74
0.05 ©.05 0.11 0.08 0.05 0.11 0.06 0.05 0.05 0.66 0.15 0.04

Page

60

CUSTOMER LOYBLTY GROUPS

SEC-

144
100%

142
99%

127
a8y

15
10%

3.90
0.31
0.03

STILL

IN

FAVOR DIFF AT

b5
100%

50
91%

22
40%

28
51%

4
7%

3.44
0.50
0.07

221
100%

hR:1i]
81%

62
28%

117
53%

3.23
0.63
0.04

2009 TURE ABLE ERENT RISK

25
100%

14
55%

19%

2.65
1.04
0.22



0.6A RGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDTAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

2013 STMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

AOREE STRONGLY
{3) AGREE SOMEWHAT
{2) DISRCGREE SOMEWHRT

{1} DISRACREE STRONGLY

BOTTOM 2 BOX

451
100%

339
86%

21€
48%

172
38%

13
3%

25
6%

3.45
Q.66

TIME OF USE CONTRCTED
BILLING HYDRO?
YES HO YES
s 8 83 368
38 B 83 368
100% 100% 100% 100%
23 7 75  3la
80% 87% 90%  §5%
16 3 aa 172
45%  37%  B3I%F A7%
12 4 31 141
34%  51%  37%  38%
4 - 7 10
12% 9% 3%
1 - - 7
3% 2%
5 - 7 17
15% 9% 5%
2 - - 13
6% a%
- 1 1 24
13% 1% 7%
3.29 3.42 3.45 3.45
0.82 0.53 0.65 0.66
pD.14 0.20 0.07 0.04

Q.03

PROBLEM
SOLVED?

74
100%

B
93%

a2
57%

35%

T
&

-

6%

1
1%

3.52
0.61
Q.07

MARCH 28

IS A COMPANY THAT IS 'EASY TO DO BUSIHESS WITH'

- APRIL 11,

2013

Page 61

COMMERCIAL BILL PRYERS

VERIDIAN CONNECTTONS

TRACKING

VERY VERY VERI-

SUPP UNSOP DIAN 2012 2011

18
100%

EL
88%

11
61%

28%

6%

1
5%

3.58

RECENT TIME STNCE CONTACT BCCESS SMRRT
EXPERIENCE (MONTHS) WEBSITE METER DATA
vs vDE 12+ 7-12 4-6 <3 YES NO ¥YES NO

10 39 3 4 16 18 38 83 271 19 378
9 39 3 1 16 18 38 83 271 19 378
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
6 39 4 s 15 15 31 70 238 17 326
€o% 100% 6T 100%  94% 83T 89%  84%  8BY  89% BT
2 30 - 1 H 11 20 44 128 11 182
20% 7% 100%  32%  61%  $3%  53%  47% 5% 48%
5 9 4 - 10 4 14 26 118 6 144
49%  23%  67% §1%  23% 37%  31%  41%  32%  30%
3 - 2 - 1 2 4 5 7 - 13
31% 33% 6% 11%  11% 5% 3% 3%
- - - - - 1 5 - 6

1% 2% 2%

3 - 2 - 1 2 1 3 12 - 19
31% 33% 6% 11%  11% 7% 1% 5%
- - - - - - - 1 3 1 10
5% 2% S% 3%

- - - - 1 - 3 15 1 21
6% a% 5% 5% 33

2.89 3.77 2.67 4.00 3.26 3.53 3.a2 3.48 3.44 3.64 3.45

.75 0.42 0.52 0.00 0.58 0.72 0.69 0.62 0.65 0.4% 0.66 0.63

0p.24 0.07 0.21 0.00 0.15 .17 0.11 0.08 0.04 0.12 0.04

0.15

2010

2 67 57 - -

2 6B 68 - -
100% 100% 100%

1 63 59 - -
50% 92% 87%

- 36 2% - -
53%  42%

1 27 30 - -
50%  40% 44%

1 2 5 - -
50% 3% 8%

- 1 - -
2% 1%

1 3 3 - -
50% 5% L

- 2 3 - -
3% 4%

2.50 3.47 3.34 - -

0.69 Q.65 0.68
0.47 0.08 0.08

2009



2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTTONS MARCH 28 - RPRIL 11, 2012 Page 62

Q.68 AGCREEMENT ﬂITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: QUICKLY DEALS WITH ISSDES TRAT AFFECT CUSTOMERS

BASED ON TOTAL RESPONDENTS
i

TRATD. TOTAL

(4) AGREE STRONGLY
{3} AGREE SOMEWHAT

2

DISAGREE SOMEWHAT

{1) DISAGREE STRONGLY

KESIDENTIAIL BILL PAYERS

COUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS ==
HOUSEHOLD SIZE TRACKING STILL IN
Tm===== memsSEsssuasss=== SEC- FAVOR DIFF AT
201z 2011 2010 2009 TURE BBLE ERENT RISK

HOUSEHOLD INCOME
VERIDIAN CONNECTIONS - 'oQos
TRACKING
===== £40- ===
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 570+ 18-34 35-54 55+ 1-2 3-5 6+

451 452 - - - 3g4a 198 186 40 76 167 41 144 195 197 169 13 385 - - - 145 55 2290 25

451 452 - - - 383 197 186 40 75 167 41 144 185 18s 16% 13 384 - - - 144 55 221 25
100%  100% 100% 100% 100% 10C% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

323 329 - - - 273 136 136 28 64 121 3z 106 129 138 122 g 273 - - - 1z% 39 142 10
72% 3% 1% 69% 3% 70% 86% 72% BA% 74% 66% 0% T2% 69% 1% 89% 71w 54% 40%

167 146 - - - 139 62 76 16 34 57 22 50 66 71 €3 g 126 - - - 106 iB 43 1
373 2% 36% 32% 41% 40% 45% 34% 54% 35% 34% 36% ENE ] 3B% 33% 73% 33% 19% 4%

156 183 - - - 134 Ta 60 iz 31 64 13 56 €3 67 53 4 147 - - - 22 21 a9 2
35% 40% ELT 37% 3z% 30% 41% 38% 3z% 3% 32% 34% 35% 31% 38% le% 38% 45% 36%

16 16 - - - 13 10 3 - 2 5 1 4 8 & 6 1 15 - - - - - 11 5
3% 3% 3% 5% 2% 2% 3% 2% 3% 4% 3% 3% 8% 4% 5% 18%

3 12 - - - 4 3 1 - 1 1 - Z Z - 4 - 11 - - - - - 4 1
1% 3% 1% 2% 1% 1% i% 1% 1% 2% 3% 2% 4%

22 27 - - - 17 13 4 - 3 € 1 6 10 & 10 1 26 - - - - - 15 6
5% &% 4% 7% 2% 4% 4% 2% 4% 5% 3% &% BY 7% 7% 22%

al 7 - - - a0 e 21 4 5 16 2 iz 26 23 14 1 26 - - - 5 7 26 2
S% (31 10% 10% 11% 10% 6% ine 5% BY 13% 13% 8% 7% 7% 3% 13% 1z% 8%

65 1] - - - 54 29 25 g 3 24 3 20 30 27 23 2 60 - - - 11 S 38 7
14% 15% 14% is% 13% 20% 4% 14% T 1l4% 15% 14% 1a% 15% 16% i is% 17% 29%

3.40 3.30 - - - 3.41 3.31 3.51 3.57 3.44 3.3% 3.58 3.37 3.39 3.4%5 3.37 3.3% 3.30 - - - 3.82 3.4 3.15 2.64

0.66 0.70 0.4 0.€% 0.58 0.50 0.64 0.8I 0.55 0.65 O0.67 0.58 0.72 0.70 0.73 6.38 0.51 0.&5 0.73

0.02 0.02 0.04 0.06 0.05 0.10 0.08 0.05 0.0 0.06 0.06 0.05 0.06 0.22 0.04 6.03 0.08 0,05 0.18



Q.62 AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SEEVICE OF VERIDIAN CONNECTIONS:
BRSED ON TOTAI. RESFONDENTS

UNWTID. TOTAL

RGREE STRONGLY

{3

AGREE SOMEWHAT

(2

DISAGREE SOMEWHAT

DISAGREE STRONGLY

NEITHER

DON'T KNOW / REFUSED

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

MARCH 28 - APRIL

11,

2013 Page 63

QUICKLY DEALS WITH ISSUES THAT AFFECT CUSTOMERS

COMMERCIAL BILL PBRYERS

TIME QF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MOWTHS) WEBSITE = TRECKING
VERY VERY VERI-

TOTAL YES NO YES NQ YES NQ ve Vs 1Z+ 7-12 4-6 <3 YES NO YES NO SUPP UNSUF DIAN 2012 2011 2010 2008
451 35 g a3 368 73 10 a9 6 4 15 ig 38 82 271 12 a7s 18 2 57 57 - - -
461 35 B 83 368 74 3 a3 6 4 16 13 38 a3 271 19 376 18 2 68 %8 - - -
100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

323 28 5 &6 257 62 4 37 2 3 13 15 29 LT 187 la 261 13 1 o1 56 - - -
72% 74% 62% 80% T0% 85% 39% 95% 33% 8% 81y 83% 76% ki 69% 74% 1% T2% 50% T5% 82%
167 9 1 38 129 38 1 2g - 3 6 7 19 38 97 11 139 1i - 29 20 - - -
37% 25% 14% 46% 35% 51% 7% 72% 8% 36% 40% 50% 46% 36% 57% 7% 6l% 42% 30%
156 17 4 28 128 25 3 9 2 - 7 8 10 26 90 3 129 4 1 22 35 - - -
35% 49% 49% 34% 5% 34% 32% 23% 33% 45% a3y 26% 31y 3% 16% 34y 1% 50% 3% 52%
16 2 - 5 10 4 1 - 1 - - 2 3 3 10 - 12 1 - 3 L - - -
3% 6% 6% 3% 6% 10% 17% 1i% 8% ay ay 3% 6% 4% 1%
[ 1 - 2 2 - 2 - 1 - - - 2 2 3 - 5 - 1 2 1 - - -
1% 3% 2% 1% 20% 16% 5% % 1% 1% 50% 3% 1%
22 3 - 7 15 4 3 - 2 - - 2 5 s i3 - 17 1 1 5 2 - - -
5% 9% B% 4% 6% 30% EEE 1% 13% 6% 5% 5% €% 50% % 2%
41 4 1 7 24 5 2 2 1 1 3 1 2 7 24 4 a1 2 - 1 2 - - -
9% 12% 12% 8% 9% 7% 20% 5% 18% 22% 19% 6% 5% B% 9% 21% B% 11% 2% 2%
65 2 2 3 62 2 1 - 1 - - - 2 7 a7 1 59 2 - 11 9 - - -
14% 5% 25% 4% 17% iz 10% 16% 5% 9% 17% 5% 16% 10% 17% 13%
3.40 3.15 3.22 3.40 3.40 3.50 2.38 3.76 2.25 4.00 3.45 3.30 3.3¢ .45 3F.40 3.78 3.41 3.70 2.00 3.3% 3.32 - - -
0.66 0.72 0.46 0.74 0.64 0.62 1.09 0.43 0.96 0.00 0.52 0.59 0.87 0.71 0.86 0.43 90.86 0.3 1.37 0.75 0.57
.02 0.13 0.21 0.09 0,04 0.08 0.43 0.07 0.48 0.00 0.i5 0.17 0.15 ©0.09 0.05 0.12 0.04 0.17 0.94 0.10 O0.08



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTICNS MRRCH 28 - APRIL 11, 2013 Page €4

(.63 AGREEMENT WITH ATTRIBUTES DESCRIBINC CUSTOMER SERVICE OF VERIDIAN CONNECTICNS: ADAPTS WELL TO CHANGES IN COSTCMER EXPECTATIONS
BASED ON TOTAEL RESPONDENTS

RESIDENTIAL BILL PAYERS

ANNUAL FRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUES
VERIDIAN CONNECTIONS - 0008 VERIDIAN CONNECTIONS ====
TRACKTHNG = HOUSEROLD SIZE TRACKING 8TILL IN
$40- SEC- PFAVOR DIFF AT

TOTAL 2012 2011 2010 2003 TOTRL MEW WOMEN <$40 <$70 §70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2003 URE ABLE ERENT RISK

THWTD. TOTAL 451 452 - - - 384 198 186 40 76 187 41 144 195 197 169 13 385 - - - 145 55 220 25
WTD. TOTAL 451 452 - - - 383 157 186 40 75 167 41 142 185 126 169 13 384 - - - laa 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%  100%
TOP 2 BOX 295 278 - - - 248 123 125 32 5a 107 32 83 125 127 i09 7 228 - - - 122 36 122 10
********* 65% 1% &5% 2% 67% BO% 2% 54% 8% 62% 6a% 65% 64% 55% ES% 85% EE% EELS 39%
{4) AGREE STRONGLY 108 112 = - - a7 42 45 10 25 33 15 25 a7 a9 38 1 54 - - - 77 11 20 -
24% 25% 23% 22% 24% 25% 34% 19% 36% 17% 24% 25% 22% 7% 24% 53% 20% 9%
{3} AGREE SOMEWHAT 186 165 - - - 161 a1 290 22 29 15 17 64 78 78 71 3 1358 - - - 45 25 102 i0
a1% 37% 428 41% 43% 55% 3BY 45% 42% 45% 40% 20% 42% 47% 35% 31% 46% 6% 3%%
(2} DISAGREE SOMEWHAT 23 47 - - - 21 iz 9 2 6 2 4 7 10 10 10 1 41 - - - 2 - 15 6
5% 10% 5% 6% 5% 5% 8% 5% 10% 5% 5% 5% 6% T% 11% 1% 7% 24%
(1) DISAGREE STRONGLY 18 31 - - - 16 12 4 - 1 8 - 10 6 5 11 - 28 - - - - 1 11 a
4% 7% 1% 133 2% 1% 5% % 3% 2% 6% 7% 2% 5% 1e%
BOTTOM 2 BOX a1 78 - - - 37 24 13 2 7 17 a 17 16 15 21 1 69 - - - 2 1 27 1aQ
************ 9% 17% 10% 12% 7% 5% 9% 10% 10% 12% 8% 7% 12% T% 18% 1% 2% 12% 41%
NEITHER 46 26 - - - 43 21 22 3 ) 18 1 1& 25 24 13 - 26 - - - 7 G 30 2
10% 6% 1% 11% 12% a% 12% 1% 2% 11% 13% 12% 1i% 7% E¥% 11% 14% 8%
DON'T KNOW / REFDSED 69 71 - - - 55 29 26 3 5 25 4 22 29 3o 20 5 61 - - - 13 11 A2 3
15% 16% 1a% 15% lay 8% T 15% 10% 15% 15% 15% 12% 38% 16% 9% 21% 19% 12%
MERN 3.15 3.0] - - - 3.1z 3.05 3.20 3.24 3.29 3.06 3.31 2.9 3.18 3.21 3.04 2.00 2.99 - - - 3,60 3.25 2.88 2.29
8.0, 0.76 0.83 0.77 0.83 0.68 0.55 0.71 0.77 0.87 0.82 0.73 0.71 0.84 0.52 0.51 0.5z 0.5% 0.73 0.81

5.E. 0.04 0.05 0.05 ©0.07 0.06 0.10 0.0% 0.07 0.11 0.08 0.06 0.06 0.07 0.18 0.05 0.05 0.10 0.06 0.18
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Q.6A BGREEMENT WITH ATTRIEUTES DESCRIBING CUSTCMER SERVICE OF VERIDIBN CONNECTIONS: ADAPTS WELL TO CHANGES IN CUSTOMER EXPECTATIONS
BASED ON TOTAL RESPONDENTS

COMMERCIAY, BILL PAYERS
WGRK s=ss===s=s=ss=sssss ====
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SHMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXFERIENCE (MONTHS} WEBSITE TRACKING
= VERY VERY VERI- =====-=
TOTAL YES N YES N YES juis] ve vDs 12+ 7-12 4-6 <3 YES j2(0) YES NO SOPP TUKNSUP DIAN 2012 2011 2010 200%

UNETD. TOTAL 451 35 8 83 368 73 1o aa 3 4 1€ 18 38 a3 271 13 376 18 2 [ 67 - - -
WID. TOTAL 451 35 B8 83 368 74 El 38 & 4 16 18 38 83 271 19 37¢ 18 2 [:3:] E8 - - -
100% 100% 100% 100% 100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 295 26 3 53 242 51 2 23 - 3 g 14 25 62 172 14 242 1a 1 47 50 - - -
————————— 65% Ti% 5% 64% [ 69% 22% 75% 78% 56% T8% 66% 63% 63% % 64% TBY 50% 69% 3%
{4} RBGRER STRONGLY 108 7 1 21 87 20 1 1a 1 2 4 14 25 61 7 392 5 - 21 19 - - -
24% 20% 12% 25% 24% 27% 11% 4al% 2T% 12% 22% Ty oy 22% 6% 24% 28% 31% 28%
{3} BGREER SOMEWHAT 186 13 5 32 154 31 1 13 2 7 10 11 27 111 7 150 9 1 25 31 - - -
41% 54% 53% 39% 42% 42% 10% 34% 52% 44% 55% 29% 33% 1% 37% 0% 50% 50% 38% 45%
{2} DISAGREE SOMEWHAT 23 4 - 5 13 4 1 1 2 - - 1 4 e 10 2 17 1 1 2 6 - - -
5% 12% 8% 5% 6% 10% 3% 33% 5% 11% 10% 4% 11% 5% 6% 50% 3% 9%
{1} DISRGREE STRONGLY 18 - - 3 15 1 2 - 1 - - - 3 4 i3 - 18 - - 2 3 - - -
4% 3% 2% 1% 20% 16% T% b% 5% 5% 3% 4%
BOTTOM 2 BOX 41 4 - 8 33 5 3 1 3 - - 1 T 12 23 2 ELY 1 1 4 9 - - -
------------ 9% 12% o% S% 7% 30% 3% 50% 5% 18% 15% 8% 11% o% 5% 50% 6% 13%
NEITHER 46 2 1 e 38 7 1 5 - 1 5 - 2 3 az 2 s 2 - 3 - - - -
i0% 6% 13% 10% 10% 10% 9% 13% 22% 33% 5% 7% 12% 11% 10% 11% 4%
DON'T BNOW / REFUSED 63 3 1 14 55 10 4 a 3 - 2 3 4 13 a4 1 61 1 - 1z 9 - - -
15% BY 13% 17% 15% 14% 39% 2% 50% 11y 17% 11% le¥ 16% 5% 16% 5% 20% 13%
MEAN 3.1 3.09 3.1 3.17 3.14 3.25 2.25 3,50 1.67 23.34 3.22 3.21 3.14 3.14 3.13 3.30 3.14 3.26¢ 2.50 3.28 3.12 - - -
5.0, 0.76 0.1 0.40 0.77 0.78 0.6 1.32 0.57 0.58 0.58 .44 0.56 0.9 0.87 0.7% 0.70 0.7% 0.60 0.69 0.74 0.79

S5.E. 0.04

o

.11 0.17 0.10 0.05 0.09 0.60 0.20 0.34 0.33 6.15 ©6.14 0.17 0.11 0.06 0.18 0.05 0.15 0.47 0.10 0.10



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.6A AGREEMENT WITH ATTRIBUTES DESCEIBING CUSTOUMER SERVICE OF VERIDIAN CONNECTIONS:

BASED CN TOTAL RESPONDENTS

UNRTD. TOTAL

WID. TOTAL

{4} RGREE STRONCGLY

{3} RGREE SOMEWHAT

{2} DISACREE SOMEWHAT

{1) DISAGREE STRONGLY

BOTTOM 2 BOX

VERIDIAN CORNECTICHS
TRACKING

RESIDENTIAL BILL PRYERS

PROVIDES INFORMATION AND TOOLS TO HELF MANAGE

MARCH

28 - APRIL 11, 2013

ELECTRICITY CONSUMPTION

TOTAL 2012 2011 2020 2009 TOTAL MEN

451
100%

372
93%

1938
44%

174
39%

33
7%

23
5%

3.34
0.74
0.04

ooWw

ANNUTAT, PRE-TRX
HOUSEROLD INCOME

- 0008
§40-

WOMEN <340 <570 $70+

384 1358 i8s 40 76 167

383 197 186 40 75 187
100% 100% 100% 100% 100% 100%

317 155 162 30 66 143
B3% T9% 87% 75% 88% 85%

163 75 94 20 40 76
44% 38% 51% 50% 53% 45%

149 81 &8 10 26 67
39% 41% 37% 25% 5% 40%

28 18 10 3 5 11
% 8% 5% T 7% 7%

9 ? 2 - - 4
2% 4% 1% 2%

37 25 12 3 5 15
10% 13% 5% 7% 7% 8%

2 7 2 3 2 3
2% 4% 1% 8% 3% 2%

20 10 ig 4 2 6
5% 5% 5% 10% 3% 4%

.35 3.24 3.46 3.52 3.45 3.36

.73 0.78B 0.66 0.66 0.63 0.73

.04 0.06 0.05 0.12 0.07 0.0%

VERIDIAN CONNECTICHS
TRACKING

HQUESEHOLD B8IZE

18-34 35-54

41
100%

35
85%
15
27%

16
39%

4
10%

1
2%

3.33
0.7¢
0.12

144
100%

116
Bly

E2
a3%

54
8%

1&
11i%

3.2&
0.81
6.G7

125
100%

is3
83%

BE
44%

76
35%

14
7%

3.41
0.67
0.05

196
100%

154
79%

9%
46%

63
32%

15
B%

3.39
0.75
0.06

163
100%

147
87%
73
43%

74
44%

B s
&

16
10%

3.32
0.72
0.06

13
100%

11
Ba®

i
T

3.16
0.85
0.24

2012 2011 2010

Page

€&

CUSTOMER LOYALTY GROUPS

SE

oo W

T

145

144
100%

134
93%

116
80%

i2
13%

.83
.4l
.04

STILL IN
FAVOR DIFF AT
2009 TURE RBLE ERENT RISK

55
100%

42
T7%

15
28%

27
15%

5%

3.14
0.78
0.11

221
100%

175
79%

63
28%

112
51%

23

10%

2%

28
13%

8
4%

10
5%

3.15
0.71
0.05

25
100%

18
71%

2.83
0.78
0.16



2013 STIMUL/TUtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONMNECTIORS

Q.6R RGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WID. TOTAL

{4} AGREE STRONGLY

{3} RAGREE SOMEWHAT

{2} DISAGREE SOMEWHAT

(1

DISAGREE STROMGLY

BOTTOM 2 BOX

DON'T KENOW / REFUSED

5.0.
S.E.

MARCH 28

- RPRIL 11, 2013 Page 67

PROVIDES INFORMATION AND TOOLS TO HELP MANAGE ELECTRICITY CONSUMPTTON

COMMERCYZYT, BILL PAYERS

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONMNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATR ==sm======= TRACKTNG

————— === VERY VERY VERL- e

TQTAL YES NO YES MO YES KO ve VDS 12+ 7-12 4-6 <3 YES MO YES MO SUPP UNSUP DIAN 2012 2011 2010 2009

451 35 8 B3 368 73 io 39 3 4 16 18 38 83 271 13 376 18 2 87 - - - -

451 38 g B2 268 74 [ 3% 3 4 16 18 38 83 271 19 376 18 2 68 - - - -
106% 100% 100% 100% 100% 100% 1i00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

372 31 3 6B 2304 62 6 3z 4 3 14 14 30 72 217 17 306 18 1 55 - - - -
83%  88%  §7%  32%  83% 853 63% B3% 67% 78% 89% 78Y 79% @7% 8O% 90¥  81% 100% 50%  81%

198 17 3 37 160 35 2 22 1 2 5 10 18 41 108 12 157 15 1 29 - - - -
24%  49%  37%  A5%  44%  48% 21% S7%¥  16%  53%  32%  56%  48%  49%  40%  64%  42% B4%  50%  43%

178 14 4 31 143 27 [t 10 3 1 ] 4 12 31 109 5 159 3 - 26 - - - -
35%  39%  51%  37%  39%  37%  42%  25%  5I%  25%  57%  22%  31%  389%F  40%  26% 403 16% 38%

a3 2 - 5 28 3 z T 1 1 - 3 1 9 21 2 28 - 1 5 - - - -
% 6% 6% 8% 4% 19% 2% 16%  22% 17% 3Ix 11% 8% 10% % 50% %

11 - - 3 8 1 2 z 1 - - 2 1 10 - 10 - - 2 - - - -
2% 3% 2% 2% 18% 5% 16% 4% 6% 1% 4% 3% 3%

44 2 - ] 36 4 3 3 2 1 1 3 3 10 31 2 38 - 1 1 - - - -
10% 6% 9% 10% 6% 27% 7% 333 22% 4% 17y 8%  12% 11% 10%  10% 50%  10%

1z 2 - 4 8 4 - 1 - - 1 - 3 - 5 - i0 - - 3 - - - -
3% 5% 5% 2% 5% 3% 5% 8% 2% 3% 43

23 - 1 3 20 3 - 3 - - - 1 2 1 17 - 22 - - 3 - - - -
5% 13% 4% 5% 4% 9% 6% 5% 1% 5% 6% 5%

3.34 3.46 3.42 3.36 3.34 3.45 2.87 3.51 2.67 3.21 3.25 3.42 3.39 3.37 3.27 32.53 3.32 3.84 3.00 3.34 - - - -

0.74 0.62 ©0.53 ©.77 0.73 0.67 1.06 0.7% 1.02 0.93 0.71 0.79 0.84 0.73 0.78 0.65 0.72 0.38 1.37 0.75
0.04 0.11 ©.20 ©.0% 0.04 0.08 0.35 G.13 0.42 0.48 0.1 0.1% 0.15 0.08 0.05 0.16 0.04 0.09 0.94 0.10



Q.68 ABGREEMENT WITH ATTRIBUTES DESCRIBING QPERATICNS SIDE OF VERIDIAN CONNECTIONS:
BABED ON TOTAL RESPONDENTS

TUNWTD. TOTAL

{4} AGREE STRORGLY

(3} AGREE SOMEWHAT

(2} DISAGREE SOMEWHAT

DISACREE STRONMGLY

2013 SIMUL/ULilityPULSE CUSTOMER SRTISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIAN CONMNECTIONS
TRACKING

TOTAL 2022 2011

451
100%

421
93%

291
64%

130
29%

452
100%

418
22%

289
64%

i29
25%

1%

L462
100%

446
87%

303
66%

142
31%

3.62 3.57 3.62

0.58
0.03

0.65
G.03

0.57
q.03

2010 2009 TOTAL MEN

467
100%

441
Ga%

282
60%

153
34%

i9
2%

3.58
0.58
0.03

454
100%

420
93%

264
58%

156
34%

% H

3.51
0.66
0.03

PROVIDES CONSISTENT, RELIRELE ENWERGY

RESTDENTIAT, BILL. PAYERS

MARCH 28 ~ RPRIL 11,

2013 Page 68

383
100%

356
23%

241
63%

115
30%

0.53

ENNUGAL PRE-TAX
HOUSEHOLD INCOME

CUSTOMER LOYALTY GROUPS

~ 10008 VERIDIAN CONNECTIONS
= = == AGE HOUSEHOLD SIZE TRACKING STILL IN
$40- ===============s=—===== SEC-~ FAVOR DIFF AT

WOMEN <540 <$70 570+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE AHLE ERENT RISK

1398 186 40 76 167 41 a4 195 157 169 13 385 396 395 387 145 55 220 25
197 186 40 75 167 41 144 195 196 169 13 384 393 397 386 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 1003
181 174 36 73 159 40 134 178 177 160 13 352 378 379 362 143 52 200 21
92% 94% 90% 97% 95% 98% 93% 91% 21% 35% 100% 92% 6% 5% 94% 99% 94% 0% gd%
111 130 26 53 102 3z 83 123 129 106 4 250 259 242 223 132 33 112 11
56% 70% 65% T0% 61% TEY EB% 63% 66% 63% 31% 65% 66% 61% 59% o2% €1% Sl% 43%
s 44 10 21 57 B 51 55 48 54 2 102 120 137 133 11 12 aB 10
36% 24% 25% 27% 34% 19% 35% 28% 25% 32% 69% 27% 30% 34% 34% T 34% 40% a1y

g 3 z - 3 1 5 3 7 5 - 20 g g 15 - - 12 1
5% 2% 5% 2% 2% ar 3% 3% 3% 5% 2% 2% 4% 5% 4%

2 1 - 1 - - - 3 1 2 - 3 4 3 & - - 1 2
1% i 1% 2% * 1% 2% 1% 1% 2% * g%

il 4 2 1 3 1 5 2 B 7 - 26 12 1z 21 - - 13 3
6% 2% 5% 1% 2% 2% EL 4 5% 4% 4% 7% 3% EX 5% €% 1i2%

E) i - 1 - 2 3 4 1 - 1 1 1 2 - 1 2 1
1% 2% 2% 1% 1% 2% 2% 1% * * * 1% 2% iy 4%

3 S 1 1 4 - 3 5 7 1 - 5 2 3 i 1 2 & -

2% 3% 3% i% 2% 2% 3% 3y 1% 1% 1% 1% 1% 4% 3%

3.60 3.51 3.70 3.63 3.68 3.61 3.76 3.56 3,60 3.65 3.58 3.31 3.57 3.62 3.58 3.53 3.92 3,64 3.46 3.25
0.64 0©0.53 0.55 0.55 0.53 0.4% 0.57 0.63 0.58 0.62 0.48 0.67 D.58 0.58 0.65 0.26 0.48 0.6¢3 0.89
0.05 0.02 0.10 0.06 0,04 0.08 0.05 0.05 0,04 0.05 ¢.13 0.03 0.032 0.03 0.03 0.02 0.07 0©.04 0.18B

0.03



2013 SIMDL/UtilityFULSE CUSTOMER SATISFACTION SURVEY FOR VERTDIAN COMNECTIONS MARCH 28 - APRIL 11, 2013 Page 69
Q.6 AGREEMENT WITH ATTRIBUTES DESCRIBING OPERATIONS SIDE OF VERIDIAN CONNECTIONS: DROVIDES CONSISTENT, RELIABLE ENERGY
BASED ON TOTAL RESPONDENTS
COMMERCIAL BILL PAYERS
WORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH QTHERS VERIDIRN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE  {MONTHS} WEBSLTE METER DATA . TRACKING
VERY VERY VERI-
TOTAL YES NO YES NO YES NG VS VDS 12+ 7-12 4-6 <3 YES MO YES MO SUPF UNMSUP DIAN 2012 2011 2010 2009
UNWTD. TOTAL 451 35 8 83 368 73 10 35 6 4 16 18 38 83 271 19 375 18 2 67 67 56 72 57
WID. TOTAL 451 35 B 83 268 T4 5 39 6 4 15 18 38 83 271 19 376 18 2 68 68 63 70 68
100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX az1 31 8 TS 246 €3 6 38 4 4 14 17 33 74 256 16 353 18 1 66 65 68 62 59
--------- 93%  88% 100% 90% 94%  93% 9% 97%  68% 100% 97%¥  94%  87% 89% 95%  84%  94% 100% 50% 97%  97F  98%  B9%  B6%
(4] BGREE STRONGLY 291 16 1 51 240 46 s 31 2 a 10 E] 25 56 179 13 250 13 - 50 g 5 40 36
6€4% 46%  51% 62% &5%  6€2%  58%  BO%  33% 100% 63% Sl%  66% 69%  66%  68%  66%  72% 73%  57%  65% 57F  52%
(3) AGREE SOMEWHAT 130 15 A 24 106 23 1 7 2 - s 8 8 18 77 3 103 5 1 16 27 23 22 23
29%  43% 49% 29%  29% 31% 11% 18%  35% 25%  44%  21% 21%  28%  16%  28% 2B% 50%  23%  40%  33%  32%  3a%
(2! DTSAGEEE SOMEWHAT 13 3 - 4 9 3 1 1 1 - 2 - 2 3 7 1 - - 1 2 2 4
3% 9% 5% 2% 4% 10% 3% 16% 13% % 4% 3% 5% 2% 2% 2% 2% 5% 7%
(1} DISRGREE STRONGLY 3 1 - 2 1 - 2 1 - - - 2 2 - - 2 - 1 - - - - 2
1% 3% 2% . 21% 15% 5% 2% 1% 50% 2%
BOTTOM 2 BOX 16 4 - 5 10 3 3 1 2 - 2 - a 5 7 1 11 - 1 1 2 2 4 6
777777777777 4% 12% 7% 3% 4% 31% 3% 32% 13% 10% 6% 3% 5% 3% 50% 2% 2% 2% 5% 9%
NEITHER 5- - 1 4 1 - - - - - 1 - 2 1 1 4 - - - - - - 3
1% 1% 1% 1% 6% 2% * 5% 1% 5%
DON'T KNOW / REFUSED 9 - - 1 ] 1 - - - - - - 1 2 7 1 8 - - 1 1 - 4 -
2% 1% 2% 1% 3% 2% 3% s% 2% 1% 1% 6%
MERN 3.62 3.31 3.51 3.53 3.64 3.60 3.06 3.77 2.85 4.00 3.50 3.54 3.52 3.63 3.66 3.71 3.65 3.72 2.00 3.73 3.55 3.62 3.55 3.43
s.D. 9.58 0.77 ©0.54 0.70 ©0.55 O0.57 1.30 0.45 1.15 0.00 0.73 0.51 0.83 0.68 0.53 0.59 0.56 0.46 1.37 0.49 (.55 0.53 0.61 0.74
5.E, 0.03 0.13 ©.1% 0.08 ©.03 0.07 0.42 0.08 ©.47 0.00 0.19 0.312 0.14 0.08 0.03 0.14 ©.03 ©.11 0.94 0.06 0.07 0.06 0.07 0.09



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 2B -

().6B AGREEMENT WITH ATTRIBUTES DESCRIBING OPERATICNS SIDE OF VERIDIRN CONNECTIONS:
BASED ON TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS

APRIL

11, 2013 Page 70

DELIVERS ON ITE SERVICE COMMITMENTS TQO CUSTOMERS

ANNUAL PRE-TAX
HOUSEHOLD INCOME

VERIDIAN CONNECTIONS

COSTOMER LOYRLTY GROUPS

VERIDIAN CONNBCTIONS

STILL IW

TRACKING HOUSEBOLD SIZE TRACKING
=== $40- —====z=ss======== ss==c=========S=S== ===z SEC- FARVOR DIFF AT

TOTAL 20312 2011 2010 200 TOTAL MEN WOMEN <$40 <3570 $70+ 18-34 35-54 55+ i-z 3-5 6+ 2012 2011 2010 2009 URE BRLE ERENT RISK

TNWTD. TOTAL 451 452 262 467 454 384 198 iBé 40 76 167 41 laa 195 197 169 13 385 3596 395 387 145 55 220 25

WTD. TCTAL 451 452 462 467 454 383 157 186 40 75 167 41 124 i9s 196 169 13 34 393 337 385 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOF 2 BOX 387 404 397 404 400 329 168 16l 33 T0 145 39 120 167 166 147 12 343 339 343 343 140 50 173 18
--------- BE¥ 39% 86% BeY BEZ 26% 85% B7% 82% 93% 87% 95% 83% B6¥ 85% B7% 92% 39% B6% 86% 89% 97% 1% 78% 3%

{4) BEREE STRONGLY 224 220 228 225 199 188 92 96 29 46 87 232 &9 36 54 86 7 190 195 152 172 129 22 67 &
50% 49% 50% 4B8% 44% 49% 47% 51i% 50% 62% 52% 54% 48% 49% 48% Sl% 52% 49% 50% 48% 45% 90% 41% 30% 25%

{3) AGREE SOMEWHAT 182 184 168 179 201 141 76 65 13 24 59 17 51 71 72 €1 5 153 142 151 171 11 27 107 1z
36% 41% 36% 3B% 44% 37% 39% 35% 32y 32% 35% 42% 35% 36% 7% 36% 38% 40% 37% 8% 44% 8% 50% 48% 48%

{2} DISAGREE SOMEWHAT i3 12 g 12 10 1z 8 4 1 2 3 - 5 7 6 6 - 11 8 1z 6 - - 11 2
3% 3% 2% 3% 2% 3% 4% 2% 2% 3% 2% 3% 4% 3% 4% 3% 2% 3% 1% 5% 8%

{1} DISAGREE STRONGLY 2 2 1 4 3 2 2 - - - 1 - 2 - - 2 - 2 1 a 3 - - - 2
* * * 1% 1% 1% 1% 1% 1% 1% * * 1% 1% 8%

BOTTOM 2 BOX 15 14 10 16 13 12 10 a 1 q - 7 7 3 8 - 13 2 le 9 - - 11 4
———————————— 3% 3% 2% 3% 3% 2% 5% 2% 2% 3% 2% 5% 4% a% 5% 3% 2% 4% 2% 5% 16%

KEITHER 18 & 16 6 15 15 5 10 il 1 7 7 B 8 7 - 6 1sa 6 12 2 2 10 2
4% 1% 4% 1% 3% 1% 3% 5% 2% 1% 4% 5% 1% 4% 4% 2% 4% 1% 3% 1% 4% 5% 33

DON®T KNOW / REFUSED a3 zB 38 41 27 25 14 11 5 2 11 2 10 13 le T 1 22 29 33 22 2z 3 26 1
7% &% 8% 8% 6% T 7% 6% 13% 1% €% 5% T% 7% 8% % 8% 8% 7% 8% 33 1% 5% 12% 3%

MERN 3.52 3.49% 3.53 3.49 3.45 3.50 3.45 3.56 3.56 3.61 3.55 3.56 3.47 3.51 3.52 3.49 3.58 3,49 3.53 3.48 3.46 3.92 3.45 3.30 3.01

8.D. p.59 0.58 0.56 0.61 0.58 0.60 0.64 ©0.54 0.56 0.55 0.57 0.50 0.5 0.58 0.56 0.64 0.52 0.59 0.55 0.62 0.58 0.27 0.50 0.58 0.87

5.E. 0.03 (.03 ©0.03 D.03 0.03 ©0.03 0.05 0.04 0.10 0.06 0.05 0.08 0.06 0.04 0.02 0.05 0.15 0.03 ©.03 ©0.03 0.03 0.02 0.07 0.04 0.1%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.68 AGREEMENT WITH ATTRIBOTES DESCRIBING OPERATIONS SIDE OF VERIDIAN CONNECTIONS:

BRSED ON TOTAL RESFONDENTS

UNWTD. TOTAL

WTD. TOTAL

AGREE STRONGLY

{3

AGREE SOMEWHAT
{2) DISAGREE SOMEWHAT
{1) DISAGREE STRONGLY
BOTTOM 2 BOX

CON'T XNOUW / REFUSED

5.D.
S.E.

TIME OF USE CONTRCTED PROEBLEM RECENT
BILLING HYDRO? SOLVED? EXFERIENCE
TOTAL YES NO YES HO YES RO s VD3
451 35 2 83 368 T3 10 39 3
451 38 8 B2 368 74 9 e 6
100% 1l06%  I00% 100%  100% 100% 100% 100%  100%
387 30 T 87 320 59 7 a5 a
86% 85% aT% BO% 87% B1% 79% BS% E8%
224 16 3 4l i83 38 3 26 -
S0% 45% 37% 49% 50% B2% 27% 6EY
182 14 4 26 136 21 5 8 4
36% 40% 50% 31% 37% 28% 52% 23% 68%
13 3 - 4 5 2 2 1 2
3% 9% 5% 2% 3% 21% 3% 32%
2 - - - 2 - - - -
* 1%
15 3 - 4 11 2 2 1 2
3% 9% 5% A% 3% 21% A% 2%
16 % - 5 11 5 - 2 -
4% 3% 6% 3% 7% 5%
a3 1 1 7 26 T - 1 -
7% L4 13% 8% T% 9% 3%
3.52 3.38 3.43 3,52 3.52 3.59 3.07 3.69 2.68
0.59 0.66 0.54 0.61 0.58 0.56 0.73 0.53 9.51
0.03 0.1z 0.20 0.07 0.03 0.07 0.24 0.09 0.21

MARCH 28

- APRIL 11,

DELTVERS ON ITS SERVICE COMMITMENTS TO CUSTOMRRS

TIME SINCE CONTACT
(MONTHS)

4 18

4 16
100% 100%

4 1z
100% 80%

4 8
100% 49%

- S
32%

- 3
20%

4.00 3.61

0.00 0.51

0.00 0.1«

RCCESS

WEEBSITE

2013

Pag= 71

COMMERCIAL BILL PRYERS

18
100%

15
83%

9
S50%

33%

3
17%

3.60
0.51
0.13

38
100%

29
T6%

17
45%

12
31%

11%

11%
2
6%

3
7%

3.339
0.71
0.12

YES

83
100%

74
859%

44
53%

30
3%

[

5%

B

3.50
0.54
0.07

=]

NC

YES
271 19
271 12
100% 100%
231 1e
85% 84%
135 in
S0% 52%
96 ]
35% 2%
7 1
3% B¥
1 1
* 5%
8 2
LS 11%
3 1
3% S%
22 -
8%
.53 3.38
.58  0.85
S04 0.20

cow

NO

376 18
376 18
100% 100%
323 16
363 88%
190 11
50% 6O%
133 5
5% 28%
) 1
2% 6%
1 -
*
10 1
3% 8%
14 -
4%
2% 1
8% 6%
.54 13.57
.87 0.63
.03 0.15

2
100%

50%

1
50%

50%

50%

2.50
0.69
0.47

VERIDLAN COWNECTLONS
TRACKING

€8
100%

57
85%

36
S4%

21
31%

VB
@

[
&

8
12%

3.60
0.53
0.07

€8
100%

&0
89%

30
45%

7
10%

3.48
0.53
0.07

69
100%

&8
B84%

9
14%

3.53
0.&0
0.08

70
100%

38
87%

33

28
9%

3.55
0.50
0.06

68
100%

56
B3%

27
35%

-

6%

3.38
0.63
0.08



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.6P RGREEMENT WITH ATTRIBUTES DESCRIBING OPERATICHS S1DE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

TNATD ., TCTAL

WID. TOTAL

TOP 2 BOX

{4} AGREE STRONGLY

(3} AGREE SOMEWHAT

{2} DISAGREE SCMEWHAT

{1} DISAGREE STRONGLY

EBOTTOM 2 BOX

VERIDIAN CONNECTIONS
TRACKING

RESIDENTIAL RBILL PAYERS

ACCURATE BILLING

MARCH 28 - APRIL 11,

2013

ANNUAL PRE-TAX
HOUSEHOLD INCCME
- '0008

%

%

%

%

o

540-
<&70

75
100%

65
B87%

51
68%

15
20%

3.67
0.58

TOTAL 2012 2011 2010 2009 TOTAL MENW HOMEN <3540
451 452 4/2 467 454 384 198 186 40
451 452 162 467 454 383 197 186 40
100% 100% 100% 100% 100% 100% 100% 100% 100
4086 3isg 333 a87 208 343 175 168 38

S0% BE® BG&Y 93% 90% BS% 8B% 90% 95
271 238 2585 243 238 226 105 izl 24
60% 53% 55% 52% 52% 59% 53% 65% 59
135 149 la4 144 172 117 &8 a7 14
30% 333 3l1% 31% 38% 30% 35% 25% a5
1Q 23 14 14 g 10 5 5 -
2% 5% 3% 3% 2% 3% 2% 3%
3 5 1t 17 4 2 2 - -
1% 1% 2% 4% 1% 1% 1%
13 28 25 32 14 iz 7 -
3% 6% 5% 7% 3% 3% 3% 3%
] 12 4 7 g 9 & 3 2
2% 3% 1% 2% 2% 2% 3% 2% 5
23 26 32 40 24 20 10 10 -
5% 6% 7% 9% 5% 5k 5% 5%
3.61 3.50 3.52 3.46 3.52 3.60 3.53 3.67 3.63
0.57 0.66 0.68 0.75 0.60 0.57 0.61 0.53 0.2%
0.02 0.03 0.03 0.04 0.03 0.03 0.05 Q.04 0.08

0.07

70+

167
i00%

155
93%

103
62%

52
31%

7
4

2

3.64
0.50
0.04

AGE

HOUSEHOLD SIZE

VERIDIAN CONNECTICNS
TRACKING

Page 72

CUSTOMER LOYALTY GROUPS

18-34 35-54 55+

41
100%

38
93%

30
T3%

20%

2
5%

3.74
Q.50
0.08

144
100%

127
BB%

80
55%

47
3%

Wt

e

8
6%

3.56
0.61
0.05

2012 2011 2010 20

1-2 3-5 6+
195 197 1¢9 13 i85 3294 385
195 196 159 13 g 393 397
100% 100% 100% 100% 100% 100% 100%
175 171 157 11 323 342 334
0% 87% 93% d44% 84% 37% 84%
115 115 105 5 200 218 206
59% £9% 62% 45% 52% 56% 52%
60 57 53 5 124 123 128
a1y 29% 31% 39% 2% 1% 2%
& T 1 1 20 12 g
3% 3% 1% 7% 5% 3% 2%
- - - S g 1s
1% 1% 2% 4%
6 7 3 1 25 21 24
3% 3k 2% 7% 6% 33 33
4 € 3 - 12 4 7
2% 3% 2% 3% 1% 2%
10 i2 [ 1 25 26 a1
5% 6% 3% 8% 6% 7% 8%
3.60 3.51 3.62 3.41 3.49 3.52 3.47 3
0.55 0.56 0.B7 0.66 0.87 0.88 0.75 0O
D.04 0.04 0.05 ©0.18 0.04 0.04 0.0z O

STILL IN
SEC- FAVOR DIFF AT
08 TURE ABLE ERENT RISK
387 145 S5 220 25
ige 144 55 221 a5
100% 100% 100% 10D%  L00%
350 141 54 188 12
91% 58% 98% B5% T7%
207 130 37 9z 10
54% S0% 587% a2% 41l%
143 11 17 95 )
eV 8% 31% 43% 363
S - 1 & -
1% 2% 4%
4 - - 1 2
1% * 2%
) - 1 10 2
2% 2% 4% 8%
5 1 - & 1
1% 1% 3% 4%
22 2 - 1g 3
6% 1% 8% 10%
.54 3.92 3.65 3.42 3.28
-5B 0.27 0.52 0.60 0.91
.03 D.D2 0.07 0.04 D.20
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0.6B AGREEMENT WITH ATTRIBUTES DESCRIBING QPERATIONS SIDE OF VERIDIAN CONNECTIONS: ACCURATE BILLING
BASED ON TOTAL RESPONDENTS

COMMERCIAL BILL PAYERS

WORK ==
TIME GF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTRCT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? BXPERIENCE {MOWTHS) WEBSITE = THACK (NG
s====sssocammas VERY VERY VERI- ===coccc=m—ccmoman
TOTAL YES KO YES NO YES KO vs vD8 12+ 7-12 4-6 <3 YRS  NO TES HO SUPP UNSUP DIAN 2012 2011 2010 2009
UNWID. TOTAL 451 35 8 83 368 73 10 39 [ 4 16 18 38 83 271 19 3786 18 2 67 67 66 72 67
WID. TOTAL 451 35 a 83 368 TE g 35 [ 4 16 18 38 83 271 13 376 13 2 68 68 69 70 68

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 406 32 3 74 332 66 8 37 & 4 15 17 33 75 244 1é 339 17 1 63 63 57 53 58
********* S0% 91% 75% 29% S0% 89% 20% 95% 100% 100% 94% 94% 268% 1% 0% B4% 0% a5 50% 93% 93% g3% T6% 85%

{4) AGREE STRONGLY 271 17 3 sa 218 48 5 29 3 4 12 12 23 58 164 12 231 11 - 14 38 37 36 29
60%  48%  37%  64% S9%  65% 58%  75%  49% 100% 75% 67% 61% 70%  61% 63% 6l%  61% 66% 56% 53%  52%  43%
(3} MGREE SOMEWHAT 135 15 3 21 114 18 3 8 3 - 3 5 10 17 30 4 108 I3 1 19 25 21 17 25
30% 43% 38%  26% 31%  25%  32% 20% 9% 19% 27y 27%  21%  29%  21%  29%  34%  S5C% 27%  37%  30%  24%  43%
(2} DISAGREE SCMEWHAT 10 2 1 3 7 3 - - - - 1 1 1 1 1 1 1 - 3 2 s 4
2% 6% 13% 3% 2% 4% 6% €% 2% 5% = 5% 2% 5% 50% 4% % 7% 6%
(1) DISAGREE STRONGLY 3 - - 1 2 - 1 - - - - - 1 2 1 1 2 - - 1 - 2 2
1% 1% 1% 10% 2% 2% * 5% 1% 1% 3% 3% 1%
BOTTOM 2 BOX 13 2 1 I 9 3 1 - - - 1 1 2 3 2 2 8 1 1 1 3 4 7 5
777777777777 3% 6%  13% 5% 2% 4% 10% 6% 6% 5% 7% 1% 11% 2% 5% S0% 1% 1% 6% 11% 7%
NEITEER 9 - - 1 8 1 - - - - - - 1 - 7 - 9 - - - - - - 4
2% 1% 2% 1% 3% 3% 2% 6%
DON'T KNOW / REFUSED 23 1 1 1 18 4 - 2 - - - - 2 2 18 i 20 - - 1 1 8 9 2
5% 3% 13% 5% 5% 5% 5% s% 2% 7% 5% 5% 5% 2% 11%  13% 2%
MERN 3.61 3.44 3.28 3.62 3.61 2.65 3.39 3.79 3.4%9 4.00 3.68 3.61 3.59 3.62 3.66 3.50 3.64 3.56 2.50 3.67 3.53 3.50 3.44 3.38
s.o. 0.57 0.61 0.76 0.62 0.56 0.56 0.95 0.42 0.55 0.00 G6.60 0.61 0.68 0.69 0.51 0.86 0.55 0.61 0.69 0.56 0.59 ©.73 0.81 0.6%
S.E2. 0.03 ©0.10 0.29 0.07 0.03 0.07 0.31 0.07 0.2z 0.00 ©.15 ©0.14 0.11 0.08 ©0.03 0.20 0.03 0.14 0.47 0.07 0.07 0.05 O0.10 0.08



(.68 AGREEMENT WITH ATTRIEUTES DESCRIBING OFERATIONE SIDE OF VERIDIAN CONNECTIONS:
BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WID. TOTAL

AGREE STRONGLY
{3} ROREE SOMEWHAT
t2)

DISAGREE SCMEWHAT

(1) DISRAGREE STRONGLY

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRN COMNECTIONS MARCH 2B

(ULCKLY HANDLES OUTAGES RND RESTORES POWER

RESIDENTIAL BILL PAYERS

- APRTIL 1

i, 201

3

Page 74

ANNUAL FRE-TRY
EOUSEHOLD INCUME
VERIDIAN CORNECTIONS - '0nos

VERIDIAN CONNECTICNS ==

COSTOMER LOYALTY GROUPS

STILL IN

TRACKING BOUSEHOLD SIZE TRACKING
P $40- = ==== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEH WOMEN <540 <370 %70+ 1B-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 20083 URE ABLE ERENT RISK
451 452 462 467 454 384 198 186 40 76 167 41 laa 195 197 163 13 385 396 395 an? 145 Eb 220 25
451 452 462 467 454 B3 197 ige 40 75 167 41 144 185 196 163 13 38a 393 337 386 lad 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100%
320 372 396 413 391 333 165 167 3¢ 689 la7 38 1zg 163 162 153 12 314 336 343 333 140 49 180 17
BE% 82% 86% B88% BEY 37% g4% S0% 0% 92% B88% 93% 89% B4% 83% G1% 92% B2Y% 85% 98% BE% 97% 29% §2% 68%
250 246 258 261 237 208 7 111 27 44 94 29 79 95 103 95 5 212 216 221 200 125 24 g9 11
55% LT e 56% 56% 52% 54% 49% 60% 67% 5BY¥ 56% 1% 55% 51% 52% 58% 3iB% 55% S55% 56% 52% B6% a4y 40% 23%
140 127 138 151 154 124 68 56 9 25 53 S 439 64a &0 Sa 7 102 119 iz9 133 1s 25 NS &
31% 28% 30% 32% 34% 32% 34% 0% 22% 34% 2% 22% 4% 33% 30% 32% 54% 27% 0% 32% 35% 11% 45% 41% 25%
20 20 12 7 hiv 17 15 2 2 - 5 1 7 g 12 5 - 15 g 5 g - - is 4
4% 4% 3% 2% 3% 4% 8% 1% 5% 3% 2% 5% 5% 6% 3% 5% 2% 1% 2% 7% 16%

4 15 a 5 11 4 2 2 - 2 - - - 4 1 3 - 15 a 5 8 - - El 1
1% 3% 1% 1% 2% 1% 1% 1% 3% 2% * 2% 4% 1% 1% 2% 1% 4%

25 el 16 12 23 21 17 2 2 1 13 13 g - 33 1z 10 18 - - 12 5
5% 8% 3% 3% 5% 5% 2% 2% 5% 3% EL3 2% 5% 7% T% 5% 9% 3% 2% 5% 9% 20%

13 2 18 5 11 1z 5 7 1 2 4 1 6 5 E:| 4 - 8 18 a 3 1 2 8 -

3% 2% 4% 2% 2% 3% 3% 4% 3% 3% 2% 2% a% 3% 4% 2% 2% 5% 2% 2% i¥ 4% 4%

29 35 32 33 P 1B 10 8 1 2 11 2 3 14 13 4 1 29 27 23 26 3 4 14 3
5% BY 7% % 6% 5% 5% 4% 3% 2% TE 2% 2% 7% 7% 2% 8% 7% 7% 7% T 2% 7% &% 12%
3.53 3.48 3.58 3.5 3.49 3.52 3.43 3.61 3.66 3.56 3.58 3.72 3.53 3.46 3.51 2.54 3.41 3.47 3,58 3.57 3.50 3.89 3.49 3.34 3.22
0.64 0.76 D.60 0.59 0.68 0.64 0.69 0.58 0.58 0.85 0.5 0.51 0.50 0.70 0.65 0.65 0.51 0.78 ©0.58 ©0.60 0.67 0.31 0.51 0.3 0.32
0.03 0.04 0.03 0.03 0.03 0.03 0.05 0.04a 0.09 0.08 0.05 0.08 0.05 0.05 0.05 0€.05 0.15 0.0a 0.03 0.03 0.04 0.03 Q.07 0.05 0.20
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0.6B AGREEMENT WITH ATTRIBUTES DESCRIBING OPERATIONS SIDE OF VERIDIZN CONNECTIONS: QUICKLY HANDLES QUTAGES AND RESTORES POMWER
BASED ON TOTAL RESPCNDENTS

COMMERCIAL BILL PAYERS

TIME QF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLIRG HYDRO? S0LVED? EXPERIENCE {MDNTHS) WEBSITE METEER DATA TRACKING

VERY VERY VERI-
TOTAL YES NO YES NOQ YES NO 5 vDs 12+ 7-12 4-6 <3 YES NO YES NO SUPP UNSUF DIAN 2012 2011 2010 2009

UNWTD. TOTAL 451 35 a8 B3 364 73 10 39 ] 4 18 18 38 83 271 13 37¢ 18 2 67 &7 66 T2 67

WTD. TOTRL 451 35 a8 83 3e8 74 9 39 4 4 1% 1g 38 83 271 19 378 ig 2 68 68 69 70 &8
100%F 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 330 28 & 66 324 59 & 34 3 2 11 15 23 71 234 i8 324 i7 1 58 5% &0 63 58
————————— B6% 79%  100% 79% 88% 813 69% 87% 51% 1Q0% 69% 83% T6% 8e% 8e% 95% 86% 94% 50% 85% B7% B6% 20% 85%

{4} AGREE STRONGLY 250 17 3 Al 209 36 S 26 2 a3 8 7 21 a7 144 13 208 14 1 41 34 42 41 37
5o% 48% 76% 49% 57% 49% 50% &8% 24% 8% 43% 39% 5h% S7% 54% 6a% 55% TB% 50% 61% 50% 60% 58% 55%

{3} AGREE SOMEWHAT 140 11 2 25 115 23 2 8 1 1 3 a a 24 88 5 115 3 - 1l& 25 18 23 21
3% 31% 24% 30% 31% 32% 19% 20% 16% 22% 20% 44% 21% 29% 33% 27% 31% le%® 24% 3% 6% 2% 30%

(2] DISAGREE SOMEWHAT 20 4 - 7 13 S 2 - 1 - 2 1 4 8 9 1 15 1 - 3 2 3 2 3
4% 12% 9% 4% 7% 21% 16% 13% 6% 11% TE 3% 5% 4% 5% 5% 2% 5% 3% 5%

{1) DISAGREE STRONGLY 4 1 - 3 1 Z 1 1 2 - - - 3 2 1 - 3 - 1 - 1 1 - 2
1% 3% 4% * 3% 10% 3% 33% 8% 2% * 1% 50% 1% 1% 3%

BOTTOM 2 BOX 24 5 - io 14 7 3 T 3 - 2 1 T 8 10 1 18 1 1 3 2 4 2 s
———————————— 5% 15% 12% 4% 10% 31% 3% 49% 13% 5% 19% 10% iy 5% 5% 6% S0% 5% a% 6% 3% 8%

NEITHER 13 1 - 3 10 3 - 1 - - 2 1 - 2 g - 12 - - 1 1 - - 2
3% 3% 4% A% 4% 3% 13% 6% 2% 3% 3% 1% 1% 3%

DON'T ENOW / REFUSED 24 1 - 4 20 4 - 3 - - 1 1 2 2 19 - 22 - - 6 & 6 5 2
5% 3% 5% 5% 5% 8% &% 6% 5% 2% 7% 6% 9% 9% g% 7% 3%

MEAN 3.52 3.32 3.76 3.36 3.57 3.40 3.09 3.69 2.52 3.78 3.44 3.37 3.30 3.47 3.55 3.63 3.54 3.71 2.50 3.63 3.50 3.58 3.59 3.47

5.D. .64 0.83 0.46 0.82 0.56 0.77 1.11 0.64 1.38 0.43 ©0.78 0.62 0.98 0.75 0.59 0.60 0.62 0.59 2.06 0.59 0.62 0.65 0.5 0.76

S5.E. $.03 0.14 0.1 0.09 0.03 0.0% 0.36 0.11 0.57 0.24 0.22 0.15 0.1 0.08 0.04 0.4 0.03 0.14 1.42 0.08 0.08 0.08 0.07 0.10



2013 SIMUL/ULIlityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.6B AGREEMENT WITH ATTRIBUTES DESCRIBING OPERATIONS SIDE OF VERIDIAN CONNECTIONS:

HASED ON TOTAL RESPONDENTS

TEWID. TOTAL
WID. TOTAL

BAGREE STRONGLY
{3) AGREE SOMEWHAT
(2) DISAGREE SOMEWHAT
DISAGREE STRONGLY

1)

BOTTOM 2 BOX

VERIDIAN CONNECTIONS
TRACKING

451
100%

235
52%

156
35%

1B%

oW

o

3
13

64
14%

149
33%

3.e4
0.51
0.03

452
100%

388
86%

257
57%

131
25%

13
3%

13
3%

38
S%

3.80
0.58
0.03

24
S%

a7
10%

3.83
0.52
0.03

3.
o.
0.

467
100%

393
B4%

242
h2%

154
2%

14
3%

53
1i%

2]
5%
03

454
100%

13
3%

35
B%

57
12%

RESIDENTIAL BILL PRYERS

MARCH 28 - APRIL 11, 2013

Page 7&

MAKES ELECTRICITY SAFETY A TOP PRIORITY FOR EMELOYEES RND CONTRACTORS

ANNUAL PRE-TAX
HOUSEHOLD THCCME
'Qoo

383
100%

190
49%

124
32%

66
17%

3
1%

59
15%

132
34%

WOMEN <540
198 184 20
197 186 E)
100% 100% 100%
99 91 24
50% 49% 60%
62 61 a8
32% 33% 45%
36 30 6
18% 16% 1s5%
2 1 1
1% 1% 2%
2 1 1
1% 1% 2%
26 33 4
13% 18% 10%
71 €1 11
3% 33w 2B%

3.49 3.63 3.a80

0.62
0.03

0.52
0.04

0.53

5

5420-
<570

75
100%

49
66%

30
39%

20
26%

1B
24%

VERIDIAN CONNECTIONS

CUSTOMER LOYRLTY GROUPS

£70+

18-34 35-54 55+

157
100%

76

53

32%

22
13%

1
1%

ao
18%

61
36%

41
100%

24
68%

i8
44%

10
24%

10%

9
22%

3.66 3.68 3.57 3.68 3.64

0.50

0.56

0.05 Q.05 0.11

0D.54
0.08

0.50
0.06

0.49
0.09

144
100%

&7
47%

43
30%

24
17%

25
17%

36%

HOUSEROLD SIZE TRRCKING STILL IN
=== S5BC- FAVOR DIFF AT

1-2 3-5 S+ 2012 2011 2010 2009 TURE ABLE ERENT RISK

185 157 1&8 13 385 396 395 387 145 55 220 25
125 196 168 13 384 383 397 386 144 55 221 Z5
100% 100% 100% T0D% 100% 100% 100% 100% 100% 100% 100% 100%
93 a8 95 5 331 327 336 301 104 24 51 13
48% 45% 56% 39% 86% 83% BS% 78% 73% 43% 41% 53%
52 61 58 3 220 216 209 166 90 11 47 7
2% 31% 35% 24% 57% 55% 53% 43% 62% 19% 21% 23%
31 27 386 2z 111 111 127 135 1= 13 44 [
16% 14% 21% 1h% 29% 28% az% 35% 10% 24% 20% 23%

3 3 - - 7 5 3 7 - - 2 1
2% 1% 2% 1% 1% 2% 1% 4%

- - - - 4 1 3 3 - - - -

15 = 1% 2%

3 3 - - 11 6 & 13 - - 2 1
2% 1% 3% 1% 1% 3% 1% 4%

30 30 25 3 12 23 13 28 10 10 4D 2
16%  15% 15% 22% 3% 6% 3% 7% 7% 19% 18% &%
69 78 a5 b5 30 37 a2 44 30 21 BB 5
35% 39%  29% 39%  B% 6% 11%  12%  21%  38%  40%  35%
3.61 3.64 3.62 3.61 3.60 3.63 3.5 3.47 3.8B6 3.45 3.48 3.45
0.55 0.55 0.42 0.54 0.59 0.52 0.55 0.64 0.35 0.51 0.54 O0.&5
0.06 ©0.06 ©.05 0.24 0.03 0.3 0.03 ©0.04 0.03 0.10 0.06 ©0.17



.68 RGREEMENT WITH ATTRIBUTES DESCRIBING OPERATIONS SIDE QF VERIDIAN CONNECTIONS:

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONMECTIONS

BASED ON TOTAL RESPONDENTS

MARCH 28

- APRIL 11, 2013 Page 77

MAXES ELECTRICITY SAFETY A TOP PRIORITY FOR EMFLOYEES AND CONTRACTORS

COMMERCIAL BILL PAYERS

WORK
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTTONS
BILLING HYDROT SOLVED? EXPERIENCE (MONTHS} WEESITE HMETER DATA == TRACKING
=== VERY VERY VERI- e -
TOTAL YES NO YES NO YES ROQ Vs VDS 12+ 7-12 4-% <3 YES NO YES NO SUPF UNSUP DIAW 2012 2011 201¢ 20
UNWTD. TOTAL 451 35 8 83 368 73 10 32 [ 4 16 pk:} 38 83 271 19 376 18 2 67 67 €6 72
WTD. TOTAL 451 35 8 83 368 T4 9 39 6 4 18 18 38 83 271 19 378 18 2 68 68 ] 70
100% 100% 100% 100% 100% 2100% 1I00% I00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOF 2 BOX 235 24 3 43 192 37 3 25 3 3 6 11 139 41 1490 11 133 10 2 45 57 57 57
————————— 52¥% 69% 3B% 52% 52% 51% 60% 64% Si% 8% 37% 62% 50% 49% 52% 58% 51% 55% 100% 68% Ga% B2% Bl%
{4} AGREE STRONGLY 1586 i3 2 27 128 24 3 17 - 2 3 a 13 29 93 9 129 8 1 33 38 37 33
35% 37% 25% 32% 35% 33% 28% 43% S3% 17% AR% 4% 35% 34% 47 34% 4% 50% 4B¥% Bd% 53% 4T%
{2} AGREE SOMEWHAT 75 11 1 lé& a3 i3 3 8 3 1 3 3 3 12 47 2 64 2 1 13 20 20 24
18% 32% 13% 20% 17% 18% 32% 21% 51% 25% 19% 16% 16% 15% 17% 11% 17% 11% 50% i9% 30% 28% 3a%x
{2) DISAGREE SOMEWHAT 3 1 - - 3 - - - - - - - - - 1 - 2 - - - 1 1 -
1% 3% 1% * 1% 2% i%
(1} DISAGEEE STRONGLY - - - - - - - - - - - - - - - - - - - - - - 2
. 2%
BOTTOM 2 BOX E] 1 - - 3 - - - - - - - - - 1 - 2 - - - 1 1 2z
____________ 1% EES 1% * 1% 2% 1% 2%
NEITHER 54 6 - 10 54 10 - 4 - - [ 1 3 10 43 2 =13 2 - 5 1 2 1
143 17% 12% 15% 14% 10% 39% 6% BY% 12% 16% 11% 15% 11% 2% 2% 2% 1%
DON'T KWOW / REFUSED 149 4 5 ac 119 26 4 10 3 1 4 6 16 32 88 [ 124 6 - 17 8 10 11
33% 11% 62% 36% a2y 6% 40% 26% 49% 22% 25% 33% 42% 38% 32% 32% 3% 3% 25% 12% 15% 16%
MERN 3.64 3.48 3.67 3.62 3.5 3.65 3.47 3,68 3.00 3.68 3.47 .74 367 3,71 I3.65 3.8B2 3,85 3.80 3.50 3.71 3.60 3.3 3.51 3
5.D. 0.51 0.58 (.58 ©0.49 ©0.51 ©0.48 0.55 0.2 0.00 0.57 0.55 0.46 0.48 0.46 0.45 0.41 O0.50 0.42 0.69 0.46 0.54 0.52 0.65 0
S.E. 0.03 0.12 0©0.32 0.07 0©0.04 ©0.08 ©0.23 0.10 ©0.00 ©0.33 0.23 0.14 0.11 0.07 0.04 0.12 0.04 0,13 0.47 0.07 0.07 0.07 . 0.08 0
~ v N g \ & \ ) ~ ST -~ - . - - P E -

05

&8.
100%

45
T2%

31
46%

18
6%

7
10%

12
18%

.64
-49
.07



Q.6B AGREEMENT WITH ATTRIBUTES DESCRIBINCG GPERATIONS SIDE OF VERIDIAN CONNECTIONS:

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WID. TOTAL

AGCREE STRONGLY

{3}

ACREE SOMEWHAT

(z

DISAGREE SOMEWHAT

DISARCREE STRONGLY

DON'T KNOW / REFUSED

5.D.
5.E.

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIAN CONNECTIONS

TRACKING

TOTAL 2012 2011 2010

451 452 462 467
451 452 162 467
100% 100% 100% 100%
296 328 289 313
66% 73% 63% 67%
178 192 178 162
40% 43% 38% 35%
117 135 111 151
26% 30% 24% 32%
& 7 7 a
1% 1% 2% 2%
4 5 5
* 1% 1% 1%
2 11 12 13
2% 2% 3% 3%
51 30 48 24
11% % 10% 5%
56 g4 1iz2 117
21% 15% 24% 25%
3.55 3.53 32.53 3.44
0.57 0.60 0.63 0.82
0.03 0.0 0.04 0.032

2002 TOTRL MEN

HESIDENTIAL BILL PAYERS

MARCH 28 - APRIL 11,

2013

USES RESPONSIBLE BUSINESS FRACTICES WHEN (OMPLETING WORX

ANNUAL FRE-TRX
HOUSEHOLD INCOME

- 10008
$40-
WOMEN <$40 <370
384 198 188 an 76
383 197 186 ap 75
100% 100% 100% 100% 100%
245 127 118 26 59
64%  64% G3%F  65%  78%
144 66 78 13 38
38%  33%  42%  32%  50%
101 61 10 13 21
26% 31%  21%  32%  28%
5 1 1 1 1
¥ 2% * 2% 1%
2 2 - - -
1 1%
7 3 1 1 1
2% 3% * 2% 1%
a9 19 30 3 6
13%  10%  16%  15% 8%
82 a5 37 7 10
21%  23%  20%  18%  13%
3.5¢ 3.44 3.65 3.44 3.62
0.58 ©0.63 0.50 0.58 0.52
0.04 0.05 0.05 0.1I 0.07

VERIDIAN CONNECTIONS
TRACKING

HOUSEHOLD SIZE

$70+ 18-34 35-5%

1487
1003

112
7%

X}
8%

49
29%

oW
o

20
12%

32
15%

3.51
0.81
0.06

3.
0.
G.

4l
100%

31
83%

54
56
)

144
100%

83
2%

46
32%

42
29%

[

o

17
12%

35
24%

3.45
0.64
0.07

155
io00%

120
62%

77
39%

44
22%
3

2%

3
2%

30
16%

4%
21%

3.60
0.54
0.05

196
100%

120
61%

78
40%

42
22%

3.61
0.54
0.05

3

0.
0.

1%
100%

112
&7%

&3
37%

b1
30%

[N
o

19
11%

32
19%

-48
&3
06

13
lo0%

7%
1
30%

3.38
Q.52
0.18

384
100%

276
2%

164
43%

393
100%

127
I7%

25%

397
100%

261
£6%

123
2%

132
33%

Page 78

CUOSTOMER LOYALTY GROUPS

STILL IN
FAVOR DIFF AT
2012 2011 2010 2009 TRE ABLE EBRENT RISK

SEC-

145 55 220 25
144 55 221 25
100% 100% 100%  100%
120 35 125 11
54% 63% 57% 45%
98 23 53 3
6B%  41%  24%  13%
22 12 T2 ]
15%  22%  33%  32%
- - 4 2z
2% 8%
- - - 2
8%
- - 4 4
2% 18%
7 7 3z 3
5%  13%  15%  12%
17 i3 60 7
12% 24% 27% 27%
3.82 3.65 3.38 2.81
.39 0.48 0.55 0.95
0.04 0.08 0.05 0.25
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Q.60 AGREEMENT WITH ATTRIBUTES DESCRIBING CPERATIONS SIDE OF VERIDIAN CONNECTIONS: USES RESPONSIBLE BUSINESS PRACTICES WHEN COMPLETING WORK
BASED ON TOTAL RESPONDENTS

COMMERCTIAL BILL PAYERS

TIME OF USE CONTACTED PRCBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEEBSITE METER DATA TRACKING

TOTAL YES HO YES RO YES NO Vs DS 12+ 7-i2 4-6 <3 YES NO YES O SUPP UNSUGP DIAN 2012 2011 201¢ 2008

UNWTD. TOTAL 451 35 8 83 368 73 10 39 [ 4 14 18 38 g3 271 19 176 18 2 67 67 3] 72 -

WID. TOTAL 451 as 8 83 368 T4 ] 39 3 4 16 18 34g a3 271 19 376 18 2 [3:) 2] 3] 70 -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1900% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 296 28 5 55 241 48 7 28 T4 3 10 16 22 sS4 174 14 240 13 1 51 51 44 51 -
————————— G6¥ 30% 62% 66% 65% 66% 1% 72% £8% 78% 61% 83% SBY 65% 64% 3% 84% T2% 50% 75% T6% G4¥ 73%

(4} BAGREE STRONGLY 178 16 3 36 143 33 3 23 R 3 5 11 15 38 104 10 las 9 - .34 29 31 33 -
40% 45% 36% 43% 35% a5% 29% 59% 78% 29% &1% 35% A3% 3%9% 52% 38% 4a9% 51% 42% 44% 47y

{3) RGREE SOMEWHAT 117 12 2 158 S8 15 4 s 4 - 5 5 7 18 70 4 95 4 1 16 23 13 139 -
25% 35% 26% 23% 27% 21% 42% 13% 68% 2% 28% 19% 22% 26% 21% 25% 22% 50% 24% 33% 19% 27%

{2} DISAGREE SOMEWHAT 6 1 - 2 4 2 - 1 - - - 2 - 5 - 5 1 - 1 2 2 2 -
1% 3% 3% 1% 3% 3% 6% 2% 1% 6% 2% 3% 2% 2%

{1} DISAGREE STRONGLY 2 - - - 2 - - - - - - - 2 - 2 - - - - 2 2 -
* 1% 1% 1% 2% 2%

BOTIOM 2 BOX 8 1 - 2 G 2 - 1 - - - - 2 7 - 7 1 - 1 2 3 3 -
———————————— % 3% 3% 2% 3% 3% &% 3% 2% 8% 2% 3% 5% 5%

NEITHER 51 4 - 7 44 7 - 3 - - 4 - 3 3 35 1 46 1 - 2 3 - 1 -
11% 12% 9% 12% 10% a% 26% 8% 7% 13% 5% 12% 6% 3% 4% 1%

DON'T XNCW / REFUSED 96 2 3 13 77 16 3 7 2 1 2 2 11 23 55 4 83 a 1 14 11 22 15 -

21% G¥ 38% 23% 21% 2% 29% 8% 3z2% 22% 13% 11% 9% 28% 20% 21% 22% 16% 50% 21% 17% 32% 21%

MERN 3.55 3.51 3.58 3.59 3.55 3.61 3.41 3.75 3.00 4.00 3.48 3 68 3.52 3I.66 3.53 3.71 3.55 3.55 3.00 3.64 3.49 3.55 3.51 -
5.D. 0.57 0.58 0.55 0.57 0.57 0.58 ©0.53 0.52 0.00 0.00 0.53 0.48 0.67 0.48 0.61 0.47 0.5 ¢.66 0.00 0.53 0.58 0.72 0.70
5.E. 6.03 0.11 0.25 D.0E 0.04 0.08 ©€.21 O.L0 ©0.00 0.00 ©0.17 0.12 0.I4 0.06 0.05 0.13 0.04 0.17 0.00 0.07 0.03 0.11 0.09
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Q.68 AGREEMENT WITH ATTRIBUTES DESCRIBING OFERATIONS SIDE OF VERIDIAN CONNECTIONS:

BRASED (ON TOTAL RESPONDENTS

UNWID. TOTAL

RTD. TOTAL

{4) BGREE ETRONGLY

(3} AGREE SOMEWHAT

{2} DISAGREE SOMEWHAT

{1} DISAGREE STRONGLY

VERIDIAN COWNECTIONS
TRACKING

TOTAL 2012 32011 2010 2008

451 -
i00%

311 -
&5%

158 -
35%

153 -
3%

2%

28 -
6%

RESTIDENTIAL BILL PAYERS

MARCH 28 - APRIL 11, 2013

18 EFFICIENT AT MANAGING THE HYDRO BELECTRIC SYSTEM

RANNURY, PRE-TAX
HCUSEHCLL: INCOME
- 000

S

TOTAL MEN WOMEN <540
384 198 1s6 40
383 197 186 40
100% 100% 10D% 100%
258 iz27 131 27

6TY 64% T0% 67%
130 58 72 19
34% 30% 39% a7%
128 69 59 B
33% 35% 32% 20%
1é 9 7 1
4% 5% 4% 2%
S 4 5 1
2% 2% 3% 2%
25 13 1z 2
7% 7% 6% 5%
31 1€ as 4
8% B% B% 10%
653 41 2B 7
18% 21% 15% 18%
3.34 3.29 3.38 3.55
0.73 0.72 0.74 0.74
0.0a 0.06 0.06 0.14

HOUSEHOLD SIZE

VERIDIAN CONNECTIONS
TRACKING

1B-34 35-54 55+

41
i00%

35
85%

22

12
32%

5
lz2%

3.863
0.49

<$70 $70+
76 167
75 167
100% 100%
57 116
76% 69%
29 59
38% 35%
28 57
38% 34%
2 4
3% 2%
a 2
6% 1%
[ [
8% a%
5 12
6% 8%
7 32
9% 19%
3.29 3.41
0.82 0.e64
0.10 0.06

0.0B

144
100%

98
6B%

45
32%

36%

13
9%

11
B%

22
i5%

3.25
0.78
0.07

195
100%

122
3%
62
32%

€1
31%

L]
'

1z
3]

19
10%

4al
21%

3.34
0.73
0.06

126
100%

120
£1%
62
31%

58
30%

ww
o

3.37
0.68
0.08&

3-5 6+ 2012 2011 2010 2009
159 13 - - -
169 13 - - -
100% 100%

126 8 - - -
T4% 61%
66 3 - - -
39% 23%
60 5 - - -
36%  39%
7 - - - -
4%
7 - - - -
4%
14 - - - -
8%
10 2 - - -
6%  15%
19 3 - - -
11%  24%
3.32 3.37 - - -
0.7% 0.52
6.07 0.18

Page 80

COSTOMER LOYRLTY GROUPS

SEC-

STILL IN
FAVOR DIFF AT

TRE ABLE ERENT RISK

144
100%

124
26%

58
68%

27
18%

=
o

[

(LIRS
a0

12
8%

3.76

0.0a

55
100%

35
€4%

10
18%

26
47%

4
7%
12

23%

3.15
0.63
0.10

221
100%

138
61%

49
22%

86
9%

20
9%

49
22%

3.18
0.71
0.06

25
100%

14
55%
10%

11
45%

28%
2
8%

z
8%

2.59
0.97
0.21
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(.6B AGREEMENT WITH ATTRIBUTES DESCRIBING OFERATIONS SIDE OF VERIDIAN CONNECTIONS: IS EFFICIENT AT MANAGING THE HYDRO ELECTRIC SYSTEM
BASED ON TOTAL RESPONDENTS

COMMERCIAL BILL PAYERS

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE
TOTAL YES  NO YES MO YES MO vs VDS 12+ 7-12 4-6 <3 YES NO

VERIDIEN CONNECTIONS
TRACKING

2012 2021 2010 20408

THWID. TOTAL 451 35 B8 83 3se 73 o 29 6 4 16 i8 38 83 271 19 376 18 2 67 - - - -
WID. TOTAL 251 35 B B3 le8 74 ] a9 & 4 16 12 38 a3 271 19 376 18 2 68 - - - -
1060% 100% 100% 100% 100% I00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 311 28 S 51 2560 44 & 26 4 3 10 12 21 690 183 iz 260 12 1 53 - - - -
fffffffff 69% 80% 63% 61% T1% 40% 69% 66% 6B% 75% 62% 67% 55% 2% 6B¥ 63% 69% E6% 50% 19%
{4) AGREE STRONGLY 158 i0 1 30 129 26 3 19 - 3 4 a 13 33 394 8 137 8 - 28 - - - -
5% 283 1a% 36% 35% 35% 37% 48% 5% 23% 45% 4% 4G% 35% 42% 38% 44% 42%
{3) AGSREE SOMEWHAT 153 18 4 21 131 18 3 7 4 - ) 4 a 27 89 4 124 4 1 25 - - - -
3a% 52% 49% 25% 35% 25% 32% 13% 58% 39% 22% 21% 32% 3% 21% 22% 213% 50% 37%
{2) DISAGREE SOMEWHAT 17 1 - 3 14 2 1 1 - - - 1 2 2 13 2 1z - - 1 - - - -
1% 3% 4% i% 3% 10% 33 6% 5% 2% 5% 11% 3% 1%
{1} DISAGREE STRONGLY 11 1 - 1 10 1 - - - - - - 1 4 6 1 El - 1 2 - - - -
2% 3% 1% 3% 1% 3% 5% 2% S% 2% S0% ay
BOTTOM 2 BOX 28 2 - 4 24 3 1 1 - - - 1 3 G 139 3 22 - 1 3 - - - =
———————————— 6% 6% 5% 6% 4% 10% 3% 6% 8% 7% 7% 16% 6% 50% 4%
NEITHER 34 3 - 7 27 7 - 3 - 1 4 - 2 4 20 1 28 2 - E] - - - -
8% 8% 8% 7% 10% 8% 25% 26% &% B% 8% 5% a% 11% 5%
DON'T KNOW / REFUSED 78 2 3 21 57 138 2 3 2 - 2 5 1z 13 a9 3 64 a - 3 - - - -
17% X 37% 25% 15% 26% 21% 23% 32% 12% 27% 1% 1le¥d 18% le¥ 17% 22% 12%
MEEN 3.35 3.23 3.22 3.44 3.33 3.46 3.33 3.86 3.00 4.00 2,37 3.54 32.36 3.35 3.34 3.26 3.37 3.86 2.00 3.42 - - - -
3.D. d.72 0.48 0.4¢ O0.€5 0.73 0.¢5 0.75 0.56 0.00 0.00 0.51 Q.66 0.83 0.81 0.72 0.96 0.72 0.49 1.37 0.70

8.E. 0.04 0.12 0.21 ©.0% 0.04 "0.10 0.27 0.11 0.00 0.00 90.1¢ 0.18 0.17 0.10 0.05 0.25 0.04 0.1a 0.94 0.09
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.68 AGREEMENT WITH ATTRIBUTES DESCRIBING OFERATIONS SIDE OF VERIDIAN CONNECTIONS: OVERALL THE UTILITY PROVIDES EXCELLENT QUALTITY SERVICES
BASED ON TOTAL RESPONDENTS

RESIDERTIAL BILL PAYERS

HOUSEHOLD INCOME COSTOMER LOYALTY GROUPS

VERIDIAN CONNECTTIONS - 'ooos VERIDIAN CONNECTIONS
TRACKING AGE HOUSEHOLD SIZE TRACKING STILL 1IN
§40- [y S ======z===== SEC- FEVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <570 $70+ 18-34 35-54 55+ 1-2 3-5 A+ 2012 2011 2010 2002 TRE ABLE ERENT RISK

UNWTD. TOTAL 451 - - - - 384 198 186 40 76 167 41 144 195 187 169 13 - - - - 145 55 220 25
WID. TOTAL 451 - - - - 383 187 186 4q 75 167 41 144 195 196 169 13 - - - - 142 55 221 25
100% 100% 100% 100% 100% 100% 100% 1003 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 EOX 412 - - - - 348 175 173 37 70 153 3% 131 194 195 158 11 - - - - 143 53 196 17
————————— 91y 91% 88% 93% 93% 93%F 92% 95% 91% B9%  B9F  92%  B84% 99%  96%  B9E  &BY%
{4} AGREE STRONGLY 233 - - - - 194 B4 110 24 45 86 26 68 100 105 85 4 - - - - 132 28 68 5
52% 51% 43% 59% 60% 60% 51% 63% 47% 51% 53% 51%  30% 92% s51%  31%  19%
(3) ACREE SOMEWHAT 179 - - - - 153 90 63 13 25 67 13 63 72 70 71 7 - - - - 11 25 128 12
a0% 40%  46%  34%  33%  34%  40%  32%  44%  3B%  35%  42%  54% B%  46%  58%  49%
(2} DISAGREE SCMEWHAT 15 - - - - 15 10 5 3 2 6 2 5 8 7 7 1 - - - - - - 12 4
4% 4% 5% 3% 7% 3% ay 5% 3% 4% 4% ag 7% 5% 16%
{1} DISAGREE STRONCLY 7 - - - - ? 6 1 - 1 2 - 3 4 3 4 - - - - - 1 - 2 4
2% 2% 3% i% 1% 1% 2% 2% 1% 2% 1% 1% 16%
BQTIOM 2 EOX 23 - - - - 22 16 4 3 3 a 2 8 12 10 11 1 - - - - 1 - 14 8
———————————— 5% 6% BY 3% 7% 4% 5% 5% 5% 6% 5% 6% 7% 1% 6% 32%
NEITHER 5 - - - - 4 3 1 - 1 2 - 2 2 2 2 - - - - - - - 3 -
1% 1% 2% 1% 1% 1% 1% 1% 1% 1% 1%
DON'T KNOW / REFUSED 11 - - - - 10 4 6 - 1 4 - 3 7 9 - 1 - - - - - 2 8 -
2% 3% 2% I% 1% 2% 2% ax 5% 8% 4% 4%
MERN 3.47 - - - - 3.45 3.33 3.58 2.52 3.56 3.47 3.59 3.41 .45 3.50 3.42 3.25 - - - - 3.30 3.53 3.35 2.72
§.D. 0.65 0.66 0.72 0.58 0.64 0.62 0.63 0.59 0.67 0.68 0.65 0.69 0.62 0.36 0.50 0.60 0.97
5.E. 0.03 0.03 0.05 0.04 0.10 0.07 0.05 0.09 ©.06 .05 0.05 0.05 0.18 0.03 ©9.07 ©0.04 0.19
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0.6 AGREEMENT WITH ATTRIBUTES DESCRIBING OPERATIONS SIDE OF VERIDIAN CONNECTIONS: OVERALL THE UTTLITY PROVIDES EXCELLENT (UALITY SERVICES
BASED ON TOUTAL RESPONDENTS

COMMERCIAL BILL PAYERS

TIME QF USE CONTACTED PROBLEM RECENT TIME STNCE CONTACT ACCESS SMART

BILLINGZ HYDRO? SOLVED? EXPERIENCE (MONTHES] WEBSITE METER DATA
_____________________ VERY VERY VERI-
TOTAL YRS NO YES XD YES NO Vs VDS 12+ 7-12 4-6 <3 YES wQ SUPP UNSUP DIBN 2012 2011 2010 2009

VERIDIAN CONNECTIONS
TRACKTNG

UNWTD. TOTEL 451 35 8 83 368 73 10 33 5 4 16 18 EE 83 271 19 376 18 2 67 - - - -
WTD. TOTAL 451 35 8 83 368 74 9 ig 5 [ 16 18 38 83 271 19 376 18 2 68 - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 412 31 8 74 328 68 5 £ 3 4 15 16 32 75 247 18 242 17 1 55 - - - -
--------- a1%  88% 100% 89% 92% 93% §9% 100% S51% 100% 94% 99% 84% 91%  §1%  95% 91%  Si%  S50%  96%
(4) AGREE STRONGLY 233 15 2 47 - 186 45 3 31 - 4 8 11 71 41 147 10 197 12 - 38 - - - -
52%  42%  26% 57% 50%  61%  27%  80% 100% 49% 62% 56%  49%  54%  53% 523  66% 57%
(3} AGREE SOMEWHAT 175 16 s 27 153 24 3 2 3 - 7 5 11 34 100 8 146 5 1 26 - - - -
40%  46%  74%  32%  41%  32%  31%  20%  51% 4% 27%  28%  4l%  37%  42%  39%  28%  S0%  39%
(2} DISAGREE SOMEWHAT i6 3 - 5 11 3 2 - 2 - - 2 3 q ] - 13 1 1 1 - - - -
4% 9% 6% 3% i 21% 33% 11% 9% 5% 3% 3% 6%  S0% 2%
{1) DISAGREE STRONGLY 7 - - 2 5 - 2 - 1 - - - 2 3 2 1 5 - - - -~ - - -
2% 2% 1% 21% 16% 5% 4% 1% 5% 2%
BOTTOM 2 BOK 23 3 - 7 16 3 4 - 3 - - 2 5 7 1z 1 19 1 1 1 - - - -
------------ 5% 9% 9% 1% 2% 41% 15% 1% 13% 8% 4% 5% 5% 6% 50% 2%
NEITHER 5 1 - - 5 - - - - - - - - - 4 - 4 - - 1 - - - -
1% 3% 1% 1% 1% 1%
DOK'T KNOW / REFUSED 11 - - 2 9 2 - - - - 1 - 1 1 8 - 12 - - 1 - - - -
2% 2% 2% 3% 6% 3% 1% 3% 3% 1%
MEAN 3.47 3.34 3.26 3.47 3.47 3.58 2.65 3.80 2.35 4.00 3.53 3.51 3.38 3.38 3.51 3.42 3.48 3.60 2.50 3.57 - - - -
5.D. D.65 0.65 0.47 0.73 0.63 0.58 1.15 0.41 0.81 0.00 0.52 0.71 0.8 0.74 0.63 0.77 0.65 0.62 0.69 0.53
5.E. 0.02 0,11 0.17 06.08 0.03 0.07 0.38 0.07 0.33 0.08 ©.14 0.17 0.14 0.08 0.04 0.18 0.03 0.15 0.47 0.07
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©.6C AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS AS A COMPANY: IS5 A RESPECTED COMPANY IN THE COMMONITY

BASED ON TOTEL RESPONDENTS

RESIDENTIAL BILL PAYERS

- BPRII 11,

2013 Page B4

ANNUAL FRE-TREX

VERIDIAN CORNNECTIONS - '000S

CUSTOMER LOYALTY GROUPS

VERIDIEN CONNECTIONS
STILL IN

TRACKING HOUSEROLD STIZE TRACKING
240- = = ========z======== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <S40 <570 570+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 TURE ABLE ERENT RISK

TNWTD. TOTAL 451 452 462 467 454 384 198 186 a0 16 1e7? 41 142 1385 187 169 13 385 386 395 387 145 55 220 25

WID. TOTAL 451 452 462 467 454 383 197 186 4n 75 167 41 144 188 196 1&8 13 384 333 397 3B6 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 10D0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100%

TOF 2 BOX 381 ag2 380 385 363 3z23 157 1886 35 63 145 36 1290 164 1564 144 1o 326 330 327 313 127 48 179 11
777777777 85% 84% 82% 82% 80% 84k 79% 89% a8% 84% 87% 983 B3% 84% 84% 85% TT% 85% 84% B2% Bl1% 5% 37% B1% 45%

{4) AGREE STRONGLY 220 236 225 225 189 197 86 111 24 42 88 24 13 89 104 88 5 208 188 188 160 133 23 78 3
53% 52% 45% 48% 42% 51% 44% 60% 60% 55% 53% 59% 51% 51% S3% B2% 35% 543 489% 47% a1% 92% 43% 35% 123

(3) AGREE SOMEWHAT 141 146 154 160 174 126 70 55 11 22 58 1z 47 65 61 57 5 118 142 1aQ 153 4 24 101 E:|
31% 32% 33% 3a% 38% 33% 36% 30% 28% 29% 34% 30% 33% 34% 1% 33% 35% 31% 36% 35% 40% 3% 44% 46% 33%

{2} DISAGREE SOMEWMAT 13 23 12 9 13 12 9 3 2 4 3 1 5 & 3 8 1 1e 9 ? 11 - 1 7 5
3% 5% 3% 2% 3% 33 5% 2% 5% 5% 2% 2% 4% 3% 2% 5% 7% 5% 2% 2% 3% 2% 3% 20%

{1} DISAGREE STRONGLY 3 & 3 11 8 3 3 - - 1 1 1 2 - 1 2 - 3 3 11 8 - - - 3
1% 1% 1% 2% 2% 1% i% 1% 1% 2% 1% * 1% 2% 1% 3% 2% iz¥

BOTTOM 2 BOX 16 29 16 20 21 15 1z 3 2 5 4 2 7 6 4 190 1 25 12 18 19 - 1 7 8
———————————— a% 6% 3% 4% 5% a% 6% 2% 5% 7% 2% 5% 5% 3% 2% 6% T 6% 3% 4% 5% 2% 3% 32%

NEITHER 17 4 16 11 27 15 8 7 2 2 4 1 7 7 11 4 - k3 15 10 24 1 2 13 1
4% 1% 4% 2% (23 4% 4% 4% 5% 3% % 2% 5% 1% 6% % 1% 4% 2% 6% 1% 4% 6% %

DON:*T XNCW / REFUSED a7 3g 50 51 42 a0 21 10 1 S 14 2 10 17 16 11 2 an a6 42 30 & 4 22 5
8% 8% 11% 11% 2% 8% 10% 5% 2% 7% 8% 5% TE 9% 8% &% 15% B% 9% 11% B% 4% 8% 10% 20%

MEAN 3.56 2.4% 3.52 3.48 3.42 3.53 3.42 3.4 3.59 3.52 3.55 3.56 3.50 3.54 3.59 3.49 3.37 3.51 3.51 3.4 3.40 3.97 3.4 3.38 2.60
5.D. 0.60 0.67 0.60 0.88 0.86 0.61 0.68 0.52 0.60 0.68 0.57 0.68 0.65 0.57 0.56 0.66 0.67 0.68 0.59 0.69 0.87 0.17 0.54 0.56 0.9
5.E. 0.0 0.03 90.03 0.03 06.03 0©0.03 0.05 0.04 0.10 0.08 0.05 0.II 0D.06 0.04 O0.04 0.05 0.20 0.024 0.02 0.04 0.0¢4 0.01 0©.08 0.04 0.22



Q.6C AGREEMENT WITH ATTRIBUTES DESCRIBINC VERIDIAN CONNECTICNS AS A COMPANY:

BRSED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WTD. TOTAL

BGREE STROMNGLY

3

AGREE SOMEWHAT

{2

DISAGREE SOMEWHAT

(1} DISAGREE STRONGLY

EOTTOM 2 BOX

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

TIME OF USE CONTRCTED PROBLEM RECENT TIME SINCE CONTRCT
BILLING HYDRO? SOLVED? EXFERIENCE (MONTHS)
TOTAL YES NO YES NO YES NO vs VDS 12+ 7-1z2
451 35 a 83 368 73 10 39 6 4 16 18
4581 as B B3 368 T4 9 ag 6 4 16 1B
160% 100% 100% 1D0% 100% 100% 100% 100% 100% 100% 100% 100%
31 28 e 13 315 61 S 33 1 4 13 15
85% 79% 75% BO% BGE% B3% 51% BS% 1% 100% B3% 8a%
240 14 2 4l 198 39 3 25 - 3 4 11
53% 38% 26% 50% S4% 52% 31% 65% 75% 5% 62%
141 14 4 25 117 22 2 8 1 1 ) 4
31% 40% 49% 30% 32% 31% 21% 21% 18% 25% 57% 21%
13 3 - 5 T 4 2 - 3 - - 2
3% 9% T 2% 6% 21% 50% 11%
3 - - - 3 - - - - - -
1% 1%
1s 3 - 6 10 4 2 - 3 - - 2
4% 9% 7% 3% 6% 21% 50% 1%
17 1 - 3 14 2 1 2 1 - 1 -
4% % a% 4% 2% 10% 5% 16% 6%
37 3 2 7 29 & 2 2 1 - 2 1
8% B% 25% S% 8% 8% 17TE 8% 16% 11% 5%
3.56 3.34 3.35 3.49 3.87 3.52 3.13 3.7€ 2.26 3.75 3.31 3.54
0.60 0.67 0.52 0.55 0.59 0.82 0.90 0.43 0.51 0.51 0.48 0.72
0.03 0,12 0.22 0.08 0.03 0.08 0.35 0.08 0.25 D.26 0.13 0.17

IS A RESPECTED COMEANY IN THE CCOMMUNITY

MARCH 23 - APRIL 11, 2013 Page 85
COMMERCIAT, BILL PRYERS
WORK
ACCESS SEMBRT WITHE OTHERS VERIDIAN CONNECTTONS
WEBSITE METER DATA =========== TRACKING
Sommom===== =========== VERY VERY VERI-
YES NG YES3 NG SUPP UNSUP DIBN 2012 2011 2010 2009
38 83 271 19 376 1e 2 67 67 66 ¥2 67
is B3 271 1e 37¢ 18 2 68 68 59 70 68
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1Q0%
30 (33 238 16 319 13 1 58 56 50 58 50
79% B0% BBE B4% 85% 2% 50% 86% 82% 72% 83% 74%
20 50 145 13 203 11 - 42 28 37 38 29
52% &1% Lag 68% 5e% 6l% 63% al% 53% Gi% 43%
10 16 33 3 117 2 1 16 28 13 20 21
26% 20% 34% 16% 31y 11% 50% 24% 41% 18% 29% 31%
4 7 1 9 i 1 1 S 3 2 2
11% B% 1% 5% 2% &% 50% 2% 1% 8% 3% 3%
- - 3 - 3 - - - - 1 - -
1% 1% 1r
a4 7 ] 1 12 1 1 1 S 4 z z
11% 8% 2% S% 3% 6% S0% 2% 7% 6% 33 3%
i 2z 10 1 15 1 - 2 - 2 2z 3
3% 2% a% 5% 4% 6% 3% 2% 2% 5%
3 7 18 1 30 -3 - & il 14 il 1z
7% o% 6% 5% 8% 16% 9% 11% 20% 12% 18%
3.46 3.59 3.56 3.71 3.57 3.70 2.50 13.65% 3.3% 3.60 3.5% 3.501
0.71 0.56 0.58 0.59 0.59 0.563 0.69 0D.50 0.63 90.87 90.57 0.58
Q.12 0.08 0.04 0.14 0.03 0.17 0.47 0.07 0.08 0.09 0.97 0.08



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRN CONNECTTONS

MARCH 28

(.6C DAGRFEMENT WITH ATTRIBUTES DESCRIEING VERIDIAN COMNECTIONS AS A COMPANY: MAINTATNS HIGH STANDARDS OF BUSINESS ETHICS

BASED ON TOTARL RESPONDENTS

UNWTD. TOTAT.

WID. TOTAL

{4) AGREE STRONGLY

{3} AGREE SOMEWHAT

{2} DISAGREE SOMEWHAT

(1} DISACREE STRONGLY

BOTTOM 2 BOX

VERIDIAN CONNECTIONS
TRACKING

TOTAT, 201z 2011

451
100%

303
67%

183
1%

120
27%

11
2%

252
100%

358
79%

185
a1%

173
8%

11
2%

.44
.62
.03

462
100%

338
73

1646
36%

171
37%

10
2%

80
17%

2010

467
100%

330
71%

182
39%

148
a2%

20
4%

7
1%

27
6%

15
3%

85
20%

2003

454
100%

302
67%

146
a2%

156
34%

16
3%

6
1%

22
5%

37
8%

93
20%

3.42 3.42 3.36

Q.61
0.03

.89
0.04

0.7
0.04

RESIDENTIAL BILL PAYERS

- APRIL 11,

2013

ANNUAT, PRE-TAX
HOUSEHOLD INCOME
5

- 'ooo
TOTAL MEN WOMEN <540
384 198 186 40
383 157 18€ 40
100% 100% 100% 100%
258 131 127 28
67% &6% €B% 69%
152 73 g0 18
40% 37% 43% 44%
105 58 a7 20
27% 29% 25% 25%
8 € 2 1
2% 3% i% 2%
5 3 2 -
1% 1% 1%
13 e 4 1
3% 4% % 2%
ag 17 21 5
10% 2% 11% 13%
75 a1 34 &
20% 21% 1B% 16%
3.50 3.44 3.56 3.53
0.65 0.68 0.61 0.57
0.04 0.06 0.05 0.11

£40-
<570

75
100%

62
82%

43
57%

13
25%

3.58
0.68
a.08

HQUSEHOLD SIZE

VERIDIAN CONNECTIONS
TRRCEING

570+

167
100%

113
67%

65
38%

LE]
28%

18
11%

33
20%

3.52

0.06

3.
0.60 0.
0.

20
49%

13
3z%

=
1%

53
€5
1

51
35%

43
30%

3
4%

15
10%

29
20%

185
100%

128
66%

B0
41%

48
25%

W
a

20
10%

41
21%

196
100%

126
65%

78
40%

w R [
&

B

3.43 3.54 3.53

0.67
0.07

D.63
0.05

0.63
0.05

3-5 &+ 2012 2011 2010 20
169 13 igs 396 395
169 13 384 353 397
200% 100% 100% 100% 100%
122 s 303 288 280

2% 3B% 79% T3% 1%

72 2 161 139 152

42% 15% 42% 35% 38%

51 3 142 lag 129

30% 23% 7% 38% 32%

a 1 10 8 15

2% TE 3% 2% 4%

E} - 5 4 7

2% 1% 1% 2%

3 1 15 12 22

3% % 4% 3% 5%

16 2 1s 31 14

9% 16% 5% 8% 4%

25 5 49 62 80

15% 39% 13% 16% 20%
3.49 3.16 3.44 3.41 3.41 3
0.66 0.75 (.54 0.81 0.63 O
0.06 0.31 0.04 0.04 0.04 O

09

38¢
100%

250
&5%

122
32%

128
33%

14

i~

1%
18

5%
30

g%

87
23%

.37
.66
.04

Page E€

CUSTOMER LOYALTY GROUPS

STILL IN

SEC-

FAVOUR DIFF AT

URE ABLE ERENT RISK

144
100%

130
91%

114
79%

17
12%

oo

e

3.87
0.3a
0.03

55
100%

a7
68%

is
27%

22
41%

0

]

i1
20%

3.33
0.57
0.08

221
100%

iz2s
57%

53
24%

T2
33%

26
1z2%
62
2B%

3.32
0.66
0.06

25
100%

9
3b5%

@ N
o

7
29%

2.41
0.86
0.22



0.6C AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS AS A COMPANY: MATNTRINS HIGH STENDRARDS OF BUSINESS ETHICS
BASED ON TOTEL RESPONDENTS

TNWTD. TOTAL

WTD. TOTAL

AGREE STRONGLY

{3

AGHEEE SOMEWHAT
{2} DISAGREE SOMEWHAT
{1} DISAGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN COMNECTIONS

MARCH 28

TIME QF JSE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART
BILLING HYDRO? SQLVED? EXPERIENCE {MDNTES) WEESITE METER DATA
TOTAL YES NO YES NG YES ja() Vs VDS 12+ 7-12 4-¢ <2 YES RO YES WO

451 35 8 83 368 73 10 39 6 4 16 18 38 83 271 15 376

451 35 8 83 368 T2 9 39 6 4 16 18 238 83 271 12 378
100% 100% 100% 100% 100% 100% 100% 10G% 100% 100% 100% 2100% 100% 100% 100% 100% 100%

303 23 4 52 252 46 6 28 3 3 10 1L 23 60 180 14 257
67% 65% 51% 63% 68% &3% 61% 12% S1% 78% 62% 61% 60% 73% 6T% 73% 6B8%

183 1z a 30 153 28 2 1% - 2 4 7 14 as 110 11 154
21% 24% 51% 36% 42% 8% i8% 49% 53% 23% 39% 36% 42% 41% 57% 41%

120 11 - 22 98 18 4 s 3 1 6 4 9 25 70 3 103
27% 31% 26% 27% 24% 43% 23% 51% 25% 38% 22% 24% 30% 26% 16% 27%

11 - 2 2 - 2 - 1 - - - 2 4 5 1 Q
2% 3% 2% 2% 20% 16% 5% 5% 2% 5% 2%

6 1 1 2 4 2 - - i - - - 2 1 3 - 4
1% 3% 13% 3% 1% 3% 17% 8% 1% 1% 1%

17 2 1 4 13 2 2 - 2 - - - a ] 8 i 13
4% 6% 13% 5% 4% 3% 20% 33% 10% 6% 3% 5% 3%

40 S iy T 33 T - 3 - - 4 1 2 5 23 1 33
9% 14% 12% 9% 9% 10% 8% 5% 5% 6% 6% 9% 5% 9%

2¢ S 2 20 70 13 2 -] 1 1 2 6 9 13 60 3 73
20% 1a% 25% 2a% 19% 25% 19% 20% 16% 22% 12% 4% 3% 15% 22% 1le% 19%

3.50 3.35 3.40 3.43 3.52 3.50 2.93 3.68 2.40 3.8 3.38 3.64 3.29 3.45 3,53 3.6 3.51

0.66 0.78 1.34 0.74 0.4 0.72 0.74 0.48 0.50 0.57 0.%51 0.50 0.%92 0.58 0.63 0.82 0.64

0.0a 0.1 0.0 0.10 90.04 0.10 0.27 0.09 0.40 0.33 0.17 ©¢.15 0.18 0.08 90.05 0.1 0.04

18
100%

12
66%

- APRTL 11, 2013

VERY VERY VERI-
SUPP UNSUP DIAN 2012 2011

2
100%

50%

1
S0%

3.00
0.00
.0.00

Page 87

COMMERCTAL BILL PAYERS

VERIDIEN CONNECTTONS
TRACKING

57

68
100%

31
46%

15
22%

16
23%

3.51
0.72
0.10

57

68

100%

55
4%

23
32%

3z
7%

1%

10
15%

3.41
0.52
0.07

69
100%

50
72%
28
40%

22
32%

17
25%

3.48
0.58
0.08

2010 2008
72 67
70 o8

100% 100%
50 52
1% 7%
30 24
43% 35%
20 249
28% 42%

5 2
7% 2%
- 2
3%
5 4
T% 6%
1 7
1% 10%
15 s
21% 8%
3.47 3.31
0.65 0.73
0.08 0.10



Q.6C PCREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS AS A COMEANY:
EASED ON TOTAL RESPONDENTS

NWTD. TOTAL

{4) AGREE STRONGLY

{3) AGREE SOMEWHAT

(2} DISAGREE SCMEWHAT

(1) DISACGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIAN CORNECTICNS
TRACKTING

TOTRL 2012 2011

451
100%

334
T4%

1586
35%

1789
29%

452
100%

334
74%

156
34%

178
35%

33
%

58
13%

3.26
0.75
Q.04

462
100%

326
71%

145
31%

182
39%

36
4%

8
2%

42
10%

19
4%

72
16%

2010 2008 TOTARL MEN

487
100%

Elas
69%

141
a0y

180
38%

24
5%

17
4%

41
2%

20
4%

g5
18%

454
1D0%

314
69%

136
30%

177
9%

35
8%

75
17%

3.25 3.23 3.30

0.72
0.04

0.77
0.c04

0.€é5
0.03

RESTDENTIAL BILL PRYERS

2 LEADER IN PROMOTING ENERGY CONSERVATION

MARCH

28 -

APRIL 11, 2013 Page B8

ANNURL PRE-TAX

CUSTOMER LOGYALTY GROUPS

VERIDIAN CONNECTIONS
TRACKING

STILL IN

18-34 35-52 5o+

41
100%

36
g8%

3.57
0.55

HOUSEHOLD IRCOME
- 'ooos
==== AGE
$40-
WOMEN <540 <$70 570+

3Ba i98 1B6 a9 76 167

383 197 186 40 75 167
100% 100% 100% 100% 100% 100%

287 142 145 34 B 129
75% 72% 78% 85% 78% 17%

131 60 70 15 32 54
34% 31% 8% 47% 42% 32%

156 g1 75 15 27 75
a1% 41% a0% 37% el 45%

22 13 9 - 7 &
[33 Tk 5% 9% 4%

3 4 2 - 2 1
2% 2% 1% 3% 1%

28 17 11 - 9 7
7% 9% 6% 12% 4%

25 14 11 3 2 8
TE 7% 6% By 4% 5%

43 25 12 3 5 24
11% 12% 10% 8% 6% 14%

3.31 3.25 3.36 3.56 3.30 3.34
0.68 0.71 0.66 D.50 0.78 0.&0
0.04 D.D6 0.05 0.09 Q.10 0.05

0.09

144
1Q0%

108
74%

37
26%

186
11%

3.18
0.64
0.06

195
100%

142
3%

7
36%

36%

o
w

13
7%

14
7%

26
13%

3.34
0.73
0.06

196
100%

140
T2%
3]
3b%

72
7%

13
7%

17
S%

25

13%

3.34
0.869
0.0

162
100%

133
75%

3.29
0.&9
0.06

13
100

70

=

23

3.30
0.67
0.21

s=c=—==== = SEC- FAVOR DIFF AT
2012 2011 2010 2009 URE ABLE ERENT RISK
385 396 395 387 145 55 220 25
384 393 357 386 144 55 221 25
% 100% 100% 100% 100% 100% 100% 100% 2100%
285 283 273 272 121 40 144 16
+ 74% 2% 65% 71% 91% 73% 65% 54%
129 120 122 120 100 11 44 1
% 34% 3% 31% 21% 70% 20% 20% a%
155 163 15z 152 31 28 100 is
%5 40% 41% 38% 39% 21% 53% 45% 60%
26 33 22 22 1 3 1e 4
3 T 8% 5% 6% 1% 5% 7% 1e6%
12 g 14 3 1 1 2 2
3% 2% 3% 1% i% 2% 1% 8%
38 42 as 25 2 4 is &
% 10% 1% 9% B% 1% T% g% 24%
15 18 20 a1 2 3 13 2
2% 1% 5% 3% 1% %3 5% 8%
a7 50 69 58 9 8 40 1
% 12% 13% 17% 15% 6% 15% 18% 4%
3.24 3.22 3.2¢ 3.31 3.73 3.i5 3.15 2.68
0.76 ©0.73 0.77 0.55 0.51 0.3 0.632 0.71
0.02 0.04 D0D.04 0.04 0.04 0.09 0.05 0.1i5



Q.6C AGREEMENT WITH ATTRIBUTES DESCRIEING VERIDIAN CONNECTIONS AS A COMBANY:
BASED ON TOTAL RESPONDENTS

UNHTD. TOTAL

WTD. TOTAL

AGREE STRONGLY

{3}

MGREE SOMEWHAT

(2

DISAGREE SOMEWHAT
{1} DISAGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAM CONNECTIONS

451
100%

334
74%

156
35%

178
39%

MRRCH 28 - APRIL 11, 20132 Page 839

A LEADER IN PROMOTING ENERGCY CONSERVATION

COMMERCIAL BRILL PAYERS

HORK ==
TIME OF USE CONTACTED  FROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHEERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE  {MONTHS) WEBSITE METER DATA TRACKING
YBS MO YES WO YES  NO vs VDS 12+  7-12 4-6 <3 YES NO YES ND 2012 2011 2010 2009
35 B 83 368 73 10 39 6 4 15 18 38 83 271 1 376 18 2 &7 67 66 72 57
35 8 B3 368 74 3 39 3 1 16 18 38 83 271 13 376 18 2 68 58 89 79 58
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
28 5 s7 277 50 7 29 4 3 10 15 26 62 203 13 280 12 1 48 49 43 48 41
80%  62%  63%  75%  68%Y  78%  74%  66%  73% 61t B3k 67F 75T 75%  69%  7S%  67%  SO0% 70T 723 £2%  69%  G1%
2 2 31 128 29 2 19 - a 3 10 14 13 98 8 138 3 1 26 26 24 20 16
26%  26%  37%  34%  40%  20% 493 73%  19%  57%  38%  40%  36%  42%  36%  17% S0% 383  39%  35%  28% 3%
i3 3 26 152 21 5 10 1 - 7 5 12 29 108 5 144 ) - 22 22 19 28 25
54%  38%  32%  41%  28%  58%  25% 663 43%  27%  31%  35%  39%  27%  38%  50% 32%  33%  27%  40%  37%
- 2 S 19 4 1 2 1 - 2 - 2 9 10 2 20 1 - 2 3 2 2 5
25% 5% 5% sk 10% 5% 16% 13% 5% 10% 4% 11% 5% 5% 3% 9% 3% 3% 8%
1 - 1 s 1 - - - - - 1 - 1 4 - 5 - 1 - - - 4 -
3% 1% 1% 1% €% 1% 1% 1% 50% 5%
1 2 3 24 5 1 2 1 - 2 1 2 10 14 H 25 1 2 3 2 6 3
3% 25% 7% 6% 7% 10% 5% 16% 13% 6% 5% 12% 5%  11% 7% 5% 50% 3% 9% 3% 9% 8%
1 - 4 24 1 - 2 - - 2 - 2 4 17 1 25 1 - 3 1 2 1 5
3% 5% T 6% 5% 133 6% 5% 6% 5% T3 5% 5% 2% 2% 1% 7%
5 1 15 13 12 1 13 1 L 2 2 8 7 37 3 a5 4 - 15 11 22 15 17
14%  13%  18%  12%  15% 11%  16%  18%  27%  12% 11%  22% 9%  n4%  16%  12%  23% 22%  17%  32% 2% 25%
3.24 3.01 3.38 3.32 3.42 3,11 3.55 2.80 4.00 3.07 3.51 3.43 3.31 3.37 3.40 3.35 3.16 2.50 3.49 3.37 3.48 3.18 3.23
0.6¢ 0.83 0.71 0.67 0,71 0.61 0.62 0.45 0.00 0.68 0.82 0.64 0.7¢4 0.66 0.74 0.68 0.55 2.06 0.57 0.68 0.60 0.81 0.64
0.1z 0.32 0.0% 0.04 0.10 ©.21 0.11 0.20 0.00 0.26 0.20 0.12 0.08 ©0.02 0.19 0.04 0.15 1.42 0.08 0.09 0.08 0.11 90.09
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Q.5C DQGREFMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTTONS AS A COMPANY: KEEPS ITS PROMISES TO CUSTOMERS AND THE COMMUKITY
BREED ON TOTAL RESPONDENTS

RESTDENTIAL BILL PRYERS

ANNTUARL PRE-TAX

HOOSEHOLD INCOME CUSTOMEE LOYALTY GROUPS
VERIDIEN CONNECTIONS - 0005 VERIDIAN COKNECTIONS === ==
TRACKING = == AGE HOUSEHOLD SIZE TRACKING STILL IN
540~ == SEC- FAVOR DIFF AT

TOTAL 2012 29011 2010 2005 TOTAL MEN WOMEN <$40 <570 §70+ 1B-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2008 URE ABLE ERENT RISK

NWTD. TCOTAL 451 452 462 467 454 384 198 iBée 40 76 167 41 144 195 197 169 13 385 338 355 387 145 55 220 25

WID. TOTAL 451 452 462 467 dc4 383 197 1BG 40 75 ig? 41 144 195 1946 1692 13 lg4 393 397 386 laa 55 221 25
190% 100% 100% 1080% 100% 100% 100% 100% 200% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200% 100% 100% 100% 100%

P 2 BOX 316 343 321 326 299 269 134 135 a0 53 128 as 95 136 131 128 7 290 272 282 261 130 36 138 9
777777777 0% T6% 70% 0% 66% 70% 6B% 73% 75% TBY 75% B5% 66k 70% 67% 5% 54% 5% 69% 1% 68% 91% 66% 62% 36%

(4} AGREE STRONGLY 167 165 162 149 136 137 €4 74 19 33 58 g 44 75 74 61 3 141 131 127 117 108 10 47 1
7% 36% 35% 323 il 36% 2% 40% 47% 44% 35% 44% 30% 38% 38% 6% 23% 37% 33% 32% 30% 75% 18% 21% 4%

{3) AGREE SOMEWHAT 150 1739 160 177 163 131 70 6l 11 26 &7 17 51 681 57 &7 4 149 141 155 144 22 2€ 91 8
33 20% 35% 38% 3% 3a% 5% 33% 28% 34% 10% 42% 35% 31% 29% 40% 31% 39% 36% 39% 37% 15% 48% 41% 32%

{2} DISAGREE SCMEWHAT 14 11 14 hE:} 1s 11 ;] 3 1 1 3 - 5 6 & 4 1 g i3 15 15 - 2z El 3
3% 2% 3% 4% 4% 3% 4% % 2% 1% 2% 3% EX 3% 2% T% 2% 3% 4% 2% a% 4% 12%

{1) DISAGREE STRONGLY 7 2 2 9 13 7 s 2 1 2 3 i 4 2 4 3 - 9 2 7 10 1 - il 5
2% 2% 1% 2% 3% 2% 3% 1z 2% 3% 2% 2% 3% 1% 2% 2% 2% 1% 2% 3% 1% * 20%

BOTTOM 2 BCX 21 20 16 27 29 18 13 5 2 3 6 1 9 g in 7 1 iB 1s 22 26 1 ra a0 B
———————————— 5% 4% 4% &% 6% 5% T 3% 5% 4% 1% 2% 6% 4% 5% 4% 1% E% 4% 5% 7% 1% 4% 5% 32%

NEITHER 31 21 32 i5 44 23 16 i3 3 4 io0 i 1s 13 16 i3 - 20 32 14 33 a 4 20 1
7% 5% 7% 3% 10% gy 8% T% 8% 5% 6% 2% 10% 7% 8% 8% 5% 8% 4% 8% % T 2% 4%

DON'T KNOW / REFUSED a3 67 92 99 82 68 35 33 5 16 25 4 25 3B 39 22 5 57 73 79 66 g i3 54 7

18% 15% 20% 21% 18% 18% 18% iB% 13 13% 15% 10% 18% 19% 20% 13% 38% 15% 18% 20% 17% 6% 22% 24% 2%

MERN 3.41 3.37 3.42 3.32 3.29 3.39 3.31 3,48 3.51 3.2 3.37 3.45 3.30 3.45 3.43 3.37 3.25 3.37 3.39 3.32 3.28 3.81 3.20 3.24 2.239
0.67 0.67 0.61 0.69 ©0.73 0.88 ©0.73 0.61 D0.71 0.65 0.85 0.64 0.74 0.64 0.7 0.66 0.70 0.68 0.62 0.7 0.72 0.44 0.52 0.59 0.98
0.0¢ 0.03 0.03 0.04 0.04 ©.04 0.06 0.05 0.23 0.09 0.06 0.11 0.07 0.05 0.06 0.06 0.25 0.04 0.04 0.04 0.04 0.0¢ 0.08 0.05 0.24
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0.6C AGREEMENT WITH ATTRIBUTES DESCRIBEING VERIDIAN CONNECTIONS AS A COMPANY: KEEPS ITS PROMISES TO CUSTOMERS END THE COMMUNITY

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

AGREE STRONGLY
(3} ACREE SOMEWHAT
{2) DISAGREE SOMEWHAT

DISAGREE STROMGLY

COMMERCIAL BILL PAYERS

WORK
TiME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDTAN CONNECTIONS
BILLINGZ HYDRO? SOLVED? EXPERIENCE (MONTHS} WEBSITE METER DRTR == FRACKING
—=== SECSSSTESSE SSSSSS=SS=S SSSsSsSsSsSsss= sss ==== VERY VERY VERI~

TOTAL YES NO YES NO YES NO Vs vons 12+ 7-12 4-¢ <3 YES HO YES WO SUPF  UNSUR DIAN 2012 2011 2010 2009

451 35 8 83 368 73 18 39 [ 4 16 18 38 B3 271 15 378 18 2 b7 a7 a6 72 &7

451 35 g 83 3€68 74 5 35 3 4 16 1B 3B B3 271 19 376 18 2 &8 &8 &9 70 3]
190%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 300% 100% 100% 100% 100% 100% 190% 1990% 190% 100% 190% 100% 100%

314 25 5 58 258 54 5 31 2 4 9 15 27 5B 19% 15 264 12 1 47 53 49 44 3B
7% 71% 62% 70% T0% T3% 48% T9% 33%  100% 56% 83% 1% T0% T0% 7% 70% 67% 50% T0Y 79% 7Y 63% 55

167 1z 3 35 132 32 3 22 - 3 2 10 17 34 97 10 139 6 - 29 24 31 22 20
37% 34% 8% 42% 36% a4% 29% 56% 78% 11% 55% 44% 41% 36% 52% 37% 33% 43% 35% 24% 31% 29%

150 13 2 23 126 21 2 9 2 1 7 5 10 24 93 5 125 6 1 18 29 18 22 16
33% 37% 24% 28% 34% 25% 15% 23% 33% 22% 45% 29% 27% 29% 34% 27% 33% 3a% 50% 27% 43% 26% a2y 27%

12 2 - 5 ] 3 2 2 - 1 - 4 6 5 1 11 - - 3 2 1 1
3% 6% 5% 2% 3% 30% 5% 32% 7% 10% 7% 2% 5% 3% 5% 3% 1% 4% 1%

T - - 2 5 2 - - - - 1 - 1 1 5 1 L3 - - - - - 2 2
% 2% 1% 3% (33 3% 1% 2% 5% 2% 3% EX

21 2 - 7 14 4 3 2 2 - 2 - S 7 10 2 17 - - 3 2 1 5 3
5% 6% 8% 4% 6% 30% 5% 32% 13% 13% 8% 4% 11% 4% 5% 3% 1% 8% 5%

33 L - 2 29 2 - 2 - - 2 - - 3 17 2 24 2 - 2 1 - 1 11
7% 12% 2% 8% 3% 5% 13% TE 6% 11% 6% 11% 3% 2% 1% 17%

83 < 3 18 €7 14 2 4 2 - 3 3 3 12 53 - 71 4 1 15 i1 20 20 15
18% 12% 38% 15% 13% 15% 22% 10% 34% 18% 17% 16% 14% 20% 15% 22% 50% 22% 16% 28% 29% 23%

3.41 3.36 3.61 3.40 3.41 3.45 2.98 3,60 2.51 3.78 2.88 3.6 3.34 3.40 3.41 3,41 3,41 3.49 3.00 3.51 3.39 3.60 3.28 3.34

0.7 0.3 0.55 0.76 0.65 0.73 0.93 0.62 0.58 0.483 0.8l 0.4% 0.83 0.72 0.66 0.B7 0O.67 0.52 0.00 0.62 0.57 90.53 0.79 0.79

0.04 0.12 0.2k 0.0% 0©0.04 0.10 ©0.34 0.11 ©0.25 0.2¢ 9.25 0.13 0.15 0.09 0.05 0.21 0.0a 0.15 90.00 9.0% 0.08 0.07 0.11 0.1z



0.6C AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS RS B COMPANY:

BASED ON TOTAL RESPONWDENTS

UNWTD. TOTAL

WID. TOTAL

{4} BGREE STRONGLY

(3} AGRER SCOMEWHAT

(2} DISAGREE SOWMEWHAT

{1) DISRGREE STRONGLY

2013 SIMUL/Ut11ityPOLSE CUSTOMER SATISFACTION SURVEY FOR VERIDIBN CONNECTIONS

VERIDIAN CONNECTIONS
TRACKING

TOTAL 2012 2011 2010

451
100%

296
66%

153
34%

143
32%

43
S%

98
21%

3.42
0.64
Q.04

452
100%

314
65%

142
31%

172
38%

ie
2%

11
2%

29
6%

26
€%

83
18%

3.30
0.71
0.04

462
100%

306
66%

141
3%

165
36%

28
6%

111
24%

3.37
0.83
0.04

467
100%

296
63%

135
25%

161
35%

5
1%

15
3%

21
4%

as
7%

115
25%

454
100%

289
64%

117
25%

i72
38%

27
6%

16
4%

43
9%
42

9%

§1
18%

RESTDENTIAL BILL PAYERS

MARCH 28 - APRIL 11, 2013

BEYOND CREATING JOBS RND PRYING TAEXES, IS A SOCIALLY RESPONSIBLE COMPANY

Page 52

383
100%

248
65%

128
33%

120
EREY

12
3%
5
1%

17
1%

37
10%

al
21%

3.31 3.17 3.40

0.73
0.04

09.77
0.04

0.67
0.02

3

0.
0.

2002 TOTAL MER

197
100%

130
G6%

56
29%

74
37T%

10
5%

18
9%

39
20%

.30
68
0%

ANNUOAL, PRE-TRY
HOUSEHOLD INCOME

540-

ROMEN <540 <870 3570+
1886 20 76 167
iBs 40 75 157
100% 100% 100% 100%
118 27 54 117

3% 67% 2% 70%
72 16 33 €61
39% 40% 43% 36%
46 11 22 56
25% 27% 289% 34%
6 1 2 3
3% 2% 3% 2%
1 - 2
1% 2% 1%
¥i 1 4 5
a% 2% 5% 3%
19 5 5 1z
10% 13% 7% %
42 7 12 33
23% 18% 16%  20%
2.51 3.54 3.46 3.24
0.63 0.58 0.72 0.63
0.06 0.11 0.09 0.06

AGE

HOUSEHOLLD SIZE

VERIDIAN CONNECTIONS

TRBCKING

CUSTOMER LOYABLTY GROUPS
STILL IN
FAVOR DIFF AT

SEC-

18-3£ 35-54

41
100%

34
83%

16
39%

3.
0.6

144
100%

96
3134

49
34%

47
3z%

195
100%

11s
59%

63
3z%

53
27%

10
5%

20
10%

49
25%

188
100%

120
61%

13
35%

53
27%

=R

e

@
ap

23
12%

45
23%

169
100%

116
68%

58
34%

5B
34%

(L]
a8

14
8%

31
19%

.40 3.45 3.38

.68
.06

0.66
0.08

0.68
0.06

2012 2011 2010 2009 URE RELE ERENT RISK

6+

13 385

13 384
100% 100%
8 265
62% 9%

3 123
23%  32%
5 142
39% 37%
1 15
7% 4%

- 8
2%

1 23
7% 6%

- 2¢
6%

4 72
31% 19%
3.23 3.3z 3
0.8 0.0 0
0.22 0.0¢ O

393
100%

263
67%
117
30%
146
37%
10
3%

28

7%
89
23%

.37
.60
.04

397
100%

255
6d¥%

115
29%

140
a5x

12
3%

ig
5%

32
8%

387 145 55 220 25
3B6 laa 55 221 25
100% 100% 100% 100% 100%
248 121 a7 122 1z
64% 84% 67% 55% 48%
99 o8 11 40 1
26% 68% 20% 168% 4%
148 23 26 B2 11
38% 16% a7y 7% 44%
23 - - 10 2
6E % 8%
14 - 1 1 3
a% 2% * 12%
3g - 1 11 5
10% 2% 5% 20%
34 3 3 28 3
5% 1% b% 13% 123
67 17 12 59 ]
17% 12% 25% 27% 20%
3.17 3.81 3.24 3.21 2.59
0.78 0.3% 0.89 0.81 0.87
0.05 0.04 0.10 D0.05 Q.21



Q.6€C RGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS RS A COMPANY:
BASED ON TDTAL RESPONDENTS

ONWTD. TOTAL

WID. TOTAL

BOREE STRONGLY
{3) RAGREE SOMEWHAT
{2} DISAGREE SOMEWHAT
(13

DISAGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

EEYOHMD CREATING JOBS AND PAYING TAXES,

MARCH 28 - APRIL 11, 2013 Page 93

I3 A SOCIALLY RESPONSIBLE COMPRNY

COMMERCIRL BILL PAYERS

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT BCCESS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE TRACKING
e S ——— = === ——w==-=———— VERY VERY VERI-

TOTAL YES NO YES NO YES  NO vs vDs 12+ 7-12 4-6 <3 YES WO YES  NO SUPP UNSUP DIAN 2012 2011 2010 20
451 35 8 83 363 73 10 EE] 6 1 16 18 38 83 271 19 376 18 2 67 57 &6 72
451 385 8 83 348 74 9 39 6 1 16 18 38 83 271 19 376 18 2 8 68 3 0
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
296 25 5 51 245 44 4 26 3 4 7 14 23 56 177 13 247 13 1 a8 49 43 41

563 71%  62% 61% 67% 60% 69% 66% 51% 100% 48% 785  60%  68%  65% 68% 66% 72% 50%  70%  72%  62%  58%
153 11 3 26 127 23 3 1€ - 3 1 12 9 a3 88 8 129 7 3 25 13 24 19
34%  31%  38%  31%  34%  32% 31y 41% 75% 6% BT 24% 40%  32%  42%  34%  38%  50%  36%  20%  35%  28%
143 14 2 25 118 21 4 10 3 1 7 2 14 23 89 5 117 6 - 23 30 19 22
32%  40%  24%  30%  32%  29%  39%  25%  sl¥  25%  42%  11%  37%  28%  33%  27%  31% 343 34%  44%  27% 313
12 3 - 1 g 4 - 3 - - 1 1 1 4 5 - 9 - 1 - 3 2 1
3% 9% 5% 2% 6% 8% 7% 6% 3% 5% 2% 2% 50% 4% 3% 1%
B - 1 - 5 - - - - - - - - - 3 - 4 - - - 3 2 2
1% 13% 1% 1% 1% 4% 3% 3%
17 3 1 4 13 4 - 3 - - 1 1 1 a 8 - 13 - 1 - 6 5 3
4% 9%  13% 5% 3% 6% 8% 1% 6% 3% 5% 3% 3% S0% 9% 7% 2%
43 § - 8 34 7 1 3 1 - 3 - 4 8 22 a 12 3 - 5 2 - 2
9% 17% 10% 9%  10%  10% 8%  16% 20% 11%  10% 8% Z1% 8%  17% a% 3% 3%
96 1 2 20 76 18 H 7 2 - 4 3 10 15 64 2 g5 2 - 15 11 21 24
21% 3%  25% 24%  21%  24%  21%  18%  232% 25% 17%  26%  18%  24%  11%  23% 1% 22%  16%  31%  34%
3.427 3.28 3.17 3.40 3.42 3.40 3.44 3.46 3.00 3.75 2.98 3.73 3.33 3.48 3.42 3.61 3.43 3.53 3.00 3.52 3.18 3.36 3.32 3
D.64 0.66 1.18 0.63 0.55 0.65 ©0.54 0.63 ©0.00 0.5i ©0.51 0.0 ©.57 0.62 0.63 0.51 0.62 (.52 1.37 0.51 0.77 0.B0 0.76 0
0.04 0.i2 0.49 ©.09 ©.04 0.09 0.21 0,13 0.00 0.25 0.18 0.15 6.12 0.08 0.05 0.14 0.04 0.14 0.%4 0.07 0.10 0.12 0.12 O

29

68
100%

17
25%

24
35%



Q.6C AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTTONS AS A COMPANY:

BA3SED ON TOTAL RESPONDENTS

UNWTD. TOTAL

TOTAL

TOP 2 BOX

{a

AGEREE STRONGLY
{3} RAGREE SOMEWHAT

{2} DISAGREE SOMEWHAT

DISAGRERE STRONGLY

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIAN CONNECTIQNS
TRACKING

TOTAL 2012 2011 2010 2009

451 452 462 467 -
451 452 462 467 -
100% 100% 100% 100%
379 391 330 380 -
g4% 87% 84% B1%
224 209 217 214 -
50% 16% 47% a5%
155 ig2 173 166 -
34% 40% a7y 36%
ig 11 14 1% -
1% 2% 3% a%
7 4 7 8 -
2% 1% 2% 2%
23 15 22 27 -
5% 3% 5% 6%
15 10 11 12 -
3% 2% 2% 3%
234 ELY EX a7 -
B% 3% 8% 10%
3.48 2.47 3,46 3.44 -
0.66 0.60 0.65 0.68
0.03 0.03 0.03 0.03

MARCH 28

I3 A TRUSTED AND TRUSTWORTHY COMPANY

RESIDENTIAL, BILL PAYERS

- APRIL 11, 2013

ANNUAL, PRE-TAX
HOOSEHCOLD TNCOME

- TQ008 VERIDIAN CONNECTIONS
HOUSEHOLD SIZE TRACKING
540-

TOTAL MEN OMEN <540 «<§70 $70:+ 18-34 35-54 55+ 1-2  3-5 6+ 2012 2011 2010 2009
384 198 186 40 76 167 41 144 195 197 169 13 385 395 355 -
3g3 197 186 40 75 167 41 144 195 196 169 13 3ga 393 397 -
100% 100% 100% 100% 100% 100% 100% 100% 10Q0% 100% 100% 100% 100% 100% 100%

319 157 162 35 §3 145 35 117 164 160 143 12 332 332 324 -
B3% BO% 87% 87% 84% B7% 86% 81z 84% g2% 85% 92% 86% B5% 82%
181 81 100 26 48 79 21 61 98 91 83 5 180 182 178 -
47%  41%  S4%  65%  64%  47%  51%  42%  50%  47%  49%  38%  47%  46%  45%
138 76 62 9 15 6E 14 56 &6 63 60 K 152 150 146 -
36% 39% 33% 22% 20% 40% 34% 39% 34% 35% 36% 54% 40% 38% 3Ty
13 8 5 - 5 4 1 7 5 5 8 - 8 13 17 -
3% 4% 3% T% 2% 2% 5% 3% 3% 5% 2% 3% 4%
[ 5 1 1 2 i 2 a - 1 5 - 4 s 7 -
2% 2% 1% 2% 3% 1% 5% 3% = 3% 1% 2% 2%
19 13 g 1 7 3 11 5 5 13 - 1z 19 24 -
5% 7y 3% 2% X 4% 7 8% 3% 3% 8% 3% 5% 6%
ia 9 5 2 1 3 i 7 [ 10 El - 10 11 12 -
1% 5% 3% 5% 1% 2% 2% 5% 3% 5% 2% 3% EL 3%
31 18 13 2 4 13 2 9 20 20 8 1 30 3 37 -
B% 9% 7% 5% 5% 8% 5% 6% 10% 10% 5% 8% 8% B% 9%
3.46 3.37 3.5% 3.67 3.56 3.47 3.42 3.3 3.55 3.51 3.42 3.42 3.48 3.45 3.42 -
0.66 ©0.71 0.59 0.63 (@.75 0.2 0.79 0.73 0.56 0.5% ©.73 0.51 0.51 0.85 O0.68
0.0¢ 0.05 0.05 0.11 0.0 0.05 0.13 0.06 0.04 £.05 0.06 ©0.15 0,03 0.03 0.04

Page 94

CUSTOMER LOYBRLTY GROUPES

STILL IN
SEC- FAVOR DIFF AT
URE ABLE ERENT RISK

145 55 220 25
144 5B 221 25
100% 100% 100% 1003
141 50 1732 10
28% 91% 78% 39%
130 21 &8 4
20% 39% 31% 15%
1z 29 105 5
8% 52% 48% 24%
- 12 3
2% 5% 13%
- 1 1 5
2% * 20%
- 2 13 8
4% 6% 32%
1 1 10 2z
1% 2% 5% B%
z 2 25 5
1% 4% 11% 20%
3.92 3.35 3.29 2.48
6.28 0.2 0.61 1.14
0.02 0.09 0.04 0.27



2013 SIMUL/ULilityPULSE CUSTCMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.6C 2BGREEMENT WITH ATTRIBUTES DESCRIEING VERIDIAN CONNECTIONS AS A COMPANY:

BASED ON TOTAL RESBONDENTS

IS A TRUSTED AND TRUSTWORTHY COMPARY

MARCH 28 - APRTIL 11, 2013

WORK
WITH OTHERS

Page 95

COMMERCYAL BILi, PAYERS

VERTDTAN CONNECTIONS
TRACKING

VERY VERY VEBRI-

S0PP  UNSUP DIAN 2012

18
100%

16
99%

12
66%

23%

2
ily

2
100%

50%

50%

1
50%

€8
100%

60
99y

43

16
24%

3
4%

68
100%

59
8g%

29

£43%

S
8%

2011 2010 2008

£9
100%

58

35

51%

23
EEL

g
11%

70 -

100%

80%

S1l%

29%

woN

o

10 -
i5%

3.53 3.49 3.74 3.00 3.60 3.42 3.50 3.55 -
0.00 0O.66

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT RCCESS SMARET
EILLING HYDRO? SOLVED? EXPERIENCE {MONTES} WEBSITE METER DARTA
TOTAL YES NO YES NO YES NC va voe 12+ 7-12 4-§ <3 YES NO YES KO

UNWTD. TOTAL 451 35 8 83 368 73 10 39 6 4 1€ ig 3g €3 271 1s 376

WID. TOTAL 451 35 8 83 3s8 74 9 29 6 4 le lg 2e 83 271 19 376
100% 100% 100% 100% 100% 100% 100% 100% 10D0% 1D0% 100% 100% 100% 100% 100% 100% 100%

TOF 2 BOX 379 28 6 87 312 62 6 35 1 4 13 13 a1 €4 237 1g 3ig
————————— 84% 20% 78% g1y B5% 8<% 55% S0% 18% 100% 81% 73% B2% T7% B7% B4% 85%

{4} AGREE STRONGLY 224 13 4 37 187 35 3 25 - a a 9 19 41 i3e 10 150
50% 37% 51% 45% 51% 47% 31% 65% 75% 19% a1% 50% 50% 51% 53% 51%

{3) ACGREE SOMEWHAT 155 15 2 30 1258 27 3 10 1 1 10 4 1z 23 98 3 129
34% 43% 24% 6% 3¢y 7% 28% 25% 16% 25% 62% 21% 3z3% 27% 363% 3z% 343

{2) DISAGREE SOMEWHAT 1& 4 - 5 11 a 1 1 2 - 1 1 3 9 2 1 11
4% 12% 0% % 6% 10% 3% 33% 7% 6% 3% 11% 1% 5% 3%

{1} DISARGREE STRONGLY 7 - - 1 13 - 1 - 1 - - 1 - 1 6 - 7
2% i% 2% 10% 1% 5% 1% 2% 2%

BOTTOM 2 BOX 23 4 - 3 17 2 3 - 1 2 3 10 e 1 ie
———————————— 5% 12% T% 5% e% 21% 3% 50% 7% 11% 8% 1z% 3% 5% 5%

NEITHER 15 1 - 3 12 2 1 i i - 1 - 1 2 8 1 13
2% 3% 4% 3% 3% 0% 3% le% €% 3% 2% 3% 5% %

DOM'T KNOW / EEFUSED 34 2 2 7 27 3 1 2 1 - 1 3 3 7 18 1 26
8% 6% 25% 2% 7% B% 10% 5% 16% % 1e% 1% 8% 7% 5% 7%

MERN 3.48 3.27 3.67 3.41 3.50 3.46 2.99 3.67 2,02 3.75 3.13 3.21 3.a47 3.41 3.51
5.D. 0.66 0.9 9.51 0.69 0.5 0.62 1.10 0.5% 0.82 0.51 0.54 0.51 0.66 0.76 O0.84 0.62 0.66
S.E. 0.02 0.12 90.21 0.08 0.04 0.08 0.40 0.09 0.41 0.26 0.15 0.23 0.11 0.09 0.04 0.15 0.04

Q.45
0.11

0.52

0.00 0.08 0.07

0.68
0.0¢9

0.64
0.08



(}.6C AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CONNECTIONS AS A COMPANY:

BASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

RTD. TOTAL

TOP 2 BOX

{4) AGREE STRONGLY

(3] AGREE SOMEWHAT

{2} DISAGREE SCMEWHAT

(1) DISAGREE STRONGLY

BOTTOM 2 BOX

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

VERIDIBN CONNECTIONS
TRACKING

TOTAL 2012 2011 2010 200%

451 - - - -
100%

279 - - - -
62%

115 - - - -
25%

165 - - - -
36%

37 - - - -
8%

13%
30 - - - -
7%
82 - - - -
18%

3.10 - - - -
0.84
0.05

RESIDENTIAL: BILL PRYERS

MARCH 28

QPERATES A COST EFFECTIVE HYDRCO ELECTRIC SYSTEM

- APRIL 11, 20132

Page 9%

BNNTIAYT, PRE-TAY
HOUSEHOLD INCOME

- 0008
$40-

TOTAL MEN WOMEN <240 <$70 $70+
384 158 ig6 40 6 167
383 197 iBé 40 5 1a7
100% 100% 100% 100% 100% 100%
239 111 127 32 54 105

62% S6% 68% 80% % 63%
50 38 52 17 22 34
24% 15% 2B% 42% 29% 20%
149 73 75 15 3z 12
Eicl 37 41% 37% 43% 43%
30 16 14 2 7 19
g% 8% 8% 5% 2% &%
19 i3 6 2 3 6
5% 7% 3% 5% 1% 4%
49 29 20 4 10 16
133 15% 11% 10% 13% 10%
28 17 11 3 a 12
7% 5% 6% 8% 5% T%
14 490 28 1 g 34
18% 20% 15% 3% 10% 20%
3.08 2.%7 3.17 3.30 3.12 3.03
0D.82 0.87 0.76 6.83 0.79 0.74
0.05 0.07 0.06 0.14 0.10 0.07

VERIDIAN CONNECTIONS =

CUSTOMER LOYALTY GROUPS

HOUSEHOLD SIZE TRRCKING STILL IN
— == SEC- FAVOR DIFF AT
18-34 35-54 58+ 1-2 3-5 &3 2012 2011 2010 2009 URE ABLE ERENT RISK
41 laa 195 197 149 13 - - - - 1as 55 220 25
41 144 195 196 169 13 - - - - 144 55 221 5
100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
31 g7 117 118 111 & - - - - 119 33 119 6
76%  60% 60%  60%  46% 483 83%  60%  54% 243
15 29 45 50 40 - - - - - 78 3 28 2
36%  20%  23%  25%  24% 54%  11%  13% 8%
16 57 72 68 71 3 - - - - 41 27 51 4
39%  40%  37¥  35%  42% 463 29%  50%  41%  16%
3 11 16 17 11 2 - - - - 3 5 28 2
7% 8% 8% 5% 7% 16% 2% 11%  i1m BY
- 10 9 8 11 - - - - - 2 - 12 8
7% 5% 1% 7% e 5% 32%
3 21 25 25 22 2 - - - - 5 3 37 10
7% 15% 13% 13%  13%  16% 4% 11%  17%  40%
2 12 14 18 10 - - - - - 5 4 17 2
5% 8% 7% 5% 6% 35 8% 8% 8%
5 24 39 36 26 5 - - - - 15 12 48 7
12%  17%  20%  18%  15%  238% 10%  22% 22%  28%
3.35 2.8 3.08 3.12 3.05 2.75 - - - - 3.57 3.00 2.86 2.00
0.65 0.87 0.83 0.82 O0.85 0.4€ 0.63 0.56 0.80 1.1§
0.11 0.08 0.07 0.07 ©0.07 0.16 0.06 0.09 0.06 0.29
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Q.6C ACGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAW CONNECTIONS AS B COMPRANY: OPERATES A COST EFFECTIVE HYDRO ELECTRIC SYSTEM
BASED ON TOTAL RESPONDENTS

COMMERCIAL, BILL PAYERS

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS}) WEBSITE

VERIDIEN CONNECTIONS
TRACKING

VERY YVERY VERI-
TOTAL YES NO IES NG 1ES 200} Vs VDS 12+ 7-12 2-§ <3 YES NC YES NO SUPP  UNSUP DIAN

UN¥TD. TOTAL 451 35 8 83 368 73 10 38 6 2 16 18 38 83 271 19 a76 18 2 67 - - - -

WTD. TOTAL 451 35 8 83 369 72 9 39 & 4 14 18 38 83 271 19 376 18 2 68 - - - -
100% 100% 100% 100% 100% 1G60% 160% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 279 23 4 50 229 aq 6 25 2 4 8 13 25 a8 173 5 236 11 40 - - - -
————————— 62% 65% 51% 60% 62% 60% 59%  64% 34% 100% 49% 73%¥ 66% 5% 62%  48%Y  63%  G1% 60%
(4) AGREE STRONGLY 115 3 1 26 BY 23 3 15 - 3 3 € 1la 20 73 6 97 6 25 - - - -
25% 17% 14% ENA 24% 32% 27% a8y TS% 17% 3d% a8% 24% 27% 31% 25% 34% 36%
13} AGREE SOMEWHAT 165 17 3 24 141 21 3 10 2 1 5 7 11 Z8 100 3 139 5 - 16 - - - -
36%  48%  37%  29%  38%  29%  31%  26% 3I4%  25% 33% 39% 28%  34%  37%  16%  3ITY  27% 24%
12) DISAGREE SOMEWHAT 37 3 - 4 33 a - - 1 - 1 1 3 9 21 2 31 1 - 7 - - - -
8% 9% 5% 2% 6% 17% TH 6% 3% 11% 8% 10% 8% 5% 11%
{1} DISAGREE STRONGLY 23 3 1 3 13 2 1 2 1 - - - 2 5 12 2 16 - 2 3 - - - -
5% 5% 13% 4% 5% 3% 10% 6% 16% 5% 6% 4% 11% 4% 100% 5%
BOTTOM 2 BCX 50 6 1 7 52 [ 1 2 2 - 1 1 3 14 23 1 17 1 2 10 - - - -
———————————— 12%  18%  13% 9%  14% 9%  10% 6% 33% 7% 6% 8%  17% 12% 21%  13% 5% 100%  15% '
NEITHER 30 3 - 4 26 .3 1 2 1 - 2 - 1 3 18 1 25 F] - 2 - - - -
7% 9% 5% x 4% 10% 5% 16% 13% 3% 4% 7% 5% 7% 11% iy
DON'T ENQOW / REFUSED 82 3 3 22 61 20 2 10 1 - 5 1 3 18 47 5 57 a - 15 - - - -
18% 8%  37%  26%  16%  27%  21%  25%  16% 31%  22%  24%  21%  17% 27% 18%  23% 22%
MEAN 3.10 2.89 2.82 3,27 3.06 3.29 3.10 3.38 2.27 3.75 3.17 3.36 3.33 2.01 3.14 3.00 3.12 3.43 1.00 3.22 - - - -
§.D. 0.24 0.87 1.11 0.83 0.84 0.89 1.07 0.87 0.35 0.51 0.66 Q.63 O.B6 O0.85 C©.82 1.15 ©.82 0.67 0.00 0.592
S.E. 0.05 0.16 ©0.50 ©0.11 ©0.05 ©.11 .42 ©¢.17 (.47 ©.26 0.22 0.17 0.1 ©0.11 ©.06 0.32 0©0.05 0.1% 0.00 0.13
\ \ N ~ - RN ~ N ~ T ’ - . ST . . I .
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Q.6A36 AGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS: IS A COMPANY THAT YOU WOULD LIKE TO CONTINUE TC DO BUSINESS WITH
BASED ON TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN COWNECTIONS - t0008 VERIDTAN CONNECTIONS ==
TRACKING == HOUSEBOLD SIZE TRACKING STILL IN
———— $40- == = == SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <$70 $70+ 18-34 35-54 55+ 1-2  3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK

TNWTID. TOTAL 451 452 462 467 454 384 198 186 40 76 167 41 1424 155 187 168 13 385 396 395 3B7 145 55 220 25
WID. TOTAL as1 452 462 467 454 383 187 166 40 75 167 41 14¢ 195 19 169 13 384 393 397 386 144 55 221 25
1005 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOF 2 BOX 386 377 389 385 402 324 163 161 as 70 146 3 124 158 163 144 13 322 231 339 341 144 55 173 9
————————— gck 83% 94%  95%  88% B4y  82%  BI%  BO%  93%  8T¥  93% @6y Bl¥  83%  @5% 100% B4y BA%  B5% gg% 100% 100%  78%  36%

(S} AGRRE STRONGLY 237 213 215 223 242 200 94 106 27 48 86 28 63 107 108 a7 5 183 178 192 1%9 144 22 70 2
ca%  47%  a5%  48% 53  52%  a7%  57% &7k 63% 5i%  6B8%  43% 55% 55%  51¥  308%  48%  45%  48% 52% 100%  40%  32% 7%

{4) AGREE SOMEWHAT 149 165 174 173 158 122 59 55 ] 22 €0 10 &1 51 55 58 8 139 154 147 142 - 33 103 7
aa% 3% 38%  37% 258 32%  35%  30%  20% 30%  36%  24%  43% 26% 28%  34% 2% 36%  39%  37%  3T% 50%  47%  28%

(3} NEITHER AGREE NOR 26 12 17 4z 28 25 10 is 2 2 8 2 ? 16 16 L - 11 15 35 25 - - 22 4
DISRGREE 5% 3% a3 9% 5% 6% 5% 8% 5% 3% 5% 5% 5% B% 8% 5% 3% 1% EE] E% 10%  16%

{2) DISAGREE SOMEWHAT 20 12 18 5 11 19 15 2 2 3 5 - 3 13 0 9 - 8 17 2 E} - - 16 3
1% 3% 4% 1% 2% 5% 8% 2% 5% 4% 3% 4% 7% 5% 5% 2% 4% 1% 2% 7% 1%

{1] DISAGREE STRONGLY 7 is 11 15 4 6 s 1 1 - 4 2 4 3 3 - 13 7 1z 2 - - - 7
2% 3 2% 3% i% 2% 3% * 2% 2% 1% 2% 1% 2% 3% 2% 3% 1% 28%

BOTTOM 2 BOX 27 28 29 20 15 25 20 5 3 3 g - 8 17 13 12 - 21 24 16 12 - - 16 10
———————————— 6% 6% 6% 4% 3% 6%  10% 3% 7% 1% 5% 6% 9% 6% 7% 5% 6% 1% 3% 7% 40%

DEPENDS - - - 7 7 - - - - - - - - - - - - - - 7 H - - - -

2% 2% 2% 2%

DON'T KNOW / REFUSED 12 36 27 2 3 10 5 5 - - 5 1 5 4 5 4 - 31 22 1 1 - - 10 2
1% 8% 6% * 1% 3% 3% 3% 3% 2% 4% 2% 3% 2% 8% 5% * * 5% B%

MERN 4.34 4.31 4.29 4.27 4.41 4.32 £.20 4.45 4.46 4.52 4.35 4.65 4.27 4.28 4.33 4,31 4.38 4.33 4.29 4.29 4.3% 5.00 4.40 a.08 2.72

S.D. 0.90 0.94 0.92 0.92 0.79 0.92 1.02 0.78 0.7 0.75 0.90 ©.58 O0.86 1.01 0.9¢ 0.94 0.50 0.93 0.89 0.50 0.77 0.00 0.49 0.86 1.42
S.E. 0.04 0.05 0.04 0.04 0.04 0.05 0.07 0.06 ©0.15 0.09 0.67 ©.69 0.07 ©0.07 0.07 0.07 0.14 0.05 0.05 0.05 0.04 ©0.00 0.07 0.06 0.30



0.6A36

UNWTD. TCTAL

WTD. TOTEL

{5} AGREE STRONGLY

{4) AGREE SOMEWHAT

{3) NEITHER AGREE NOR

DISAGREE

{2} DISAGREE SOMEWHAT
{1) DISLCREE STRONGLY

BOTTOM 2 BOX

2013 STIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERTDIAN CONNECTTONS

RGREEMENT WITH ATTRIBUTES DESCRIBING CUSTOMER SERVICE OF VERIDIAN CONNECTIONS:
BASED ON TOTAL RESPONDENTS

IS A COMPANY THAT YOU WOULD LIKE
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TO CONTINUE TO DO BUSINESS WiTH

COMMERCIAL BILL BAYERS

TIME OF USE CONTACTED PROBLEM RECENT TIME STINCE CONTALT RACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATA TRACKING
==== ==tgpooc==== S=ss=am-=—= —== ==== == === === ==== VERY VERY VERT-

TOTAL YES NQ YES NO YES NO Vs voa 12+ 7-12 4-& <3 TES NO TES NO SUPEF [UNSUP DIAW 2012 2011 2010 2009
451 as 8 83 358 73 10 39 é 4 16 is 38 83 271 19 376 18 2 B7 67 66 T4 67
451 a5 a a3 368 74 49 39 6 4 16 18 38 B3 271 19 376 18 2 68 &8 &% 70 68
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
386 29 T 87 313 62 5 37 2 4 15 1a 29 71 236 1s 325 1s 1 [ 55 58 =1 60

8% 82% 87% 81% 87% as% 4B8% 95% 35% 100% 94% 78% T6% B85% 87% 79% 7% 83% 50% 52% B1% a3y 81% 89%
237 12 5 44 194 40 4 28 1 4 9 a 21 7 144 10 203 13 - 37 29 a7 31 43
53% 34% 62% 53% S3% 55% 29% T2% 18% 100% 55% 44% 56% ST% 53% 53% 54% 71% 55% 42% 53% 44% 63%
149 17 2 22 126 22 1 ] 1 - 6 6 =3 24 92 5 122 2 1 25 26 21 25 18
33% 43% 25% 28% 34% 20% 10% 23% 17% 3B% 34% 21% 29% 34% 26% 3% 11% 50% 3IT7% 39% 30% 36% 26%
26 1 1 [ 20 3 3 - 3 - 1 3 1 5 14 2 20 - - 1 1 2 7 3
6% 3% i3% T% 5% 4% 31% 49% 6% 17% 3% 6% S% 11% 5% 1% 1% 2% 10% a%
20 3 - [ 12 5 1 2 1 - - 1 5 s 3 2 15 - 1 1 4 2 1 2
4% 9% T% 4% 7% 10% 5% 16% 6% 13% 6% 3% 1i% 4% 5D% 2% T% 2% 1% 2%
7 1 - 2 5 1 1 - - - - - 2 3 - 6 i3 - 1 2 4 4
2% 3% 2% 1% 1% 10% 5% 2% 1% 2% 5% 2% 3% 6% 5% 2%
27 4 - 8 19 5 2 2 1 - - 1 q 7 12 2 21 1 1 2 7 5 4 3
6% 12% 10% 5% 8% 213 5% 16% 6% 18% 9% 4% 11% 6% 5% 50% EL3 10% B% 6% a%x
- - - . - - - _ . - - _ . - - _ _ - - - - - 1 -
1%
1z 1 - 2 10 2 - - - - - - 1 - g - 10 2 - 2 5 5 2 2
3% 3% 3% 3% 3z 3% 3% 3% 12% 3% 8% T% 2% 2%
4.34 &£.06 4.50 4.25 4.37 4.34 2.5 4.61 3.37 5.00 4.49 4.16 4.12 4.31 4.40 4.21 4.37 4.63 3.00 4.47 4.20 4.32 4.17 4.48
6.50 1.02 Q.76 1.04 0.B7 0.96 1.44 0.76 1.04 0.00 9.63 0.92 1.28 1.01 ©0.83 1.04 0.89 1.01 1.37 D0.77 1.03 1.08 1.05 Q.88
.04 0.17 0.27 0.12 0.05 0.11 0.47 ©0.I2 0.43 ©.00 0.16 0.22 0.21 0.11 0.05 0.2¢4 0.05 0.25 Q.94 90.10 0.13 0.13 0.13 0.11
PN - “ R N M. ST T N N . . v g ST - -
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0.6C37 AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN CORNECTIONS AS A COMPANY: I8 A COMPANY THAT YOU HOULD RECOMMEND TO A FRIEND OR COLLEACTE
BASED OGN TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS
AWNUAL PRE-TAX
BOUSEROLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - 10008 VERIDIAN CONNECTIONS
TRACKING === == AGE HOUSEHOLD BIZE TRACKING STILL IN
40- T === SBEC- FARVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTRL MEN WOMEN <3540 <$70 $70+ 18-34 35-54 55+ 1-2 3-5 €+ 2012 2011 2010 2009 TREB ARLE ERENT RISK

UNWID. TOTAL 451 452 462 467 454 384 198 18§ a6 ™% 167 41 1aa 195 197 169 13 385 396 395 387 145 55 220 25

WID. TOTRL 451 452 462 467 454 383 197 184 40 75 167 431 144 195 196 169 i3 384 383 357 386 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOK 343 353 356 318 306 290 139 151 31 60 130 35 110 143 1ag 129 $ 301 304 268 258 144 55 140 2
--------- 76%  T8Y  77¥  6B%  67%  76%  70%  Bl¥  77%  BOY  78% BE6Y 76% /3% 76%  76% 69% 7B%  78%  6€7%  67% 100% 100%  63% B%

(5} AGREE STRONGLY 202 192 187 119 152 164 69 94 21 39 77 23 56 B4 85 72 5 166 157 100 126 144 10 a7 -

45%  43%  40%  26%  33% 43%  35% 5i%  52%  51%  46%  56%  39%  43%  44%  43%  39%  43%  40%  25% 33& 100%  19%  21%

{4) AGREE SOMEWHAT 141 160 169 199 154 126 59 57 10 22 54 12 54 59 63 57 4 135 147 18 131 - 45 93 2
31%  35%  3e%  43%  34% 33%  35%  3I0%  25%  29%  32%  30% 37T 30% 32% 34%  30%  35% 38%  42%  34% 81%  42% 8%

{3) NEITHER AGREE NOR 33 23 24 B6 90 30 16 14 3 4 12 3 12 14 18 11 1 22 22 79 79 - - 30 1
DISAGRER % 5% 5% 19%  20% 8% 8% 7% 7% 5% 7% 7% a3 7% 9% 5% % &% 6%  20%  20% 13% 4%

(2) DISAGREE SOMEWHAT 21 29 33 21 28 20 14 6 - 5 7 - 3 14 ] 10 1 23 30 16 26 - - 18 2
5% 7% 7% ay 6% 5% 7% 3y 6% 4% 1% 7% 4% 5% 7% 6% 8% 4% 7% 8% 8%

{1} DISAGREE STRONGLY 18 12 15 23 12 15 11 2 2 3 7 2 6 7 4 8 1 3 10 19 10 - - - 18
ay 3% 3% 5% 3% 4% 6% 2% 5% 1% 4% 5% 4% 1% 3% 5% 8% 2% 33 5% 3% 728

BOTTONM 2 BOX 39 a1 48 44 10 35 25 10 2 8 14 2 12 21 14 18 2 32 40 35 3s - - 18 20
———————————— 9% 8% 10% 9% 9% 5% 12% 5% 5% 10% 8% 5% 8%  11% 7% 11%  16% 8% 10% 9% 9% 8% BO%

DEFENDS - - - 6 5 - - - - - - - - - - - - - - 5 5 - - - -

1% 1% 1% 1%

DON'T KNOW / REFUSED 37 35 35 13 1z 30 18 11 1 3 11 1 10 17 15 11 1 29 26 10 10 - - 34 2
8% 8% 8% 3% EX 8% 9% 6% 11% 1% 7% 23 7% 9% 8% 7% 8% BY% 7% 3% 2% 15% 8%

MERN 4.18 4.18 4.12 3.83 3.93 4,14 3.96 4£.32 4.33 4.23 4.19 4.36 4.11 4,17 4.18 4.11 3.91 4.20 4.12 3.82 3.91 5.00 4.19 3.90 1.44

5.D. 1.06 1.01 1.05 1.04 1.03 2.06 1.16 0.93 1.04 1.69 1.06 0.9%9 1.05 1.09 1.01 1.11 1.33 ©.99 1.03 1.02 1.03 0.00 0.39 0.88 0.95

5.E. 0.05 0.05 0.05 0.05 ©0.05 0.06 0.09 0.07 0.17 0.13 0.08 0.16 0.09 0.08 0.08 0.09 0.38 0.05 0.05 0.085 0.05 0.00 0.05 0.06 0.20



Q.6C37 AGREEMENT WITH ATTRIBUTES DESCRIBING VERIDIAN COMNECTIONS RS A COMPRNY:
BRSED ON TOTAL RESFONDENTS

UNWTD . TOTAL

AGREE STRONGLY

{4} AGREE SOMEWHAT

{3} NEITHER RGREE NOR

DISAGRER

{2) DISEGREE SOMEWHAT

{1) DISAGREE STRONGLY
BOTTICM 2 BOY

DEPENDS

DON'T KNOW / EEFUSED

2013 SIMUL/UEilicyPULSE CUSTOMER SATISFACTTON SURVEY PCR VERIDIAN CONNECTIONS

I8 R COMPANY THAT YOU WOULD RECOMMEND TO
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B FRIEND OR COLLEAGUE

COMMERCIAL BILI. PAYERS

WORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMERT WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSITE METER DATA === TRACKING
==—=== VERY VERY VERI- =====
TOTAL YES NO YRS WO YES WO Vs vBS 12+ 7-12 4-6 <3 YES  NO YE8  NC SUPP UNSUP DIRN 2012 2011 2010 2009
451 35 8 83 368 73 10 39 6 H 15 18 38 83 271 19 376 18 2 67 67 66 732 67
451 35 B 83 348 7% 3 39 5 4 16 1B L 83 271 15 376 18 2 68 68 €9 70 &8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
343 27 5 60 283 55 5 37 1 3 13 14 26 63 211 16 286 12 1 53 52 51 51 43
6% 775 62% 72% 77% 75% 48% 95% 18% 73% 87% 78% 69% 76x 8% 84% 76%F 66% 50% 7Y TT¥ A% 72% 72%
202 13 2 37 1&5 s 2 23 - 3 3 13 16 39 124 1 171 [ - 38 2% 30 20 26
45% 373  25%  45%  45%  48%  20%  S9% 73%  19%  73%  42%  4T%  46%  5B%  46%  49% 5T%  39%  43%  28%  238%
141 14 3 23 118 20 3 1a 1 - 11 1 10 24 87 5 115 3 1 15 26 21 31 23
31%  40%  37%  28% 32% 27%  28%  36%  18% 68% 6% 27% 29% 32% 26% 31% 16% 503  22%  38%  31%  24%  34%
23 2 1 5 28 4 1 - 2 - 1 - 3 5 18 1 29 - - 3 1 2 8 12
7% &% 13% 6% 8% 5% 10% 33% 7% 8% 6% 7% 5% 8% 43 1% 2% 11%  17%
21 3 - 3 is 4 2 - 1 - 1 1 4 3 9 2 16 - 1 1 7 3 4 2
5% 9% 7% 1% 5% 21% 16% 6% 8%  10% 7% 3% 11% 1% 50% 2% 10% 5% 5% 3%
18 1 - 1 14 2 2 1 2 - - 1 2 4 10 - 16 - 3 3 5 1 2
2% 3% 5% 4% 3% 213 2% 32% 5% 5% % 1% 1% 5% 4% 2% % 6% 3%
38 4 - 10 29 3 4 1 3 - 3 2 5 12 19 2 31 1 1 P 10 8 9 5
9% 12% 12% 8% 8% 213 2% 49% 6% 113  15%  14% 7% 11% 8% 5% 50% 6%  14%  11%  13% %
- - - - - - - - - - - - - - - - - - - - - 1 1
1% 1%
37 2 2 8 28 8 - 1 - 1 - 2 3 3 23 - 30 5 - 7 5 9 2 2
3% 6%  25%  10% 8% 11% 3% 27% 11% B% 1% 9% 8%  29% 11% 8% 13% 3% 3%
4.18 4.06 4.17 4.12 4.19 4.27 3.06 4.54 2.36 5.00 3.99 4.51 3.98 4.05 4.23 4.31 4.18 4.47 3.00 £.,4) 4.05 4.13 3.85 4.04
1.06 1.06 0.76 1.16 1.04 1.03 1.54 0.75 1.22 0.00 0.74 1.20 1.24 1.24 1.02 1.00 1.07 1.12 1.37 1.02 1.15 1.2¢ 1.13 1.02
0.65 ©£.18 0.31 0.13 0.06 0.i3 0.50 0.1z 0.50 0.00 0.1% 0.30 0.21 0.14 0.06 0.23 0.06 0.31 0.54 0.13 ©0.15 0.1 0.14 0.13



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRN CONNECTIONS MARCH 2B

Q.78 DO BILL, PAYERS FURCHASE ELECTRICITY FROM VERIDIAN CONNECTIONS CR AN INDEPENDENT ELECTRICTITY RETAILER?
BASED ON TOTAL RESPONDENTS/RESPONDENTS IN ONTARIO (TRACKING)

TNWTD. TOTATL

WTD. TOTATL

VERIDIAN CONNECTIONS
INDEPENDENT ELEC&RICITY

RETATILER

DON'T KNOW / REFUSED

RESIDENTTAL EBILL PAYERS

- APRIL 11, 2013

Page 102

ANNUAL PRE-TAX
HCUSEHOLD INCOME
VERIDIAN CONNECTIONS - 'Qoos

VERIDIAN CONNECTIONS

TRACKING

CUSTOMER LOYALTY GROUPS

STILL TN
FAVOR DIFF AT

SEC-

TRACKING HOUSEHOLD SIZE
=== $40-

TOTAL 201z 2011 2010 2008 TOTAL MEN WOMEN <340 <$70 $70+ 1B-34 35-54 55+ 1-2 3-5 33
[3:-R8 452 462 467 454 384 198 186 40 76 167 41 144 185 197 169
451 452 462 467 454 383 197 186 40 75 187 41 144 185 196 169
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
413 421 431 418 411 3&l 180 171 38 68 160 41 i35 183 188 1aQ

93% 83% 93% 50% 50% 54% 96% 9z% 95% 91% 96%  100% 24% S5d% 96% 95%
a8 12 19 38 30 12 5 7 - 6 4 - &5 2

4% 4% 4% 8% 7% 3% 3y 1% 8% 2% ay 4% 1% 5%
13 1z 1z 11 13 10 2 8 2 1 3 - 4 5 3 1
3% 3% 3% 2% 3% 3% 1% a% 5% 1% 2% ® 2% 3% 1%

2012 20il 2010 2003 TURE AELE ERENT RISK

13
100%

384
100%

357
93%

17
4%

io
3%

393
100%

370
94%

13
EX

1
2%

agy
100%

360
91%

29
7%

aa? 125 55 220 25
386 14 =4 221 25
100% 100% 100% 100% 100%
354 136 49 212 22
52% Sa% BS% 26% 897%
23 6 4 B 2
6% 4% a% 4% 9%
10 2 4 - 1
2% 1% 7 5%
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Q.78 DO BILL PAYERS PURCHASE ELECTRICITY FROM VERIDIAN CONNECTIONS OR AN INDEPEWDENT ELECTRICITY RETAILER?
BASED ON TOTAL RESPONDENTS/RESPONDENTS IN ONTARIO (TRACKING)

COMMERCIAL, BILL PRYERS

TIME OF USE CONTRCTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
PILLING HYDRO? SOLVED? EXPERIENCE (MDNTHS) WEESITE METER TRACKING

========mn= mmssmsm—ssme aae VERY VERY VERI- ===

TOTAL YES 0] YES NQ TES juie] s VDS 12+ 7-12 4-6 <3 YES HQ YES NG SUPP UNSUP DIBRN 2012 2011 2010 2Q09

UNWID. TOTAL 451 E a8 B3 368 73 10 33 6 4 16 1e e B3 271 19 37¢ 18 2 67 67 66 72 &7

WITD. TOTAL 451 a5 e B3 268 T4 9 39 & 4 16 1ie ae 83 271 19 37¢ 18 2 68 68 &9 70 68
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200% 10D% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

VERIDIAN CONNECTIONS 413 34 B 7€ 343 66 9 36 [ a 12 16 37 79 249 19 347 18 2 58 64 61 59 57
93% 97% 100% 91% 93% 90% 100% 92% 100% 100% 20% 89% 97% 95% 9z2% 100% 92% 50%  100% BEY 94% a8% 84% 84%

TNDEPENDENT ELECTRICITY 18 - - 6 1z 3 - 2 - - 2 2 1 4 12 - 17 1 - 6 2 & 8 8
RETATLER 4% 3% A% B% 6% 1% 11% 3% 5% 5% 5% 5% 9% 3% 9% 12% 11%

DON'T KROW / REFUSED 13 1 - i3 iz 1 - 1 - - 1 - - - g = 11 1 - 3 1 2 3 3
3% 3% 1% 3% 1% 3% 6% 3% 3% 5% 5% 2% 3% ay 5%



2013 S1IMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 104

Q.13 OVERALL SATISFACTION WITH VERIDIAN CONNECTIONS 'AFTER DISCUSSING ELECTRICITY FOR A WHILE'
BASED OF TOTAL RESPONDENTS

RESI1DENT1AL BILL PAYERS

ANNUAL PRE-TAX

HOUSEHOLD TNCCOME CUSTOMER LOYALTY GROUPS
VERTD1AN CONNECTTONS - 'ooes VERIDIAN CONNECTIONS
TRACKING = ACE HOUSEHOID SIZE TRACKING STILL IN
========== = ==== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <570 $70+ 18-32 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE AHLE ERENT RIEK

TUNWTD. TOTAL 451 452 162 467 454 384 198 186 40 76 167 41 144 1585 187 169 i3 385 386 395 37 125 a5 220 25

WID. TOTAL 451 452 462 467 454 ag3 197 186 49 75 167 41 144 185 18¢ 1689 13 384 383 397 386 144 55 221 25
100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 419 431 419 440 433 354 178 175 a7 &7 159 38 134 178 181 154 13 365 ELE] 375 371 laz 54 203 15
777777777 93% 95% 91% D4% 95% 92% 90% 94% 93% 89% 95% 83% Q3% 1% 92% G1% 100% 85% 50% 4% 6% 99% 93% S2% 60%

{5) VERY BATISFIED 208 189 213 191 ige 173 82 96 21 44 76 ig 60 83 105 70 3 163 183 165 16l 1ie 29 60 2
46% 42% d6% 41% 41% 46% 41% 52% 52% 58% 4B% 44% 42% 51% 53% 41% 22% 43% 6% 42% 42% B2% 52% 27% 9%

(4) FAIRLY SATISFIED 211 242 206 249 247 17¢ 87 79 15 24 83 20 T4 79 77 B4 10 201 173 210 211 24 25 144 13
47% S4% a5y b3%¥ 54% 46% 49% 43% 40% 3% 50% 49% 51% 41% 39% L0% 78% 52% 44% 53% 55% 17% 16% 65% S1%

{3} NEITHER SATISFIED NOR 5 - 3 4 3 5 3 2 - 2 2 1 1 3 3 2 - - 3 4 2 - 1 3 1
DISSATISFIED 1% 1% 1% 1% 1% 2% 1% 3% 1% 2% 1% 2% 2% 1% 1% 1% 1% 2% 1% A%

(2} FAIRLY DISSATISFIED 21 1z 32 1& 9 19 13 [ 2 5 4 2 7 10 7 12 - 12 28 13 7 - - 12 8
5% 3% 7% 4% 2% 5% 7% 3% 5% 7% 2% 5% 5% 5% 3% 7% 3% 7% % 2% 5% 32%

{1} VERY DISSRTISFIED 4 4 & 13 8 & 3 1 1 1 a1 - 1 3 3 1 - 4 5 4 5 2 - 1 1
i% 1% 1% 1% 2% 1% 1% 1% 2% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% * 4%

BOTTOM 2 BOX 25 18 38 22 17 23 16 7 3 6 5 2 8 12 10 13 - 1s 32 17 12 2 - 13 a
777777777777 6% i% 9% B¥ 4% 6% 8% 4% 7% B% 3% 5% 133 k3 5% 8% 4% B% 4% 3% 1% (33 36%

DON'T KNOW / REFUSED 2 3 2 2 - 2 - 2 - - 1 - 1 1 2 - - 3 2 2 - - - 2 -

* 1% * * 1% 1% i¥ 1% 1% 1% 1% 1% * 1%

MEAN 4.33 4.33 4.28 4.30 4.31 4.32 4.22 4£.43 4.35 4.38 4.38 4.32 4.29 4.35 4.41 4.24 4.2z 4.33 4.28 4.32 4.33 4.78 4.51 4.l14 3,28

S.D. 0.79 0.72 O0.BS ©0.76 0.75 0.82 0.88 0.72 ©0.52 0.92 0.9 0.75 0.78 0.86 0.82 0.8a 0.43 0.7¢4 0.8 0.74 0.71 0.58 0.5¢4 0.73 1.15

S.E. 0.04 0.03 ©¢.Ca 0.04 0.04 0.04 0.06 0.05 0.15 0.12 0.05 0.12 Q.07 0.06 0.06 0.0 ©0.12 0.924 0.04 0.04 0.04 0.05 0.07 0.05 0.23
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.13 OVERALL SATISFACTION WITH VERIDIAN CONNECTIONS 'AFTER DISCUSSING ELECTRICITY FOR A WHILE!
BASED ON TOTAL RESPONDENTS
COMMERCIAL BILL PAYERS
WORK e ———
TIME OF USE CONTACTED  PROELEM RECENT TIME SINCE CDNTACT ACCESS SMART WITH QTHERS VERIDIAW CONNECTIONS
BILLING BYDRO? SOLVED? EXPERIEMCE  {MOWTHS) WEBSITE METER DATA =========== TRACKING
=== VERY VERY VERI- ===zm=oc—e-- ==
TOTAL YES WO YES WO YES WO Vs VDS 12+ 7-12 4-6 <3 YES KO YES WO SUPR  UNSUP DIRN 2012 2011 2010 2008
UNWTD. TOTAL 451 3s 8 83 368 73 10 a9 3 4 16 18 38 83 271 19 376 18 2 67 67 66 72 67
WTD. TOTAL 451 35 8 83 248 74 9 39 6 4 15 18 38 83 271 19 376 18 2 €8 68 £% 70 £8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 419 31 8 73 345 58 5 39 2 [ 15 16 32 75 254 18 349 17 1 65 13 64 65 62
- 931% BEE 100% 88% 94% 93% 48%  100% 35% 100% 94% asy B4% 92% 94% 95% 93% 94% 50% 97% 98% 92% 93% a1y
{5} VERY SATISFIED 208 13 3 35 173 31 4 26 1 3 5 6 20 36 124 11 174 13 - 31 26 30 25 25
46%  37%¥  ITE  42%  47%  43%  39% 7% 18%  75%  29%  35%  83%  44%  46%  5T7%  46%  72% 45%  38%  43%  36% 7%
(4} FRIRLY SATISPIED 2311 ie H g 173 a7 1 13 1 1 10 1@ 12 ag 130 7175 4 1 as 41 34 3g 37
47%  S1%  63%  46%  47%  50%  10%  23%  17%  25%  64%  54%  31%  48%  48%  37%  46% 22% S50%  52%  6D%  49%%  S6%  S54%
(3} NEITHER SATISFIED NOR 5 - - 2 3 1 1 - 1 - - - 1 - 3 - 5 - - - - - 1
DISSATISFIED 1% 2% 1% 1% 10% 16% 3% 1% 1% 1%
{2} PAIRLY DISSATISFIED 21 4 - 7 14 4 3 - 2 - 1 2 4 5 11 1 16 1 1 Fi Fi 4 2 2
5% 12% EE] 1% 5% 31% 33% 6% 11%  11% 7% a% 5% 4% 6% 50% 3% 2% 6% 5% 3%
{1} VERY DISSATISFIED 4 - - 1 3 - 1 - 1 - - - 1 1 2 - 4 - - - - 2 2 3
1% 1% 1% 10% 16% 2% 1% 1% 1% 2% 2% 4%
BOTTQM 2 BOX 25 4 - 8 17 4 4 - E - 1 2 5 T i3 1 20 1 1 2 2 [ E s
------------ 6% 12% 10% s% 6% al% 45% 6% 11 13% 8% 5% 5% 5% 5%  50% 3% 2% a3 7% 83
DON'T XNOW / REFUSED 2 - - - 2 - - - - - - - - 1 - 2 - - - - - -
* 1% * 1%
MEAN 4.33 4.13 4.37 4.1% 4.3 4.30 3.35 4.67 2.88 4.75 4.17 4.13 4.21 4.26 4.35 4.47 4.34 4.60 3.00 4.38 4.33 4.25 4.19 4.1%
8.D. 9.79 0.93 0.52 0.%3 0.76 0.77 1.58 ©0.48 1.48 ©.51 0.75 0.91 1.10 0.88 0.76 0.77 0.7% 0.80 1.37 0.57 0.50 0.90 0.87 0.9%
S.E. .04 0.16 0.18 D.10 0.04 0.0% 0.52 0.08 0.61 0.26 0.19 0.21 0.18 0.10 0.05 0.18 0.04 0.19 0.94 D0.08 0.07 0.11 0.10 0.12
. N N =N ~, ~ ST ST I - ST T P



2013 SIMUL/UtIlityPULSE CUSTOMBR SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - RPRIL 11, 2013

Q.18/13 CHANGES TN SATISFACTION WITH 'THEE LOCAL ELECTRICITY OTILITY'/VERIDIAN CONNECT1ONS FROM BEGINNING OF INTERVIEW
BASED ON TOTAL RESPONDENTS

NEITHER

SATISFIED
VERY FAIRLY NOR FAIRLY VERY DON'T KNOW/
SATISFIED SATISFIED DISSBATISFIED DISSATISFIED DISSATISFIED REFUSED

UNWTD. TOTAIL 451 451 451 451 a51 451
WID. TOTAL 451 451 451 451 451 451
100% 100% 100% 100% 100% 100%
INITIALLY (QlA} 234 190 - iz & g
52% 42% 3% 1% 2%
LATER (Q13) 208 211 5 21 4 2
46% 47% 1% 5% 1% *
CHANGE -26 +21 +5 +5 -2 -7

-6% +5% +1% +2% * -2%
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Q.18/13 CHANGES IN SATISFACTION WITH °‘THE LOCAL ELECTRICITY UTILITY'/VERIDIAW CONNECTIONS FROM BEGTNNING OF INTERVIEW
BASED QN TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX
ROUSEHQLD INCOME COSTOMER LOYALTY GROUES
VERIDIAN CONNECTICNS - 0003 VERIDIRM CONNECTIONS
TRACKING HOUSEHQLD SIZE TRACKING STILL IN
S40- SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <370 570+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK

UNWTL. TOTLL 451 452 462 467 454 384 1358 186 49 76 157 41 144 195 197 169 13 385 396 385 387 1as5 S5 220 25

WID. TOTAL 451 452 452 a67 454 383 197 186 ag 75 167 41 144 195 19¢ 1e% 13 184 393 397 386 144 55 221 25
100% 100% 100% 100% 100% 106% 100% 100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

INITIALLY VERY SARTISFIED (Q1A8} 234 194 232 218 212 19¢ 88 108 25 a7 88 19 57 109 115 77 5 162 152 188 179 144 55 29 7
52% 43% 50% 47% 47% 51% 45% SBY B2% 62% 52% 46% 47% S6% S8% 45% 37% 432% £3% 47% 46%  100% 100% 13% 28%

LRTER VERY SATISFIED {Q12) 208 189 213 131 186 17e 82 26 2l 44 76 18 &0 99 105 70 3 153 183 1€8 161 118 23 &0 2
15% 42% 46% 41% 41% 46% 11% S2% S2% 58% 46% 44% 42% 51% 53% 41% 22% 43% 46% 42% 42% 82% 52% 27% o%

CHANGE 26 -5 -19 -27 ~26 -18 -7 -12 -4 -3 -11 -1 -7 -10 -10 -7 -2 +1 ~-1i0 -23 -18 -28 -26 +31 -5
-6% -1% -4% -6% -6% -5% -3% -6%  -10% -4% -1% -2% -5% -5% -5% -4% -15% * -2% -6% -5% -18% -4B% +1d% -19%
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¢.15/13 CHANGES IN SATISFACTION WITH 'THE LOCAL ELECTRICITY UTILITY'/VERIDIAN CONNECTIONS FROM BEGINNING OF INTERVIEW
BASED ON TOTAL RESPONDENTS

COMMERCIAL: BILL PAYERS
RORK S=c=mssssccs===
VERIDIAN CONNECTICNS

TIME OF USE CONTACTED FROBLEM RECENT TIME SINCE CONTRCT ACCESS SMART
EILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATA

THWTD. TOTRL 451 35 8 83 368 73 10 e € 4 16 18 38 83 271 12 376 is 4 67 &7 113 72 &7

WID. TOTAL 451 35 2] 83 368 74 5 33 & 4 1& hE:} 38 83 271 13 376 iB 2 68 58 E3 70 8
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1003

INITIALLY VERY SATISFIED {Q1A) 234 13 4 43 152 39 4 30 2 4 7 9 20 49 139 11 158 10 - 38 32 3g 30 33
52% 37% 50% 52% 53% 53% 39% T7% 35% 100% aziy 50% 53% 59% 51% 58% 53% 55% 57% 47% 57% 42% 48%

LATER VERY SATISFIED {(Q13} 208 13 3 35 173 31 4 26 1 3 5 & 20 £l 124 11 174 13 - 31 26 30 25 25
46% 37% 37% 43% 47% 43% 39% £€7% 18% 75% 29% 3B% 53% 44% 16% 57% 46% 72% 45% 38% 43% 36% 373

CHANGE -26 -0 -1 -8 -18 -8 - -4 -1 -1 -2 -3 -0 -1z -15 -0 -22 +3 - -B -5 -9 -4 -8

-6% = -13% -9% -5% -11% -11% -17% -25% -13% -15% -1% -is% -6% * -6%  +17% -11% -0%  -14% -6% -11%



2013 SIMUL/UEilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERTDTAN CONNECTLIONS

Q.13A ONE OR TWO MOST IMPORTANT THIKGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE

BASED ON TOTAL RESPONDENTS

UNWTD, TOTAL

WID. TOTAL

BETTER PRICES / LOWER

RATES / STOPR PRICE
INCREASES / BETTER PRICES
FOR PEQPLE WHO WANT SPECIAL
TREATMENT / HAVE UNIQUE
HEEDS

BETTER COMMUNICATION / SEND
CUT INFORMATION / GIVE
WOTTCE PRTOR TO HWORKING

BE MORE EFFICLENT / COST
EFFECTIVE / IMPROVE
MANAGEMENT/ GET RID GF
EMPLOYEES / UNHAPPY THAT
THEY PAID OFF THE EXECUTIVES
THEY FIRED, AFTER THEY
SCREWED UP

IMPROVE SERVICES / RELIABLE
POWER SUFPLY / RESTORE POMER
FRSTER / NG BLACKOUTS

ELIMINATE SMART METERS /
SMART METERS END UP COSTING
ME MORE / SKEPTICAL OF
PEAK-HOUR PEEMIUM RATES
SRAVING ENERGY

IMPRCVE BILLING / CLARIFY
THE BILL / TIMELY BILLING /
CONTINUE TO PROVIDE PAPER
BILLS / SIMPLIFY THE BILL

{continued)

RESIDENTIAL BILL PAYERS

MARCH 28

- APRIL 11,

201

3

VERIDIAN CONNECTTONS
TEACKING

TOTAL 2012 2011

451
100%

99
22%

8%

24
5%

23
5%

23

1B

452
i00%

108
2a%

a1
7%

29
4%

41

462
190%

1590
32%

29
6%

11
2%

52
11%

22

BLRNUARL PRE-TAX
HOUSEHCLD INCOME
'Qo0s

2010 2002 TOTAL MEN WOMEN <340
467 454 384 198 184 40
a67 454 383 197 186 40
100% 100% 100% 100% 100% 100%
144 99 91 53 a7 a8

21z 22% 24% 27% 20% 20%
25 31 EX] pE| 1% 1
5% 7% 9% 1% 10% 3%
4 rd 22 14 B8 2
1% 6% 6% 7% 4% 5%
39 55 23 16 7 1
8% 12% &% 8% 4% 3%
is 15 21 13 8 2
3% 3% B% 7% 4% 5%
20 33 17 9 8 1
4% 7% 4% 5% 4% 2%

VERTDIAN CONNECTIONS
= AGE HOUSEHOLD SIZE TRACKING
$40- ~ =s=sscocooossss==ac Sssssss==oSSSSSSS= SSsSssnossoosssssss=sss SEC-
<370 $70+ 18-34 35-54 55+ 1-2  3-5 6% 2012 2011 2010 2008
7% 167 41 1a4 155 197 169 13 385 396 395  3B7
75 167 41 144 195 196  1E9 13 384 393 397 386
100% 100% 100% 300% 100% 100% 100% 100% 100% 100% 100% 100%
18 49 $ 32 51 42 41 7 96 125 133 81
24%  29% 15%  22%  26% 21%  24%  54%  25%  32%  33%  21%
6 16 - 17 16 18 14 - 24 28 20 28
8% 10% 12% B% 9% B% 6% 7% 5% 7%
3 El 2 8 12 9 12 1 2 10 4 18
4% 5% 5% 5% 6% 5% 7% % 1% 3% 1% 4%
3 11 - 9 14 12 10 1 29 36 37 48
1% 7% 6% 7% 6% 6% 8% 8% 9% 9% 13%
2 1z 4 10 7 3 15 2 19 50 13 14
3% 1% 10% 7% 4% 2% 9%  16% 5% 13% 3% 4%
4 9 - 7 10 8 9 - 32 20 15 29
5% 5% 5% 5% 4% 5% B% 5% 1% 8%

Page 109

CUSTOMER LOYALTY GROUPS

STILL IN

144
100%

24
17%

)
a5

i

3%

55
100%

12
22%

3
11%

L

221
100%

21
S¥

13
6%

11
5%

13

6%

13
6%

FAVOR DIFF AT
UKE ABLE ERENT RISK

23
100%

g
37%

16%

4%



2013 SIMUL/UtilityPULSE CUSTOMER SATISPACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.13R ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TC IMPROVE CUSTOMER SERVICE

BASFD ON TOTAL RESPONDENTS

UNWTD. TOTAL

WID. TOTAL

HIDDEN COSTS ON BILL /
ELIMINATE EXTRA CHERGES [ KO
DELIVERY CHARGES

CONSERVATION: MORE
INFORMATION / MDRE
INCENTIVES ANMD REBATES FOR
ENERGY-EFFICIENT DEVICES /
OFFER FREE ENERGY-BFFICIENT
EULBS / CUT QUT ALL
UNNECESSARY COMMERCIAT,
LIGHTING / MAKE SURE QFFICE
BUILDINGS, INDUSTRIES, ektc.
TURN OFF LIGHTS AT NIGHT

STAFF ISSUES: MORE
KNDWLEDGEARBLE / COURTEQUS /[
BETTER CUSTOMER SERVICE /
MORE RESPONSIVE / HAVE B
LOCAT, SERVICE CENTRE

BETTER ONLINE PRESENCE /
ALLOW PRYMENT VIA INTERNET

COMEFLAINTS ABOUT THIS SURVEY
DON'T CHARGE FOR PREVICUS
COMPANY DEBT /

{continned}

451
100%

ER:]
4%

13

10
2%

VERIDIAN CONNECTIONS

TRACKING
TOTAL 2012 2011 2010
452 462 467
452 482 467
100% 100% 100%
12 11 5
3% 2% 2%
17 11 23
4% 2% 5%
21 g 1B
5% 2% 4%
23 1
5% 2% *
8 5 5
2% 1% 1%
12 8 9
3% 2% 2%

2009

454
100%

7
2%

33
%

14
3%

RESIDENTIAL BILL PAYERS

MARCH 26

- APRTL 11,

2013

ANNUAL. PRE-TAX
HCUSEHOID TNCOME
- 'ooog

HOUSEHOLD SIZE

VERIDIAN CONNECTIONS

TRACKING

$80- e
TOTREL MEN WOMEN «<%40 <$70 $70+ 18-32 35-54 G55+

bPage 110

CUSTOMER LOYALTY (GROUES

STILL IN
SEC- FARVQOR DIFF AT

201z 2011 2010 2009 URE RELE EHRENT RISK

384 138 18% 40 76 187 41 144 185 197 169 13 -1

383 197 186 £0 75 17 41 144 195 1%¢ 169 13 384

100% 100% 100% 100% 100% 100% I00% 100% 100% 100% 100% 100% 100%
16 7 9 2 1 B8 2 7 7 9 & 1 10
i% 2% 5% 5% 1% 5% 5% 5% 4% 5% 3% T 3%
g 4 5 - 1 & 2 4 2 2 5 1 15
2% 2% 3% 1% 4% g% 3% 1% 1% 4% 7% 4%
8 7 1 bl 1 5 1 El 4 z 5 1 13
2% 4% 1% 2% i% 3% 2% 2% 2% 1% 3% T% 5%
3 4 5 2 1 3 Z 5 2 5 4 - 21
2% 2% 3% 53 1% 2% E% 4% 1% 3% 2% 5%
7 3 4 ~ 2 4 1 2 4 5 2 - 7
2% 2% 2% 3% 2% 2% 1% 2% 3% 1% 2%
7 2 5 1 1 2 - 2 4 4 3 - 12
2% 1% 3% 3% 1% 1% 2% 2% 2% 2% 3%

393
100%

11
3%

2
2%

397
i00%

7
2%

21
5%

3BE
100%

[
2%

30

= oab
&

11
3%

144 55 221 25
100% 100% 100% 100%

4 3 10 1
3% 5% 4% 4%

- 7 2
1% 3% 8%
3 3 3
2% 1% 1% 8%
a 2 2 1
3% 4% 1% 4%
- 2 3 2
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Q.13A ONE OR TWO MOST IMPORTENT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON TOTAL RESPONDENTS

RESIDENTIATL BILL PAYERS

ANNUATL, PRE-TAX

HOQUSEROLD INCOME CUSTOMER LOYRLTY GROUPS
VERIDIAN CONNECTIONS - '000S VERIDIAN CONNECTIONS
TRACKING = HOUSEHOLD SIZE TRBCKING STILL IN
540-, ====—————coo===== === SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <570 $70+ 18-34 15-54 55+ 1-2 3-5 B+ 2012 2011 2010 2009 ORE RABLE ERENT RISK

UNWID. TOTAL 451 452 462 467 454 384 138 186 40 76 167 41 l4a 195 197 168 13 38s 396 395 3g7 145 55 220 25

WID. TOTAL 451 452 452 467 454 383 197 186 40 75 167 41 lag 195 196 169 13 384 393 397 386 144 55 221 25
100% 180% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

THEY RUN A MONCPOLY / THERE

7 1 3 3 2 T 5 2z - - 5 - 5 2 3 3 1 - 2 2 1 1 1 Z 1
IS NGO COMPETITION / HAVE 2% * 1% 1% w 2% 2% 1% 3% 3% 1% 1% 2% 7% * * * 1% 2% 2% a%
COMPETITION / BE MORE
COMPETITIVE
EESPONSE TIME: EXTERDEDR 3 14 14 13 21 5 3 2 1 1 1 - 1 4 a 1 - 10 9 13 14 1 2z a -
SERVICE HOURS / LIVE 1% 3% 3% 3% 5% 1% 2% 1% 2% 1% 1% 1% 2% 2% 1% 3% 2% 3% 4% 1% 4% 1%
REPRESENTATIVE AVATLABLE ON
THE PHONE / REESPOND FASTER /
LESS TYME ON HOLD / HIRE
HORE STAFF
BETTER MAIWTENANCE / IMPROVE ] 5 6 11 19 s 3 2 i 3 1 1 - a 4 1 - 3 [ 9 17 2 - 2
POWER LINES / REPAIR STREET 1% 1% 1% 2% 4% 1% 1% 1% 2% a% 1% 2% 2% 2% 1% 1% 2% 2% a% 1% 2%
LIGHTS
TUNREALISTIC BEING TOLD TO 5 1 1 3 4 4 3 1 - 1 3 1 1 2 2 2 - i 1 4 1 i 1 3 -
CONSERVE / CONSERVATION 1% * * 1% 1% 1% 2% 1% 1% 2% 2% 1% 1% 1% 1% & = * * 1% 1% 1%
DOESN!T LOWER BILLS / WHEN
PEOPLE CONSERVE DON'T JACK
THE PRICE UP TQ COMPENSATE
FOR PROFIT LOSS
MORE TMVOLVEMENT WITH THE 4 4 4 2 3 3 2 1 - 1 1 1 2 - 1 - 4 4 2 2 2 - 1 1
COMMUNITY 1% 1% 1% * 1% 1% 1% 1% iy 1% 2% 1z = 1y 1% 1% * 1% 1% * 4%
DON'T COME TO MY DOOR [ 3 1 1 - 2z a 1 2 - 1 2 1 2 - 1 2 - 1 1 - 2 4 1 - -
DON'T SOLICIT 1% * * = 1% 1% 1% iy 1% 2% 1% 1% 1% * * * 1% 2%
MORE ACCOURTABILITY / SHOW 3 1 1 5 3 3 2 1 - - 2 - 1 2 1 2 - 1 1 4 2 - - 2 1
THE COMPRNY'S EXPENSES 1% ¥ * 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% * * 1% 1% 1% a%
{cantinued)
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Q.132 ONE OR THWO MOST IMPORTRNT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE COSTCMER SERVICE
BASED CN TOTAL RESPONDENTS

RESIDENTIAL: BILL PAYERS

ANNUAL PRE-TAX

HOUSEHOLD INCOHME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTI(NS - 'goos VERIDIAN CONNECTIONS — ===-====== ====
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
=== 40— ==== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <570 570+ 1B-34 35-54 55+ 1-2 3-5 G+ 2012 2011 29019 2005 TURE ABLE ERENT RISK

UNWTD. TOTBL a51 452 462 467 454 384 198 186 40 76 167 41 142 185 187 189 13 385 386 395 387 145 55 220 25

WID. TOTRL 451 452 462 467 452 183 197 186 20 75 167 41 144 185 196 169 13 384 393 397 386 124 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1G0% 100% 100% 100% 100% 100% 100% 100%

EXTEND PAYMENT TIME / LESS 3 2 2 11 2 1 - 1 - - 1 - 1 1 - - 1 2 £} Fi - 2 1

RRGERNESS TO CUT HYDRO / 1% * 1% 2% 1% * 1% 1% 1% 1% * 1% 2% 1% 1% 4%

ALL.OW PARTIAL BILL PAYMENTS

OTHER HON-ENERGY RELATED 3 1 - - - 3 1 2 - 1 - - 1 2 2 1 - 1 - - - - 1 2 -

COMMENTE {e.g. GARBAGE 1% * 1% = 1% 1% 1% 1% i% 1% * 2% 1%

COLLECTION, ANIMAL CONTROL)

BE MORE ENVIRONMENTALLY 3 7 17 27 21 2 - 2 - 1 - 1 1 1 - 1 3 16 26 21 2 - 1 -

¥RTEWDLY / USE ALTERNATIVE 1% 2% 4% 6% 5% 1% 3% 1% 2% 1% 1% 7% 2% % 8% 5% 1% %

FNERGY SCURCES (e.g. SOLAR /

WIKND}

NC SENSE ANSWERING THIS 3 - - - - 2 1 1 - - z 1 b3 - 1 1 - - - - - 1 - 2 -

QUESTION BECAUSE THEY 1% 1% * 1% 1% 2% 1% ix 1% 1% 1%

WOULDR'T USE MY ANSWER

STOP TRADING ELECTRICITY 2 1 1 - - 1 - 1 - 1 - - 1 - 1 - 1 1 - - - - 2 -

WITH THE USR * - * = 1% 1% 1% 1% * * 1%

RERD METERS ACCURATELY AND 2 a 1 [ 2 2 1 1 - - 1 - 1 1 1 1 - 3 1 3 a - - 2 -

CONSISTENTLY / NO ESTIMATED - 1% * 1% 1% 1% 1% 1% 1% 1% 1% * 1% 1% * 1% 1% 1%

READINGS

LOBBY THE GOVERNMEWT TO 1 3 10 - - 1 1 - - 1 - - - 1 i - - El 10 - - 1 - - -

REMOVE THE HST / THEY'RE * 1% 2% * 1% 1% 1% 1% 1% % 1%

TUNDER CGOVERNMENT TAXATION

TEEY SHOULD FROVIDE ENERGY 1 - - - - 1 1 - - 1 - - - 1 - 1 - - - - - 1 - -

OR ELECTRICITY FOR FREE * * = 1% i% 1% 1%

MORE SURVEYS 1 1 - - - 1 1 - - - - 1 - - - 1 - 1 - - - - - 1 -

* * * * 2% 1% = ®

{cantimued}



2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTTONS

0.13A ONE QR TWO MOST IMPORTENT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE

BASED ON TOTREL RESPONDENTS

ONWTD. TOTAL

WTD. TOTAL

GOVERNMENT SURSIDIES /
INVOLVEMENT

MAINTAIN LOCAL CONTRQL OVER
HYDRO: MORE CONTROL TO THE
SMALL TOWNS

UEGRADE METERS / INSTALL
SMART METERS / DON'T CHARGE
FOR SMART METERS / VARY
RATES DEEENDING ON USAGE /
TIME (i.e. USE LESS, PAY
LESS FOR OFF-PEAK HOURS)

DO NOT POLITICYZE THE
ISSUE - ELECTRICITY IS NOT A
COMMODITY FOR POLITICEL GAIN

DO NOT PRIVATTZE

BO DEPOSITS / LOMER
DEEQSITS / RETURN DEROSITS

TMPROVE SAFETY / VOLTAGE
ISSUES / EAVE ACCURATE
RECORDS FOR UNDERGROUND
LINES

EXPLORE THOSE HOME BASED
ELECTRICITY SOURCES RND
SELLING IT BACK TO THE POWER
COMPANY

(continued)

VERIDIAN CONNECTIONS

TRACKING
TOTAL 2012 2011 2010
451 452 452 487
451 452 462 487
100% 100% 100% 100%
1 - - -
e
1 - - 1
* ®
1 9 5] 4
® 2% 1% 1%
1 - - -
*
- - 1 2
* *
- 1 1 3
* * 1%
- 2 2 -

2009 TOTEL MEN

454
100%

*

az
%

RESIDENTIAL BILL PAYERS

MARCH 28 - APRTL 11,

2013

Page 113

ANNOAT, PRE-TAX
HOUSEHOLD INCOME
0005

HWOMEN

384 198 186 40 76 16
383 197 186 10 75 16
100% 100% 100% 100% 100% 10

i - 1 - -

* 1%

1 1 - - -

. N

1 - 1 - 1

* 1% 1%

1 - 1 - -

* -

7
0%

BAGE

41 142
41 144
160% 100%
- 1
1y
- s S

HOUSEHOLD SIZE

100% 100% 100% 100% 100% 100% 100% 100%

S5+ 1-2
195 187
195 194

1 1
1% *
1 1
1% *
1 1

*

VERIDIAN CONNECTTONS

CUSTOMER LOYALTY CGROURS

TRACKING STILL IN
SEC- FAVOR DIFF AT
3-5 6+ 2012 2011 20i0 2008 URE ABLE ERENT HISK
169 13 385 39% 395 387 145 55 220 25
169 13 L 393 397 386 194 55 221 25

- - a
2%

1 - _

1%

- - 1
+

- - 1

*

[

*

100% 100% 100% 100%

- - - - 1
=
1 - - - - 1
* 4%
4 31 - - 1 -
1% 8% *
- - - — 1 -
x
2 - - - - -
-
3 2 - - - -
1% 1%
- 1 - - - -
.
- 3 - - - -
1%



Q.13A ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO TMPROVE CUSTOMER SERVICE

BASED 0N TOTAL RESPONDENTS

TUNWTD. TOTAL

WID. TOTAL

DISLIKE THE SUBCONTRACTING
QF ENERGY

DON'T USE A SEFARATE BILLING
RGENT / GO BACK TO
COLLECTING FOR HOT WATER
TAWKES - WE DON'T NEED TO ERY
FOR ANOTHER BUREAUCRACY

THEY NEED MORE NUCLEAR
STATIONS

INCREASE GENERATING CAPACITY

ONE PLANT PRODUCING
ELECTRTCITY FOR THE
COMMONITY WILL BE SHUT DCHAN
FOR ENVIRONMENTAI- FURPOSES
AND THEY HAVE NOTHING
REPLACING IT

MISCELLANECUS

SATISFIED/ NC FPROBLEMS

DON'T KWOW / CAN:T SAY /
REFUSED

VERIDIAN CONNECTIORS
TRACKTHNG

452 462 467

150% 100% 100% 100%

1 - -

«

- 1 -
=

R 1 -
.

2 - _

N

1 2 -

« «

6%

128 110 122

28% 28% 24% 26%

52 44 56

15% 11% 9% 12%

100%

118
26%

11%

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

RESIDENTTAL BILL FRYERS

MARCH 28

- BPRIL 11, 2013

TOTAL 2012 2011 2010 2002 TOTAL MEW

383 197

23
6%

99
26%

54
14%

ANNUAL FRE-TAX
BOUSEHOLD INCOME

- 'Q00s

$40-
WOMEN <540 <570 $70+

1B6& 40 75 157
100% 100% 100% 100% 100% 100%

16 3 &

7
4% 9% 8% 8%

56 iz 20 37
2% 30% 30% 26% 22%

23 T 10 24
1é6% 12% 1B8% 13% 19%

HOUSEHOLD SIZE

VERIDIAN CONNECTIONS
TRACKING

26%

196 169

i00%  100% 100%

11 11
7% %3 7%
62 ER
31% 21%
28 24

14% 14% 14%

201z 2011 2010 2009

384 393 397 El:13
100% 100% 100% 100% 100% 1Q0% 100% 2100% 100%

1 - -

*

_ 1 _
=

- 1 -
*

1 - -

*

1 2 -

* M

109 89 97 103
% 2B% 23% 24% 27%

a4 37 43 335
12% 9% 113 10%

Page 114

CUSTOMER LOYALTY GROUPS
STILL IN

SEC- FAVOR DIFF AT

URE ABLE ERENT RTSK

144 55 221 25

12 1 11 1
8% 2% E% 4%
55 ie g3 2
38% 35% 24% T
23 6 33 3

18% 11% 15% 12%



2013 SIMOL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 2B - APRIL 11, 2013 Page 115

Q.13A ONE QR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIOWS COULD DX TQO IMPROVE COSTOMER SERVICE
BASED CN TOTAL RESPONDENTS

COMMERCIAL EILL PAYERS

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHEERS VERTDIAN CONNMECTIONS
BILLING HYDRO? SOLVEDR? EXPERTENCE {MONTHS) WEBSITE METER DRTA =======mr=== TRAECKING

VYERY VERY VERI-
TOTAL YES (o] YES (o] YES KO Vs VD5 12+ F-12 4-§ <3 YES NG YES NO SUPP TUNSUP DIEN 2012 2011 20i0 2003

UN¥TD. TOTAL 451 35 g 83 348 73 10 38 6 4 18 13 a8 a3 271 19 37 lg 2 €7 €7 13 72 67
WTD. TOTAL 451 a5 2 a3 38 T4 9 28 6 2 16 18 38 83 271 19 376 1B 2 GB GB G3 70 68

100% 100% 160% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 3100% 100% 100% 100% 100% 100% 100% 100%
BETTER PRICES / LOWER 99 3 3 10 a3 3 1 2 1 - 2 5 2 13 58 s 78 5 1 B 1z 24 11 18
RATES / STOP BRICE 22% 25% 39% 12% 2a% 12% 11% 5% 18% 13% 27% 6% 23% 21% EEL S 21% 27% S0% 12% 18% 35% 16% 27%

INCREASES / BETTER PRICES
FOR PEOPLE WHC WANT SPECIAL
TEERTMENT / HAVE UNIQUE

NEEDS

BETTER COMMUNICATION / SEND L 2 - 8 26 8 - 3 - T 1 - 2 10 20 2 29 - - 1 7 2 [ 3
OUT INFORMATION / GIVE 8% 5% 9% T 11% 8% 25% 6% 10% 12% T¥ 1l% 8y 2% 11% 2% BY 4%
KOTICE PRIOR TO WORKING

BE MORE EFFICIENT / CGST 24 3 - 4 20 4 - 2 1 - b3 1 2 3 17 - 21 1 - 2 1 2 11
EFFECTIVE / IMPROVE 5% 9% 5% b% 5% 5% 17% 6% 5% 5% 4% 6% 6% 6% 3% 1% 2% 16%
MAEMAGEMENT/ GET RID OF

EMPLOYEES / UNHMEPY THAT

TBEY PAID OFF THE EXECUTIVES

THEY FIRED, AFTER THEY

SCREWED UP

IMPROVE SERVICES / RELIRELE 23 1 1 10 13 7 3 2 2 - 1 2 & 9 10 1 19 1 1 - 2 g 2 7
DOWER SUPPLY / RESTORE EOWER 5% 3% 14%  12% 3% 10%  31% 5% 232% 6% 11%  16%  11% 4% 5% 5% 6%  50% 3% 13% 3% 10%
FASTER / NO BLACKOUTS

ELIMINATE SMART METERS [/ 23 3 - s 17 5 1 4 - - 2 2 2 % 14 3 17 - - 2 1 2 3 2
SMART METERS END UP COSTING 5% 8% 7% 5% 1% T 10% 11%  11% 5% TE 5%  16% 4% 2% 1% 3% 4% 3%
ME MORE / SKEPTICAL OF

PEAK~HOUR, PREMIOM RATES

SAVING ENERGY

IMPROVE BILLING / CLARIFY 1B 1 1 2 15 - 2 - - - - - 2 ] 7 3 13 - - 1 E 2 [ 4
THE BILL / TIMELY BILLING / 4% 3% 14% 2% 4% 20% 5% 3% 3% 16% 3% 1% 13% 3% BY 6%

CONTINUE TCO PROVIDE PAFER
BILLS / SIMPLIFY THE BILL

{continued}



{3.13A ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DC TO IMPROVE CUSTOMER SERVICE

BASED ON TOTAL RESPONDENTS

TNWTID. TOTAL

WID. TOTAL

HIDDEN COSTS ON BILL /
ELIMINATE EXTRA CHARGES /[ WO
DELIVERY CHARGES

CONSERVATION: MORE
INFORMATION / MORE
INCENTIVES AND REBATES FOR
ENERGY-EFFICIENT DEVICES /
OFFER FREE ENERCY-EPFICIENT
BOLBS / CUT OUT BLL
URNECESSARY COMMERCIAL
LIGHTING / MAKE SURE OFFICE
BUILDINGS, INDOSTRIES, etc.
TURN OFF LIGHTS AT NIGHT

STAFF 1SSUES: MORE
INOWLEDGEABLE / COURTEOUS /
BETTER CUSTOMER SERVICE /
MORE RESPCNSIVE / HAVE A
LOCAL SERVICE CENTRE

BETTER ONLINE PRESENCE /
ALLOW PAYMENT VIA INTERNET

COMPTATNTS ABOUT THIS SURVEY
DCN*T CHARGE FOR DREVIOUS
COMEANY DEBT /

THEY RUN A MONCPOLY [/ THERE
15 RO COMPETITION / BAVE
COMPETITION / RE MORE
COMFETITIVE

{cantinued)

2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRN CONNECTIONS

TIME OF USE CONTACTED
BILLING

HYDRO?

TIME SINCE CONTACT

251
100% 100% 100% 100%

ig
a%

13
3%

16
2%

8 83

5%

o w

o

b~
[P X
o

P

RECENT
EXPERIENCE
vs DS
pis} 35
5 39
100% 100%
- 2
5%
- 3
8%
2 -
21%
1 -
10%
- 1
2%
- 1
2%

LW
Lk o]
&

&

o by
a8
"
a

e
o
HE RN e
ap op I
How IS
=

o
o

MARCH 28 - APRTL 11, 2013 Page 1186

COMMERCIAL BILL PAYERS
WORE =====
SMART WITH OTHERS VERIDIAN CONNECTIONS
METER DNATA ===========x TRACKING
== VERY VERY VERI- =====
YE3 NG SUPP DESUFP DIAW 2012 2011 2010 200%

13 376 18 2 68 (1] E9 70 68

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

2 14 2 - 2 3 - 2 1
3% 11% 2% 11% 3% 1% 3% 1%

- 10 2 - 4 1 2 2 2
3% 11% 6% 2% 2% % 3%

- 3 2 - 2 2 - 3 3
2% 12% 3% 3% 4% 4%

- 3 - - 1 3 - - -
2% 1% 4%

- E] - - 2 1 1 - -
2% 3% 1% 1%

1 4 - 1 - 2 - 1

5% 1z 50% 3% 2% 4%

- 5 1 - - 1 z 2 1
1% 5% 2% 2% 2% 1%
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.13A ORE COR THWC MOST IMPCRTANT THINGS VERIDIAN CONRECTIONS COULD DO TG IMPROVE (CUSTOMER SERVICE
BRASED ON TOTAL RESPONDENTS

COMMERCIAL BILL PAYERS

WORK

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT LCCESS SMRET WITH OTHERS VERTDTAN CONNECTIONS
BILLING HYDEO? SOLVED? EXPERIENCE ({MONTHS) WEBSITE TRACKING

= = == = ===s=s===== SSSSSSSSSSSSSSSSSSSs=as ==asa == VERY VERY VERI-

TOTAL YES RO YES NO YES NO va vDs 12+ T-12 4-6 <3 YES RO YES NO SUPP UNSUP OIAN 2012 2011 2010 2009

UNWTD. TOTAL 451 35 8 83 368 T2 10 33 6 4 16 18 38 83 271 13 376 18 2 a7 67 66 72 67

WTD. TOTRL 451, 35 & 83 368 74 9 35 6 4 16 1e ag 83 271 19 376 18 2 &8 &8 &9 70 58
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 10D% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

EESPONSE TIME: EXTENDED 5 - - 3 3 2 1 1 1 - - 1 1 1 3 - 5 - - 1 4 & 1 7

SERVICE HOURS / LIVE 1% 4% 1% 3% i0% 3% 16% 5% a% 1% 1% 1% 2% 5% a% 1% 10%

REPRESENTATIVE AVAILABRLE ON

THE PHOWE / RESPOND FRSTER /

LESS TIME ON HOLD / HIRE

MDRE STAFF

BETTER MATNTENANCE / IMPROVE 6 - - 3 3 3 - 2 - - 1 1 1 1 5 - [ - - 1 1 - 2 2

POWER LINES / REPAIR STREET 1% A% 1% 1% 5% 6% 5% 2% 1% 2% 2% 2% 2% 2% 2%

LIGHTE

UNREALISTIC BEING TOLD TOQ s - - 2 3 1 1 2 - - 2 - - 1 4 1 4 - - 1 - - 1 3

CONSERVE / CONSERVATION 1% 2% 1% 1% 7% 1% 11% 1% 1% 5% 1% 1% 1% 4%

DOESN'T LOWER BILLS / WHEN

PECPLE CONSERVE DON'T JACK

THE PRICE P TC COMPENSATE

FOR PROFIT LOSS

MORE INVOLVEMENT WITH TEE 4 - - - 4 - - - - - - - - 2 2 - 4 - - 1 - - 1

COMMUNITY 1% 1% 2% 1% 1% 2% 1%

TON'T COME TO MY DOOR / 3 - - 1 2 1 - 1 - it - - - 1 2 - 3 - - - - - - -

DON'T SOLICLIT 1% 1% 1% 1% 3% 26% 1% 1% 1%

MORE ACCOUNTABILITY / SHOW 3 2 - - 3 - - - - - - - - - 1 - 1 1 - - - 1 2

THE COMPANY'S EXPENSES 1% €% 1% * * 6% 1% %

EXTEND PAYMENT TIME / LESS 3 1 - 2 1 1 1 - - - - - 2 1 1 - 2 1 - 2 1 ~ 2 -

EAGERNESS TO CUT HYDRQ f 1% 3% 2% * 2% 10% 5% 1% = 1% 6% 3% 2% 2%

ALTOW PARTTAT. RTLL PAYMENTS

OTHER HON-ENERGY RELATED 3 - - 1 2 1 - 1 - - - - 1 2 1 - 3 - - - - - - -

COMMENTS {(e.g. GARBAGE 1% 1% 1% 1% 3% 3% 2% * 1%

COLLECTICN, ANIMAL CONTROL)

{continued)



2013 SINUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIRN CONNECTTONS MARCH 28 - APRIL 11, 2013 Page 118

Q.132 ONE OR TWQ MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO IO IMPROVE CUSTOMER SERVICE
BASER CN TOTAL RESPONDENTS

COMNERCIATL, EILL PAYERS
WORK ==o=s=ss==
TIME CF USE CONTRCTED PROBLEM RECENT TIME SINCE CONTACT ACCEESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATR =c========= TRACKING
VERY VERY VERI- memtmamme———
SUPP URNSUP DIAN 2012 2011 2010 2008

TOTAL YES RO YES NQ YES NO Vs VDS 12+ 7-

TNWTD. TOTAL 451 35 8 83 368 73 10 3z 6 4 16 i8 28 B3 271 12 376 1B 2z &7 67 13 72 67
WTD. TOTAL 451 EL] 8 83 368 72 s 392 6 2 16 18 3B B3 271 18 376 1B 2 &8 68 62 70 6B
100% 100% 1008 100% 100% 100% 100% 100% 100% 100% 100% 100% 1i00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100%

BE MDRE ENVIRONMENTALLY 3 - - 2 1 2 - 2 - - 1 - 1 - 3 - 3 - - 1 1 1 i -

FRIENDLY / USE ALTERNATIVE 1% 2% * a% 5% 8% % 1% 1% 2% 2% 1% 2%

ENERCY SQOURCES {e.g. SOLRR /

WIND)

WD SENSE ANSWERING THIS 3 - - - 3 - - - - - - - - - 3 - 3 - - 1 - - - -

QUESTICN BECADSE THEY 1% 1% 1% 1% 13

WOULEN*T USE MY ANSWER

STOP TRADING ELECTRICITY 2 1 - - 2 - - - - - - - - - - - 1 - 1 1 - - - -

WITH THE U3A * 3% 1% ® 50% 2%

READ METERS ACCURATELY REND 2 - - 1 1 1 - - - - - - - 2 - 2 - - - - - 1 -

CONSISTENTLY / NO ESTIMATED * 1% * 1% 1% 1% 2%

RERADTNGS

LOBRY THE GOVERNMENT TO 1 1 - - 1 - - - - - - - - - - - - - - - - - - -

REMOVE THE HST / THEY'RE * 3% *

TRDER GOVERRMENT TAXATION

THEY SHOULD PROVIDE ENERGY 1 - - - 1 - - - - - - - - 1 - - 1 - - - - - - -

OR. BELECTRICITY FOR FREE * * 1% -

MORR SURVEYS 1 - - - 1 - - - - - - - - - 1 - 1 - - - - - - -
* ® * *

GOVERNMENT SUESIDIES / 1 - - - 1 - - - - - - - - - 1 - 1 - - - - - - -

INVOLVEMENT * * * *

MATNTATN LOCRL, CONTROL OVER 1 1 - - 1 - - - - - - - - - - - 1 - - - - - 1

HYDRO: MDRE CONTROL TO THE * 3% * 5% 1%

SMALL TOWNS

{continued)



Q.13 OHNHE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COUOLD DO TO IMEROVE CUSTOMER SERVICE

BASED ON TOTAL RESPONDENTS

UNATD. TOTAL
WTD. TOTEL

TPGRADE METERS / THNSTALL
SMART METERS / DON'T CHARGE
FOR SMERT METERS / VARY
RATES DEPENDING ON UISRGE /
TIME (i.e. USE LESS, PAY
LESE FOR OFF-PEAK HOURS)

DO NOT POLITICIZE THE
ISSUE - ELECTRICITY IS NOT A
COMMODITY FOR POLITICAL GAIN

DG NOT PRIVATIZE

WO DEPOSITS / LOWER
DEPOSITS / RETURN DEPOSITS

IMPROVE SAFETY / VOLTRGE
ISSUES / HAVE ACCURATE
EECORDS FUR UNDERGRGUND
LINES

EXPLORE THOSE HOME BASED
ELECTRICITY SQOURCES RND
SELLING IT BACK TCU THE DPOWER
COMPANY

DISLIKE THE SUBCONTRACTING
OF ENERGY

DON'T USE A SEPARATE BILLING
BGENT / GO BRCE TO
COLLECTING FOR HOT WATER
TANES - WE DON'T NEED TO PAY
FOR ANOTHER BUREAUCRACY

{continyed)

2013 STMUL/D%il1ityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

TIME OF USE CONTRCTED  PRODLEM RECENT TIME SINCE CONTACT
BILLING HYDRC? SOLVED? EXPERIENCE (MONTHS)
TOTAL ¥ES  NO YES NO YES NO VS VDS 12+ 7-12 4-6 <3
451 35 ] 83 368 73 10 33 6 4 15 18 38
451 35 8 83 368 74 9 35 5 1 16 18 38
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
1 - - - 1 - - - - - - - -
* -
1 - - - 1 - - - - - - - -

#

RCCESS
WEBSITE

83

271

1

*

*

MARCH 28 - APRYL, 11, 2013

12

SUPP UNSUP DIAN 2012 2011 2010
18 2 67 67 66 72
37 18 2 68 1] 69 70
100% 100% 100% 2100% 2100% 100% 100%
— - - 1 - -
1%
- - - 1 1 -
1% 1%
- - - 1 - -
2%
E s s B . .

6

1

*

*

Dage

COMMERCIAL BILL PAYERS

WORK

i1s

WITH OTHERS
= TRECKING
VERY VERY VERT-

VERIDIAN CONWNECTIONS

2009

a8
100%

1
1%



0.13A ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DC TO IMPROVE CUSTUMER SERVICE

HASED ON TOTAL RESPONDENTS

UNWTD. TOTAL

WID. TOTAL

THEY NEED MURE NUCLEZR
STATTONS

INCREASE GENBERATING CAPACITY
ONE PLANT PRODUCING
ELECTRICITY FOR THE
COMMUNITY WILL BE SHUT DCWH
FOR ENVIRONMENTAT, PURPOSES
AND THEY HAVE ROTHING

REPLACING IT

MISCELLANEQUS

SATISFIED/ NO PROBLEMS

DON'T KNOW / CEN'T SAY /
REFUSED

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

TIME OQF USE CONTACTED
BILLING

TIME SINCE CONTACT

{MONTHS )

MRRCH 2B - APRIL 11, 2013 Page 120

METER DATR

451
160%

26
6%

ize
28%

[ )

bl

368
100%

24

7%

106
29%

13

15%

12+ 7-12 4

4

100% 100% 100%

1
22%

1
27%

o
@0

271
100% 100%

i3
7%

15
28%

s

COMMERCIBRL BILL PAYERS

CTHERS VERIDIBN CONWECTIONS
m—mmmemm——— TRACKING

VERY VERI- pmm———
TUNSUP DIAN 2012 2011 2010 2002

2 67 €7 43 72 &7

2 68 4] 69 70 &8

100% 100% 2100% 100% 100% 100%

- - 1 - - -
2%
- 3 - - - -
5%
- 28 19 21 25 1s

a4% 28% 31% 36% 21%

- i3 8 7 13 ]
18% 11z 10% 19% 13%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.13A ONE OR THWO MOST IMPORTANT THINGS VERIDIAN CONNECTICONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON RESPOMDENTS WITH CUSTOMER SERVICE SUGGESTIONS

UNWTD. TOTAL

WTDh ., TOTAL

BETTER PRICES / LOWER

RATES / STOP PRICE
INCREASES / BETTER PRICES
FOR PECPLE WHO WANT SPECIAL
TREATMENT / HAVE UNIQUE
NEEDS

BETTER COMMUNICATION / SEND
OUT INFORMATION / GIVE
NOTICE PRIOR TO WORKING

BE MORE EFFICIENT / COST
EFFECTIVE / IMFROVE
MANAGEMENT/ GET RID OF
EMPLOYEES / UNHAPPY THAT
THEY PAID OFF THE EXECUTIVES
THEY FIRED, AFTER THEY
SCREWED UP

IMEROVE SERVICES / RELIABLE
POWER SUPPLY / RESTORE POWER
FASTER / NO BLACEOUTS

ELIMINATE SMART METERS /
SMART METERS END UP COSTING
ME MORE / SKEPTICAL OF
PEAK-HQUR PREMIUM RATES
SAVING ENERGY

IMEROVE BILLING / CLARIFY
THE BILL / TIMELY BILLING /
CONTINUE TO PROVIDE DAPER
BILLS / STIMPLIFY THE BILL

(continued)

RESIDENTERL BILL PAYERS

ANNURL. PRE-TRX
HOUSEHOLD INCOME
'000S

VERTIDIAN CONNRCTIONS -

TRACKING
== 540-

TOTREL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <$70 570+
253 266 303 275 278 228 122 106 21 a5 106
254 272 309 289 288 228 122 106 21 45 107
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

99 108 150 144 99 91 53 37 B 18 43
3I9% 0% 48% 50% 34% 40% 44% 35% 8% 40% a5%
34 31 29 25 11 a3 14 19 1 13 16
i3% i2% 10% 9% 11% 14% 11% 18% 5% 13% 15%
24 3 11 4 27 22 ig ] 2 3 g
10% 1% 4% 1% 9% 10% 11% 8% 10% 7% 8%
23 31 44 39 55 23 18 7 1 3 11
9% 12% 14% lag 18% 10% 13% T% 8% 7% 10%
23 20 52 15 16 21 13 8 2 2 12
9% 7% 17% 5% 5% 9% 11% B% 9% 4% 11z
18 41 22 20 33 17 9 g 1 4 9
7% 15% 7% % 11% T% 7% TE 5% 5% %
~ B ~ 5 N \ ~ N AY S

MARCH 23

- RPRIL 11,

2013

Page 121

VERIDIAN CONNECTIONS

TRACKING

CUSTOMEE. LOYALTY GEOUPS

STILL IN

18-34 35-54 55+

21
100%

L]
29%

AN
&

19%

89
100%

32
I8%

17
1%

10
11%

11e
100%

51
44%

16
14%

1z
10%

14
1z%

@ -l
&

0
9%

105
100%

18
17%

12
11%

@ @
a8

110
100%

41
37%

14
13%

12
11%

10
9%

16
14%

11
100%

7
4%

183

2012

230
i00%

26
42%

24
10%

=N
a0

29
13%

13
BY

2011 2010 2009 URE

268
100%

125
47T%

28
10%

10

36
13%

50

19%

20
TE

257
100%

133
52%

20

[EN

8

37
15%

13

5%

15
6%

SEC- FAVOR DIFF AT

BBLE ERENT RISK

233 66 29 133 20

244 66 29 133 20

i100% 100% 100% 100%  1o0%
81 22 12 53 9
33% 36% 42% 40% 45%
28 5 6 21 2
12% B% 21% 1le6% 10%
16 5 2 13 4
7% B% 7% 10% 20%
48 7 2 11 2
20% 11% T& g% 10%
14 5 4 13 -
6% 7% 13% 10%
28 q - 13 1
12% 6% 10% 5%
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0.13h ONE OR TWO MOST IMPORTANT THIWGS VERIDIAN CONNRCTIONS COULD DO TG IMPROVE CUSTOMER SERVICE
EASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

RESTDENTIAL BILL PAYERS

UNHTD. TOTAL

WID. TOTAL

HIDDEN COSTS ON BILL /

ELIMINATE EXTRA CHARCGES / NO

DELIVERY CHARGES

CONSERVATTON: MORE
INFORMATION / MDRE
INCENTIVES AND REBATES FOR
ENERGY-EFFICTENT DEVICES /
OFFER FREE ENERGY-EFFICIENT
BULES / CUT OUT ALL
UNNECESSARY COMMERCIRI,
LICHTING / MBKE SURE OFFICE
BUILDINGS, INDUSTRIES, etc.
TURN OFF LIGHIS AT NIGHT

STBFF TSSUES: MORE
KNOWLEDGEAELE / COURTECUS /f
BETTER CUSTOMER SERVICE /
WORE RESPONSIVE [ HAVE A
TOCAL, SERVICE CENTRE

BETTER ONLINE PRESENCE /
ALLOW PAYMENT VIA INTERNET

COMPLAINTE ABOUT THIS SURVEY

TON'T CHARGE FOR PREVICUS
COMPANY DEBT /

{continned}

VERIDIAN CONNECTICNS
TRACKING

- APRIL 11, 2013

253 266 22 45 106
254 272 21 45 107
1G60%  100% 100% 100% 100% 100% 100% 100% 100% 100%
18 13 2 1 8
7% 5% B% 9% 2% 7%
13 17 4 =3 - 1 6
5% 6% 3% 5% 2% 6%
10 21 8 1 i 1 5
4% 8% 4 1% 5% 2% 5%
10 23 ki a = 5 2 1 3
4% 9% * 4 5% 2% 2% A%
] 3 4 - 2 4
4% 3% 4% 5% 4%
7 14 1 i 2
3% 5% S% 5% 2% 2%

TOTAL 2012 2011 2¢€10

2008 TOTAL MEN

ANNUAL, FRE-TAX
HOUSEHOLD INCOME
- T0008

540-
HWOMEN <540 <370 S$70+

HOTEEHOLD SIZE

VERIDIAN CONNECTIONS

TRACKING

1B-34 35-54 55+

oo
o

S

W
Wb
o
L
oF

a0

Page 122

CUSTOMER LOYALTY GRCUPS

STILL IN
SECT- FAVOR DIFF AT

2012 2011 2010 2005 TRE ABLE ERENT RISK

11 230 268
100% 100% 200%

1 10 11
8% 4% 4%

1 15 9
9% 1% 3%

- 21 a
9% 3%

- 7 4
3% 2%

- 12 8
5% 3%

* H
]
o

Koo
o
LV
&

66 28 133 20

100% 100% 100% 100% 100%

4 3 10 1
6% 10% 7% 5%

1 - 7 2
2% 2% 5% 10%

3 1 a 2

4% 2% 2% 10%

L
N
N
=

% 2% 10%
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Q.13 ONE OR TWO MOBT IMPORTRNT THINGE VERIDIAN CONNECTICNS COULD DC TC IMPROVE CUSTCMER SERVICE
BASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

RESIDENTTAL BILL PAYERS
ANNUAT. FRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIEN CONNECTIONS - 0008 VERIDIAN CONNECTTONS

TRACKING === BRGE HOUSEHOLD SIZE TRACKING STILL IN

==== 40- ==c=zoczzna=s = BEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2008 TOTAL MEN WOMEN <340 <3$70 370+ 1B-34 35-54 55; 1-2 3-5 6+ 2012 20131 2010 32005 URE ABLE ERENT RISK

UNWID. TOTAL 253 256 303 275 278 228 122 106 21 45 108 21 83 11é 108 110 11 227 264 241 233 66 29 133 20

WTD. TOTAL 2bh4 272 303 283 288 228 122 108 21 a5 107 21 89 1i6 105 110 11 230 268 257 244 66 29 133 20
100% 100% 100% 100D% 100% 100% 100% 100% 100% 100% 100% 2100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

THEY ROUN A MONOPOLY / THERE 7 1 3 3 2 7 5 2 - - 5 - 5

2 3 3 1 - 2 2 1 1 1 4 1
IS WO COMPETITION / HAVE 3% 1% 1% 1% 1% 3% a% 2% 5% B% % ax 3% 5% 1% 1% 1% 1% 3% 3% 5%
COMEETITION / BE MORE
COMPETITIVE
RESPONSE TIME: EXTENDED 3 14 14 13 21 5 3 2 1 1 i - 1 4 4 1 - 10 9 13 14 1 2 3 -
SERVICE HOURS / LIVE 2% 5% 5% 5% 7% 2% 2% 2% 5% 2% 1% 1% EL 4% 1% 4% 3% 5% 5% 1% TE 2%
REPRESENTRTIVE RVATILARLE ON
THE PHONE / RESPOND FASTER /
LESS TIME ON HOLD / HIRE
MORE STAFF
BETTER MATNTENANCE / IMPROVE 6 ] 6 11 19 5 3 2 i 3 1 1 - 4 4 1 - 3 5 5 17 2 - a -
DOWER LIMES / REPRIR STREET 2% 2% 2% 4% 6% 2% 2% 2% 5% 6% 1% 4% 3% 4y iy 1% 2% 2% T% 3% 3%
LIGHTS
ONREALISTIC BEING TOLD TO 5 1 1 3 4 4 3 1 - 1 3 1 1 2 2 2 - 1 1 2 1 1 1 3 -
CONSERVE / CONSERVATION 2% * * 1% 1% 2% 2% 1% 2% 3% 5% iz 2% 2% 2% * * 1% * 1% 2% 2%
DOESN!'T TOWER BILLS / WHENW
PECPLE CONSERVE DON'T JACK
THE PRICE UP TQ COMPENSATE
FOR EROFIT LOSS
MORE INVOLVEMENT WITH THE 4 4 4 2 3 3 2 1 - 1 1 1 2 - 1 2 - 4 4 F F 2 - 1 1
COMMUNTTY 2% 1% 1% 1% 1% 1% 2% 1% 2% 1% 5% 2% 1% 2% 2% i% 1% 1% 3% hix ] 5%
DON'T COME TO MY DOOR / 3 1 1 - 2 3 1 2 - 1 2 1 2 - 1 2 - 1 1 - 2 2 1 - -
DON'T SOLICIT 1% * * 1% 1% 1% 2% 2% 2% 5% 2% 1% 2% = 1% 3% 4%
MORE ACCQUNTABILITY / SHOW 3 1 1 5 [ 3 2 1 - - 2 - 1 2 1 2 - 1 1 4 5 - - 2 1
THE COMPANY'S EXPENSES 1y = = 2% 2% 1% 2% 1% 2% 1% 2% 1% 2% * * 2% 2% 2% 5%

(continued)
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£.132 ONE OR TWQO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON RESPONDENTS WITH CUOSTCMER SERVICE SUGGESTIONS

RESIDENTIAL BILL PAYERS

ANNURAT. PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VBRIDIAN CONNECTIONS - 10003 VERIDIAN CONNECTIORS
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
540~ ==nzz= ======== SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <370 $70+ 18-34 35-54 55+ 1-2 3-8 6+ 2012 2011 2010 2008 URE RBELE ERENT RISK

UNWTD. TOTAL 253 266 303 275 278 228 122 106 21 45 106 21 g9 116 105 110 11 227 264 241 233 66 29 133 20

WID. TOTAL 254 272 309 289 288 228 122 108 21 45 107 21 88 11s 105 110 11 230 268 257 244 &€ 29 133 20
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

EXTEND PAYMENT TIME / LESS 3 2 2 11 2 1 - 1 - - 1 - - 1 1 - - 1 2 E} 2 - - 2 1

ERCERNESS TO CUT HYDRO [ iy 1% 1% a%x 1% * 1% 1% 1% 1% * 1% 4% 1% 2% 5%

ALLOW PARTIAL BILL PAYMENTS

OTHER NONW-ENERGY RELATED 1 - - - - 1 - 1 - - - - 1 - - 1 - - - - - - - 1 -

COMMENTS {e.o. GAREAGE * * 1% 1% 1% 1%

COLLECTION, ANIMAL CONTROL)

BE MORE ENVIRONMENTALLY 3 7 17 27 21 2 - 2 - 1 - 1 - 1 1 - 1 6 16 26 21 2 - 1 -

FRIENDLY / USE ALTERNATIVE 1% 3% 5% 5% 7% 1% 2% 2% 5% 1% 1% 9% 3% 6% 10% 9% 3% 1%

ENERGY SCOURCES {e.g. SOLAR /

WIND}

NC SENSE ANSWERING THIS El - - - - 2 1 1 - - 2 1 3 - 1 1 - - - - - 1 - 2 -

QUESTICN BECRUSE THEY 1% 1% 1% 1% 2% 5% 1% 1% 1% 2% 1%

WOULDN'T USE MY ANSWER

STOP TRADING ELECTRICITY 2 1 1 - - 1 - 1 - 1 - - - 1 - 1 - 1 1 - - - - 2 -

WITH THE USA 1% * * ® 1% 2% 1% 1% i% - 2%

READ METERS ACCURATELY AND 2 3 1 5 4 2 1 1 - - 1 - 1 1 1 i - E} 1 3 4 - - 2 -

CONSISTENTLY / NO BSTIMATED 1% 1% * 2% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% * 1% 2% 2%

REEDINGS

LOBBY THE COVERNMENT TO 1 3 10 - - 1 1 - - 1 - - - i 1 - - 3 10 - - 1 - - -

REMOVE THE HST / THEY'RE * 1% 3% * 1% 2% 1% 1% 1% 4% 2%

THDER GOVERHMENT TAXATION

THEY SHOULD PROVIDE ENERGY 1 - - - - 1 1 - - 1 - - - 1 - 1 - - - - - 1 - - -

CR ELECTRICITY POR FREE * * 1% 2% 1% 1% : 1%

MORE SURVEYS 1 1 - - - 1 1 - - - - i - - - 1 - 1 - - - - - 1 -

* * * 1% 5% i3 * 1%

{continued}
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Q.13A ONE OR TWC MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TC IMPROVE CUSTOMER SERVICE
BRSED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

UNWTD. TOTAL

WID. TOTAL

COVERNMENT SUBSIDIES /
TNVOLVEMENT

MATNTAIN LOCAL CONTROL OVER
HYDRO: MORE CONTROL TO THE
SMALL TOWNS

UPGRADE METERS / INSTALL
SMART METERS / DOM'T CHARGE
FOR SMART METERS / VARY
RATES DEFENDING ON USAGE /
TIME {i.e. USE LESS, PAY
LESS FOR QFF-PEAK HOURS)

DO NOT POLITICIZE THE
ISSUE - ELECTRICITY IS NOT A
COMMODITY FOR POLITICAL GAIN

DG NOT PRIVATIZE

NC DEPGSITS / LOWER
DEPOSITS / RETURN DEPOSITS

IMPROVE SAFETY / VOLTAGE
ISSUES / HAVE ACCURATE
RECORDS FOR UNDERGROUND
LINES

EXPLORE THOSE HOME BASED
ELECTRICITY SOURCES AND
SELLING IT BACK TC THE POWER
COMPANTYT

{comtinued)

TOTAL

254

RESIDENTIAL EILL PARYERS

MARCH 28 - APRIL 11,

2013

ANNUAL PHE-TAX

HOUSEHOLD THCOME
VERIDIAN CONNECTIONMS - 'poos
TRACKING

Sagp-
2012 2011 2010 2009 TOTAL MEN  WOMEN <%$40 <$70 4570+

27z 309 pi:L] za8 228 12z 106 Z1 45 107

HOUSEHOLD SIZE

VERIDIAN CONNECTIONS
TRACKING

18-34 35-54 554

21 g9

116

116

100% 100% I100% 100% I00% I00% I100% I100% 100% 100% 1Q0% 1Q00% 100% 100%

1

*

*

*

- - - - b3 - 1 - - -
* 1%
- - 1 1 1 1 - - - 1
* * * 1% 1%
9 5 4 32 1 - 1 - 1 -
3% 2% 1z 11% * 1% 2%
- - - - 1 - 1 - - 1
* 1% i%
_ 1 2 _ - - - - - -
* 1%
1 1 3 2 - - - - - -
1% * 1% 1%
2 2 - 1 - - - - - -
1% 1%
- - - 3 - - - - - -
1%

1%

105
100%

110
100%

11 230
100% 100%

#

*

Paqe 125

CUSTOMER LOYALTY GROUPS

STILL IN

mmomn========= SEC- FAVOR DIFF AT
G+ 2012 2011

268
100%

[

%

* -

2010

257
100%

2009

244
100%

31
13%

URE ARLE ERENT RISK

66 29 133 20
100% 100% 100% 100%
- - 1 -

1%
- - - 1
5%
- _ 1 -
1%
- - 1 -
1%
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G.13A ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE COSTOMER SERVICE
HASED CON RESPCONDENTS WITH (USTOMER SERVICE SUGGESTICONS

RESIDENTIAL BILL PAYERS

BNNUAT, PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUGPS
VERIDIAN CONNECTIONS - 10008 VERIDIAN COMHECTIONS ========
TRACKING = HOUSEHOLD SIZE TRACKING STILL IN
§40- == —====——==—===ss=== =S======== SEC- FEVOR DIFF AT

TOTAL 2012 2011 2010 2008 TOTAL MEN WOMER <$40 <«<$70 $70+ 18-34 35-54 55+ 1-2 3-5 33 2012 2011 2030 20039 TURE ABLE ERENT RISK

UNWID. TOTAL 253 266 303 275 278 228 122 106 21 45 106 21 89 116 105 11D 11 227 264 241 233 56 29 133 20
WTD. TOTAL 254 272 309 2089 288 228 122 106 21 a5 107 21 88 116 105 110 11 230 26E8 257 244 56 29 133 20
100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1D0% 100% 100% 100% 100% 100% 3100%
DISLIKE THE SUBCONTRACTING - 1 - - - - - - - - - - - - - - - 1 - - - - - - -
OF ENERGY * *
DON'T USE A SEPRARATE BILLING - - z - - - - - - - - - - - - - - - 1 - - - - - -
- %

RAGENT / GO BACK TO
COLLECTING FOR EQT WATER
TRNKS - WE DON'T NEED TO PAY
FOR ANOTHER BUREAUCRACY

THEY NEED MORE NUCLEAR - - 1 - - - - - - - - - - _ _ - - - 1 - _ _ _ N _

STATIONS * *

INCREASE GENERATING CAPACITY - 2 - - - - - - - - - - - - - - - 1 - - - - - _ _
1% =

QONE PLENT PRODUCING - 1 2 - - - - - - - - - - - - - - 1 z - - - - . .

RLECTRICITY FOR THE * 1% * 1%

COMMONITY WILL BE SHUT DOWN
PFOR ENVIRONMENTAL PUORPOSES
BEND TEEY HAVE ROTHING
REPLACING IT

MISCELLANEOUS 26 - - - - 23 7 16 3 ]
10% 10% 6% 15% 14% 14

-] @
H

8 13 11 i1 - - - - - 12 1 11 1
5% 11% 10% 10% 18% 4% 8% 5%

o
wn
o
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3z
100%

11
35%

o N
a8

v W
aF

18
41%

11
24%
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Q.13A ONE OR TWO MOST IMPORTAKT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTUMER SERVICE
EASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

COMMERCTAL BILL PAYERS
HORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTRACT BCCESS SMART WITE OTHERS VERIDIAN CORNECTIONS
BILLING HYDRO? SOLVED? EXPERTIENCE [MONTHS) HEBSITE METER DATA =========== TRACKING
mmmma= smmes VERY VERY VERI-
TQTAL YES NO YES KO YES NO vs ¥DS 12+ 7-12 4-6 <3 YES MO YES NG SUPP UNSUP DIEN 2012 2011 2010 2009

ONWTD. TOTAL 253 24 3 49 204 41 8 21 6 2 3 12 21 50 150 10 208 11 2 25 39 39
WTD. TOTAL 254 24 3 49 205 41 8 21 3 2 ] 12 21 50 150 10 208 11 2 26 a1 a1

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
BETTER BRICES / LOWER 99 9 3 10 89 9 1 2 1 - 2 g 2 19 58 & 78 s 3 8 12 24
RATES / STOER PRICE 39%  37% 100%  21%  £3%  22%  14%  10%  18% zay  42%  10%  3%%  36%  el%  37%  244%  SO0%  13%  29% GO%
INCREASES / BETTER PRICES
FOR PEOFLE WHO WANT SDECIAL
TREATMENT / HAVE UNIQUE
NEEDS
BETTER COMMUNICATICON / SEND 34 2 - 8 26 B - 3 - 1 1 - ] 10 20 2 29 - - 1 7 2
QDT INFORMATION / GIVE 13% 8% 16%  13%  19% 15% 49%  11% 19%  20%  13%  20%  14% 4% 183 4%
NOTICE ERICR TO WORKING
BE MORE EFFICIENT / COST 24 3 - [4 20 4 - 2 1 - 1 1 2 3 17 - 21 1 - 2 1 b
EFFECTIVE / TMPROVE 10%  13% 8%  10%  10% 5%  17% 1i% 8% 9% 6%  11% 10% 9% 8% 2% 4%
MENRGEMENT/ GET RID OF
EMPLOYEES / UNHAPPY THAT
THRY PATD OFF THE EXECUTIVES
THEY FIRED, RFTER THEY
SCREWED UP
IMPROVE SERVICES / RELIABLE 23 1 1 10 13 7 3 2 2 - 1 2 6 9 10 1 19 1 1 - 2 3
POWER SUPPLY / RESTORE POWER 5% 4%  35%  20% 6%  17%  39%  10%  32% 11% 1%  29%  18% 6%  10% 9% 9%  50% 6% 21%
FESTER / NO BLACKOUTS
ELIMINATE SMART METERS / 23 3 - 6 17 5 1 4 - - 2 2 2 6 1a 3 17 - - 2 1 2
SMART METERS FEND UP COSTING 5% 12% 12% B%  12% 9%  1B% 20% 17% 9% 12% 9%  29% BY 7% 2% 6%
ME MORE / SKEPTICAL OF
PERK-HOUR PFREMIUM RATES
SRVING ENERGY
IMPROVE BILLING / CLARTIFY 18 1 i 2 16 - 2 - - - - - 2 8 7 3 13 - - 1 9 2
THE BILL / TIMELY BILLING / 7% 4% 35% 4% BY 25% 9% 16% 5% 20% 6% 4% 22% 5%

CONTINUE TO PROVIDE PAPER
BILLS / SIMPLIFY TEE BILL

{continuad)

17%
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0.13A ONE OR TWO MDST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTICONS

COMMERCTAT. BILL PRYERS

TIME QF VUSE CONTACTED PROELEM RECENT TIME SINCE CONTACT ACCEES SMART WITE OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WERBSITE METER DATA TRACKING

_____ === VERY VERY VERI-

TOTAL YES RO YES o] YBES NQ vs DS 12+ 7-12 4-8 <3 YES HO YES NO SUPP UNSUP DIARN 2012 2011 2010 2009

TINWTD. TOTAL 253 24 3 49 20a 41 B 21 [ 2 9 12 21 50 150 10 208 11 2 25 39 39 34 45

WID. TOTAL 254 24 3 as 205 41 8 21 3 2 9 12 21 50 150 10 208 11 2 26 a1 41 32 12
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 2100%

RIDDEN COSTS ON BILL [ 18 1 - 4 la 4 - 2 - - 2 - - & 9 2z 14 z - 2 a - 2 1

ELIMINATE EXTRA CHARGES / NO 7% 4% 8% 1% 10% 9% 24% 12% E% 20% 7% 18% B% T% TE 2%

DELIVERY CHARGES

CONSERVATION: MORE 13 2 - 3 10 3 - 3 - 1 1 1 - 3 T - 10 2 - a 1 2 2 2

INFORMATION / MORE 5% 9% §% 5% 7% 15% 51%  11% 8% 6% 5% 5% 18% 5% 4% 4% 6% 5%

INCENTIVES AND REBATRES FOR

ENERGCY-EFFICIENT DEVICES /

OFFER FREE ENERGY-EFFICIENT

BULBS / CUT QUT ALL

TUNNECESSARY COMMERCIAL

LIGETING / MAKE SURE OFFICE

BUILDINGS, INDUSTRIES, etc.

TURN OFF LIGHTS AT NICHT

STAFF ISSUES: MORE 10 4 - 4 & 2 2 - 2 - - 2 2 3 3 - & z - 2 2 - 3 3

ENOWLEDGEABLE / COURTEQUS / s 173 8% 3% 5%  26% 3% 17%  10% 6% 2% 3% 19% 9% 5% 9% 7%

BETTER CUSTOMER SERVICE /

MORE RESPONSIVE / HAVE A

LOCAL SERVICE CENTRE

BETTER ONLINE FRESENCE / 10 1 - 3 7 2 1 - 1 1 - 1 1 4 4 - 9 - - 1 3 - - -

ALLOW PAYMENT VIA INTERNET 4% 4% 6% 3% 5% 13% 16% 49% 8% B¥ T 3% a% 3% T%

COMPLAINTS ABOUT THIS SURVEY q - - 2 r 2 - 1 - - - - 2 1 5 - 9 - - 2 1 -

1% 4z 3% 5% 5% 108 2% 3% 4% 8% 2% 2%

DON'T CHARGE FOR PREVIOUS 7 2 - 2 5 2 - 1 - - 1 - - 2 3 1 4 - T - 2 - 1 3

COMPABNY DEBT / 3% B® 4% 2% 5% 4% 12% 4% 2% 10% 2% S0% 5% 4% T%

THEY RUN A MONOROLY / THERE 7 2 - 1 6 1 - - - - 1 - - 1 4 - 5 1 - - 1 2 2 1

IS NO COMPETITTON / HAVE 3% 8% 2% 3% 2% 11% 2% 3% 2% 9% a% 4% 5% 2%

COMPETITION / BE MORE

COMPETITIVE

{continued}



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - RPRIL 11, 2012 Page 129

Q.13A ONE OR TWCQ MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

COMMERCIAL BILL PAYERS

TIME OF USE CONTRCTED PEOBLEM RECENT TIME SINCE CCNTACT ACCESS SMART WITH QTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSITE TRACKING

VERY VERI-
UNSUP DIRN 2012 2011 2019 2009

UNWTD. TOTAL 253 24 3 49 204 41 8 21 6 2 9 12 21 50 150 10 208 11 2 25 39 39 4 45

WID. TOTRL 264 24 3 49 205 41 8 21 & 2 9 12 21 50 150 10 208 11 2 26 £]1 41 32 44
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

RESPONSE TIME: EXTENDED 3 - - E] E] 2 i 1 i - - 1 1 1 3 - 5 - - 1 4 3 1 7

SERVICE HOURS / LIVE 2% 6% 1% 5% 13% 5%  16% 9% 5% 2% 2% 2% 4% 9% 13% 2% 16%
REPRESENTRTIVE AVAILABLE ON

THE PHONE / RESPONL FASTER [

LESS TIME ON HOLD / HIRE

MORE STAFF

BETTER MAINTENANCE / IMPROVE 3 - - 3 3 3 - 2 - - 1 1 1 i 5 - [ - - 1 1 - 2 2

DOWER LINES / REPAIR STREET 2% 6% 1% 7% 9% 11% 8% 4% 2% 3% 3% a% a% 5% 4%
LIGHTS

ONREALTISTIC BEING TOLD TO 5 - - 2 3 i 1 2 - 2 - - 1 4 1 a - - 1 - - 1 3

CONSERVE / CCNSERVATION 3% 3% 1% 2% 9% 8% 19% 2% 2% 10% 2% 3% 2% 7%
DORSN'T LOWER BILLS / WHEN

PEOPLE CONSERVE DON'T JACK

THE PRICE UP TO COMPENSATE

FOR PROFIT LOSS

MORE INVGLVEMENT WITH THE 4 B - - 4 B - - - - - - - 2 2 - 4 - - 1 - - - 1

COMMUNITY 2% 2% 4% 1% 2% 4% %
DON'T COME TC MY DQOr / 3 - - 1 2 1 - 1 - 1 - - - 1 2 - 3 - - - - - - -

DON'T SOLICIT 1% 2% 1% 2% 5% 51% 2% 1% 1%

MORE ACCOUNTABILITY / SHOW 3 2 - - a - - - - - - - - - 1 - 1 1 - - - - 1 2

THE COMPANY'S EXPENSES 1% 8% 1% 1% * 9% 28 3%
EXTEND EBAYMENT TIME / LESS 3 1 - 2 1 1 1 - - - - 2 1 1 - 2 1 - 2 1 - 2 -

EAGERNESS TO CUT HYDRQ / 1% 5% 4% * 3% 12% 10% 2% 1% 1% 10% 8% 4% 5%

BLLOW PARTIAL BILL ERYMENTS

OTHER NON-ENERGY RELATED 1 - - - 1 - - - - - - - - 1 - - 1 - - - - - - -

COMMENTS (o.q. CARBRCE * = 2% *

COLLECTION, BNIMEL CONTROL}

{continued)



BASFD CN RESPCNDENTS WITH CUSTOMER 3SERVICE SUGGESTIONS

UNWTD. TOTAL

WID. TOTAL

BE MORE FNVIRONRMENTALLY
FRIENDLY / USE ALTERNATIVE
ENERGY S0URCES (e.g. SOLAR [/
WIND)

XNO SENSE BNSWERING THIS
QUESTION BECAUSE THEY
WOULDN'T USE MY ANSWER

STOP TRADING ELECTRICITY
WITH THE USA

READ METERS ACCURATELY AND
CONSISTENTLY / NO ESTIMATED
RERDINGS

LOBBY THE GOVEWNMENT TQ
REMCVE THE HST / THEY'RE
TWDER GOVERNMENT TAXATION

THEY SHOULD FROVIDE ENERGY
QR ELECTRICITY FOR FHEE

MORE SURVEYS
GOVERNMENT SURSIDIES [
INVOLVEMENT

MAINTATN LOCAL CONTHOL OVER

254
100%

=

*

K
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0.137 ONE OR TWQ MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
COMMERCIAL BILL PAYERS
HORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMBRT WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRG? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATA TRACKING
=== S, smm=m=====— VERY VERY VERI-
YES NO  YBS WO YES NO VS VDS 12+ 7-12 4-6 <3 YES  NO YES NO SUPP UNSUP DIAN 2012 2011 2010 20039
24 3 49 204 41 8 21 5 2 9 12 21 50 150 10 208 11 2 25 39 39 34 a5
24 3 42 205 41 8 21 3 2 9 12 21 50 150 i 208 11 2 26 41 41 32 ad
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
- - 2 1 2 - 2 - - 1 - 1 - 3 - 3 - - 1 1 1 1 -
4% 1% 5% 9% 11% 5% 2% 1% 4% 4% 2% 2%
- - - 3 - - - - - - - - - 3 - 3 - - 1 - - - -
1% 2% 1% 4%
1 - - 2 - - - - - - - - - - - - 1 1 - - - -
4% 1% 1% 50% 4%
- - 1 1 1 - - - - - - - - 2 - 2 - - - - - 1 -
2% = 3% 1% 1% 4%
1 - - 1 - - - - - - - - - - - - - - - - - - -
4% 1%
- - - 1 - - - - - - - - 1 - - 1 - - - - - - -
* 2% *
- - N 1 - - - - - - - _ _ _ 1 _ - . . - - _
* 1% *
- - - T - - - - - - - - - 1 - 1 - - - - - -
* 1z x
1 - - 1 - - - - - - - - - - - - 1 - - - - - 1
(33 * 9% 2%

HYDR(Q: MORE CONTRCL TO THE
SMALT, TOWNS

(continued)
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Q.132 ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED ON RESPONDENTS WITH CUSTOMER SERVICE SUGGESTIONS

COMMERCIAL ELILL PAYERS

TIME OF USE CONTACTED DROBLEM RECENT TIME SINCE CONTACT ACCESS SMERT WITH OTHERS VERIDLAN CONNECTIONS

BILLING HYDRO? SOLVED? BXFERIENCE [MONTHS) WEBSITE METER DATR =========== TRACKTNG

== VERY VERY VERI-
SUPP UNSUP DIAN 2012 2011 2010 2009

ONWTD. TOTAL 253 24 3 49 204 41 8 21 6 2 ] 12 21 50 150 10 208 11 2 25 39 39 34 as

WTD. TOTAL 254 22 3 43 208 a1 a 21 3 Fl 9 12 21 50 150 16 208 11 2 26 41 41 32 44
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

UPGRADE METERS / INSTALL 3 - - - 1 - - - - - - - - - 1 - 1 - - - 1 - 1

SMART METERS / DON!T CHARGE - = 1% * 2% 2%

FOR SMART METERS / VARY

RATES DEPENDING ON USAGE /

TIME {i.e. USE LESS, PAY

LESS FOR OFF-PEAK HOURS)

DO NOT POLITICIZE THE 1 - - - 1 - - - - - - - - - 1 - 1 - - - - - - -

188UE - ELECTRICITY IS NOT A - * 1% N

COMMODITY FOR POLITICRL GAIN

DO NOT PRIVATIZE - - - - - - - - - - - - - - - - - - - - - - _ _

NO DEPOSITS / LOWER - - - - - - - - - - - - - - - - - - - - 1 1 - -

DEFQSITS / KETURN DEFDSITS 2% 2%

IMPROVE SRFETY / VOLTRGE - - - - - - - - - - - - - - - - - - - - 1 - - -

ISSUBS / HAVE ACCURATE ax

RECORDS FOR UNDERGROUND

LINES

EXPLORE THOSE HOME BRSED - - - - - - - - - - - - - - - - - - - - -
ELECTRICITY SOURCES AKL

SELLING IT BACK TO THE POWER

COMPENY

DISLIKE THE SUBCONTRACTING - - - - - - - - - - - - - - - - - -
OF ENERGY

DON'T USE A SEPARATE BILLING - - - - - - - - - - - - - - - . - -
BGENT / GO BACK TO

COLLECTING FOR HOT WATER

TANKS - WE DON'T NEED TQ PAY

FOR ANOTHER BUREAUCRACY

{continued)
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Q.13A ONE OR TWO MOST IMPORTANT THINGS VERIDIAN CONNECTIONS COULD DO TO IMPROVE CUSTOMER SERVICE
BASED 0N RESPONDENTS WITH CUSTOMER SERVICE SUGCGESTIONS

TUNWTD. TOTAL

WID. TOTAL

THEY NEED MOCRE NUCLEAR
STATIONS

INCREASE GENERATING CAPACITY

ONE PLANT PRODUCING
ELECTRICITY FOR THE
COMMUNITY WILL. BE SHUT DOWN
FOR ENVIRONMENTAL PURPOSES
END THEY HAVE NOTHING
REPLACING IT

MLSCELLANECTIS
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COMMERCIAL BILL PAYERS

WORK
TIME OF USE CONTACTED  PROELEM RECENT TIME SINCE CCNTACT ACCESS SMART WITH OTHERS VERIDIAN COMNECTICHS
BILLING HYDRO? SOLVED? EXPERIENCE ({MONTHS) HWEBSITE TRACKING
==—mommmmam s=ooooossen ss=es VERY VERY VERI- = R
TOTAL YES HNO YES NO VS VDS 12+ 7-12 4-6 YES NO YBS NO  SUPP UNSUP DIAN 2012 2011 2018 2009
253 24 3 43 204 a1 8 21 3 2 9 12 71 50 150 10 208 11 2 25 ag 39 34 45
254 24 3 49 205 41 8 21 5 2 9 12 21 50 150 10 208 11 2 28 41 41 3z 44
100% 100%¥ 100% 100% 100% 2100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 160% 100% 100% 100% 100% 100% 100% 1003 100%
- - - - - - - - - - - - - - - - - - - - 1 - - -
4%
26 2 - 2 24 2 - 2 - - - 1 1 1 18 - 23 1 - 3 - - - -
10% 8% 4% 12% 5% 9% 8y % 2% 12% 113 8% 12%
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Q.12 IS PAYING FOR ELECTRICITY A WORRY OR MAJOR PROBLEM?
BASED ON TOTAL RESPONDENTS

RESIDENTIAL BILL PAYERS

ANNUAL PHE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - '0008 VERIDIAN CONNECTIONS
TRRCKING HQUSEBQLD S1ZE TRACKING STILL IN
= 5a0- SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <370 570+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2012 2060% URE ABLE ERENT RISK

UNWTD. TOTRL 451 452 462 467 454 384 198 186 49 76 1&7 41 144 125 197 169 13 385 396 395 187 145 55 . 220 25
WTD. TOTAL 451 452 452 a7 454 383 197 186 40 75 167 41 124 135 196 169 13 384 393 397 388 144 55 221 25
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
PAYTNG FOR ELECTRICITY IS NOT 353 28% 314 305 344 301 156 145 2e €2 139 30 116 153 159 132 7 242 266 257 294 121 45 170 14
REALLY A WORRY 18% 63% £8% 65% 76% 79% 79% T8% T2% 83% a3% 3% 80% T9% 21% 8% S4% 63% 68% 65% 6% 84% 83% 17% 56%
SOMETIMES T WORRY ABOUT 57 113 a8 111 76 48 21 27 T 6 21 8 19 21 20 23 5 26 77 96 66 19 6 25 3
FINDING THE MONEY TO PAY 13% 25% 19% 24% 17% 13% 1% 14% 17% 8% 13% 20% 13% 11i% 10% 14% 38y 25% 20% 24% 17% 13% 11% 11% 23%

FOR ELECTRICITY

PAYING FOR ELECTRICITY 13 21 a4 34 31 28 17 10 7 3 2 4 1 4 12 9 & 1 29 28 26 22 a - 12 4
OFTEN A MAJOR PROBLEM 5% 8% T% T 6% 1% 5% 4% 8% 3% 2% 2% 3% 6% 5% 4% 8% T% TE¥ 7% 6% 3% 5% 17%
DEPENDS 12 10 14 13 3 11 5 6 1 4 3 1 4 G 5 & - 10 14 12 2 - 2 S 1
3% 2% 3% 3% 1% 3% 3% 3% 3% 5% 2% 2% 3% 3% 3% 4y 3% a¥ 3% = 3% 1% a%
DOR'T KWOW / REFUSED 8 7 12 -] 2 ) 5 1 -~ 1 - 1 1 3 3 2 - 7 T [ 2 - 2 5 -
2% 2% 2% 2% * 2% 2% 1% 1% 2% 1% 1% 1% 1% 2% 2% 1% * 3% 2%
N . . “ . - . A -\ Y S - ST s P - - / . . .
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0.12 15 PAYING FOR ELECTRICITY A WORRY QR MAJOR PROBLEM?
BASED ON TOTAL RESRONDENTS
COMMERCIAL BILL. PAYERS
WORK ~ =====
TIME OF USE CONTACTED FPROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERTENCE (MONTHS} WEBSITE METER DATA === m=== TRACKING
_____ == = ——mm==se=== === VERY VERY VERT-
TOTAL YES NO YES NO YES HC va VDS 12+ 7-12 4-6 <3 YES NQ YES RO SUPP UNSUP DIAN 2012 2011 2010 2009
TNWTD. TOTAL 451 a5 8 B3 358 73 10 39 & 4 16 is 38 83 271 15 37¢ 18 2 (3 67 GG 72 €7
WTD. TOTAL 451 35 8 B3 368 74 g a9 6 4 16 18 38 83 271 1% 37¢ 18 2 B8 6B 59 70 68
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 106% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100%
FAYING FOR ELECTRICITY IS NOT 352 22 7 60 293 54 [ 30 3 4 9 15 29 68 218 15 301 15 - 52 a4 47 48 51
REALLY A WORRY 78% 63% 87% 72% 80% T4y 62% TE ED% 100% 58% 83% 7Fe% 82% BOY% T8% BO% 83% 7% 64% £8% 68% T4k
SOMETIMES I WORRY ABOUT 57 4 - 10 47 a 1 & 1 - 3 2 2 9 33 z 49 1 - E 17 11 15 19
FINDING THE MONEY TO PAY 13% 11% 12% 13% 12% 10% 16% 16% 18% 11% 5% 11% 13% 11% 13% 5% 13% 25% 16% 21% 14%
FOR ELECTRICITY
FAYING FOR ELECTRICITY IS 21 2 i 7 14 5 2 - 1 - 2 1 3 3 5 - 15 1 - 4 7 6 5 6
OFTEH A MAJOR FROBLEM 5% 11% 13% 9% a% 7% 21% 16% 13% &% 8% 4% 3% 4% 6% €% 11% 9% 6% 9%
DEPENDS 1z S - 2 10 2 - - 1 - - - 2 2 5 - 7 1 2 1 - - 1 2
ELd 14% 2% 3% 3% 17% 5% 2% 2% 2% 5% 100% 1% 1% 2%
DON'T EKNOW / REFUSED B8 - - a 4 3 1 3 - - 2 - 2 1 5 2 3 - - 2 - 5 2 -
2% 5% 1% a% 7% Tk 11% 6% 1% 2% 1i% 1% 3% 7% 2%



Q.14
BASED ON RESIDENTIAL BILL PAYERS
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RAGES OF RESIDENTIAL BILL PAYERS

RESIDENTIAL BILL PAYERS

MARCH 26 - APRIL 11, 29013
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ANNUAL PRE-TAX
HOUSEHOLD INCOME

CUSTOMER LOYALTY GROUPS

VERIDIAN CONNECTIONS - ronos VERIDIRN CONNECTIONS
TRACKING HCUSEHOLD SIZE TRACKING STILL IN
$40-~ ========= = SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <570 §70+ 18-34 35-54 55+ 1-2 3-5 £+ 2012 2011 2010 2009 TURE ARLE ERENT RISK

UNWTD. TOTAL 384 385 394 395 387 384 198 186 40 16 17 41 144 155 197 169 13 385 396 395 387 121 47 191 21

WTD. TOTAL 383 184 353 357 334 333 197 188 a0 75 167 411 144 185 196 169 i3 3e4 393 397 386 120 47 i91 21
100% 100% 100G% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

18 TO 24 1 9 5 a 10 1 - 1 1 - - 1 - - - 1 - 9 5 8 pi) 1 - - -

= 2% 1% 2% 3% * 1% % 2% 1% 2% 1% 2% 3% 1%

25 TO 24 40 24 3¢ 23 37 40 19 21 3 1z 16 40 - - 15 24 1 84 34 49 37 16 1 21 2
10% 22% 3% 12% 10% 10% 10% 11% 7% 16% 10% 9B% 8% 1la% Ty 22% 9% 12% 10% 13% 2% 11% 9%

35 TO 44 &q 101 70 88 53 60 34 26 2 & 39 - 60 - 17 41 2 101 70 88 59 23 9 26 2
16% 26% 18% 22% 15% 16% 17% i4% 8% 8% 23% 42% 9% 24% 16% 26% 18% 22% 15% 19% 19% 14% 10%

45 TO 54 84 8b 103 120 112 84 44 40 2 . 10 46 - 24 - 28 50 5 85 102 120 112 1€ 13 46 G
22% 22% 28% 30% 25% 22% 22% 22% 5% 13% 28% 58% lag 20% 35% 22% 26% 30% 29% 13% 28% 24% 29%

55 TO &4 91 53 B5 T0 94 91 51 40 7 15 46 - - 91 49 37 4 53 85 70 94 39 i3 39 9
24% 4% 3% 18% 4% ia% 6% 2% 17% 1% 28% 47% 25% 22% 31% 14% 22% 18% 24% 25% 27% 21% 42%

&5 OR OVER 104 47 93 62 73 - 104 4B 5% 24 30 20 - - 104 86 16 i 47 93 62 73 34 11 57 2
27% 12% 24% 16% 19% 27% 24% 30% 60% 40% 123 53% a44% 9% T% 12% 24% 16% 19% 28% 24% 30% 9%

REFUSED 4 4 2 1 1 4 2 2 - - - - - - 2 - - 4 2 1 1 1 - 2 -

1% 1% 1% * * 1% 1% 1% 1% 1% 1% * * 1% 1%
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0.14 AGES OF RESIDENTIAL BILL PAYERS
BASED ON RESIDENTTAL BILL PAYERS
COMMERCIAL BILL PRYERS
WORK m=mm=m==
TIME OF USE CONTACTED  PROBLEM RECENT TIME STNCE CONTACT ACCESS SMART WITH OTHERS VERIDIRN CONNECTICNS
BILLING HYDRO? SOLVED? EXPERIENCE ({MONTHS) REBSITE METER DATR TRACKING
TOTAL YES WO YES WD YES NO vs ¥DS 12+ 7-12 4-6 <3 YES  NO YES NO SUPP UNSUP DIAN 2012 2011 2010 2009
TUNWID. TOTAL 384 29 8 65 319 57 8 27 6 3 14 1a 30 72 226 18 318 14 2 - - - - -
WID. TOTAL 383 29 8 65 319 57 8 27 6 3 14 14 30 72 228 18 318 14 2 - - - - -
100% 100% 100% :00% 100% 100% 100% 100% 100% 100% 100% 100% 1G0% 100% 100% 100% 1D0% 100% 100%
18 TO 24 1 - - - 1 - - - - - - - 1 - - 1 - - - - - - -
* * 1% s
25 TO 34 20 4 1 8 32 7 1 & 1 1 2 3 2 10 23 2 3z i - - - - - -
10%  14%  13%  12%  10%  12%  13%  22%  16%  36%  14%  21% 6% 14%  10%  11%  10% 7%
35 TO 44 50 4 1 7 53 7 - 2 - 1 3 1 2 14 40 3 51 1 1 - - - - -
16%  14%  12%  11%  17%  12% 7% 35%  21% % 7% 19%  18%  16%  16% 8% 50%
45 TO 54 8¢ 5 2 14 70 12 2 8 1 1 3 2 7 17 53 5 59 4 - - - - - -
22%  17%  26%  21%  22%  21%  23%  29% 1%  29%  22% 14%  23%  24%  23%  2B%  22%  29%
55 TO 64 91 8 1 16 75 13 3 3 a - z 4 8 20 53 5 76 ¢ 1 - - - - -
za%  28% 12%  25%  24%  23%  3B% 11%  67% 15%  29% 26%  28%  24%  28% 24%  28%  50%
65 OR OVER 104 8 2 20 g4 18 2 8 - - 4 4 11 9 56 3 88 3 - - - - - -
27% 2B8% 25%  31%  26% 32% 26%  31% 28% 28%  38% 12% 25%  16%  2B%  22%
REFUSED 4 - 1 - 2 - - - - - - - 1 1 - 2 1 - - - - - -
1% 13% 1% 1z * 1% 7%
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Q.15 BSIZE OF RESIDENTIAIL: BILL: PAYERS' HOUSEHOLDS
BASED ON RESIDENTIAL BILL PAYERS

RESIDENTIAL BILL BAYERS

ANNURT, PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUES
VERIDIAN CONNECTIONS - 10008 VERIDIAN CONNECTTONS
TRACKING AGE HOUSEHOLD SIZE TRACKTNG STITL TW
340- ===========za=za== === SEC- FAVOR DIFF AT

TCTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <370 $70: 18-34 35-54 553+ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK

UNWTD. TOTAL 384 385 396 - - 384 198 185 40 76 167 41 144 185 137 189 13 385 396 - - 121 a7 191 21
WID. TOTAL 383 384 393 - - 383 197 186 40 75 167 41 144 155 196 169 13 384 393 - - 120 47 191 21
100% 100% 100% 100% 100% 100% 1I00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
1T0 2 195 148 196 - - 195 95 101 31 46 58 15 a5 135 196 - - 148 196 - - &7 30 50 B
51% 38% 50% 51% 48% S4% TTE 62% 35% 36% 31% £9%  100% 38% S0% 56% 64% 47% 37%
35 1635 201 180 - - 169 9z 77 9 27 1090 25 a1 53 - 169 - 201 180 - - 43 15 92 12
ag% 52% 46% 44% 47% 41% 23% 6% 50% 61% £3% 27% 100% 52% 46% 41% 32% 48% LB
6 O 10 11 19 11 - - 11 3 s - 2 7 1 & a - - 11 13 11 - - 3 1 5 1
3% 5% 3% 3% 3% 3% 3% 1% 2% 4% 2% 84% 5% 3% 2% 2% 3% 5%
11+ 2 2 - - 2 1 i - - 2 - 1 i - - 2 8 2 - - - 1 1 -
1% 2% * 1% 1% 1% 1% 1% 1% 16% % * 2% 1%
DON'T KWOW / REFUSED 5 7 4 - - 5 3 2 - - - - 1 2z - - - 7 4 - - - - 4 -
1% 2% 1% 1% 1% 1% 1% 1% 2% 1% 2%
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Q.15 SIZE OF RESIDENTIAL BILL PAYERS' HOUSEHOLDS
BASED ON RESIDENTIAL BILL PAYERS

COMMERCTAL BILL PAYERS

WORK

TIME OF USE CONTACTED PROELEM RECENT TIME SINCE COWTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HIDRO? SOLVED? EXPERTENCE  {MONTHS} WEBSITE METER DATA = e mE TRACKING

= VERY VERY VERI-

SUPF UNRSUP DJAN 2012 2011 2010 2009

UNWID. TOTAL 384 29 8 €5 319 57 8 27 5 3 14 14 30 72 228 18 319 14 2 - - - - -
WID. TOTAL 283 29 8 §5 319 57 8 27 & 3 14 14 30 72 226 18 318 14 2 - - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
1702 156 14 4 35 161 31 4 14 2 2 9 7 14 30 107 10 183 8 - - - - - -
51% 48B%  29%  54% 51%  54%  49% S51%  32%  64%  64%  51%  46%  42%  48%  55% 51%  5B%
3105 169 12 3 27 142 23 4 11 4 1 3 7 15 40 107 8 143 4 2 - - - - -
4%  42%  38%  42%  45%  21% 51% 41% 6B%  36% 22% 49% 50% S56%  d48%  45%  45%  29% 100%
5 TO 10 11 2 - 2 9 2 - 2 - - 1 - 1 2 7 - 8 1 - - - - - -
3% 7% 3% 3% 3% 7% 7% 3% 3% 3% 3% 7%
11+ 2 - - 1 1 1 - - - - 1 - - - 2 - 2 - - - - - - -
1% 2% * 2% 7% 1% 1%
DON'T KNOW / REFUSED 5 1 - 5 - - - - - - - - - 2 - 2 1 - - - - - -

1
1% 3% 13% 2% 1% 1% 7%
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©.16 ANNUAL PRE-TAX HOUSEHOLD INCOME OF RESIDENTIAL BILL PAYERS
BASED ON RESIDENTIAL BEILL PAYERS

RESIDENTIAL BILL PAYERS

ANNUAL FRE-TRX
HOUSEHOLD INCOME
18008

CUSTOMER LOYALTY GROUPS

VERIDIBN CONNECTIONS - VERIDTAN CONNECTICNS

TRACKING = AGE HOUSEROLD SIZE TRACKING STILL IN
240- 8EC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <470 %70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 200% URE ABLE ERENT RISK

UNWTD. TOTAL 384 385 39¢ 395 387 3Bd 198 18€ 40 76 1e7 41 144 195 197 169 13 385 396 395 387 121 a7 191 21

WTD. TOTAL 383 382 393 397 ige 382 197 186 4Q 75 167 41 144 195 196 169 13 34 393 397 386 120 47 191 21
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% I00% 100% 100% 100%

UNDER $20,000 1z 1a 13 13 1ls 12 € & 12 - - 1 - 11 9 3 - 19 13 13 16 4 - 8 2
3% 5% 3% 3% 4% 3% 3% 3% 30% 2% 6% 5% 2% 5% 3% 3% 4% 3% i% 9%

420,000 TO LESS THAN £40,000 28 37 31 &1 44 2B 12 16 28 - - 3 5 20 22 [ - 37 31 51 44 11 3 13 1
7% 10% 8% 13% 11% 7% 6% B% 70% 7% 3% 10% i1% 1% 10% 8% 13% 11% 9% % T% 4%

540,000 TO LE3S THAN $70,000 75 64 aq 98 77 75 34 11 - 75 - 1z 1e 448 46 27 2 64 B0 98 7 33 9 31 3
20% 17% 20% 5% 20% 20% 17% 22% 100% 29% 11% 24% 24% 16% 15% 17% 20% 25% 20% 27% 19% 168% lay

$70,000 TO LESS THAN 5100,000 62 91 75 61 67 62 g 24 - - 52 5 28 29 21 35 3 91 75 61 &7 15 11 29 €
16% 24% 19% 15% 17% 16% 19% 13% 3% 12% 19% 15% 11% 21% 47% 24% 18% 15% i7% 12% 23% 16% 9%

$100,000 OR MORE 108 83 90 59 87 105 61 a4 - - 105 11 &7 37 37 65 3 B3 20 59 87 38 13 50 3
27% 22% 23% 15% 22% 27% 31% 24% 63% 27% 40% 19% 19% 38% 23% 22% 23% 15% 22% 31y 27% 26% 15%

DONtT KNOW / REFUSED 101 91 1903 115 96 101 46 55 - - - £l L] 50 61 33 2 91 103 118 13 20 11 €2 6
26% 24% 258% 29% 25% 26% 23% 30% 22% 26% 26% 31y 20% 15% 24% 26% 29% 25% 17% 24% 32% 29%
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Q.16 RNNUAT. PRE-TAX HOUSEHOLD INCOME OF RESIDENTIAL BILL PAYERS
ERSED (IN RESIDENRTIAL EILL PAYERS

COMMERCTAT, BILL PAYERS

WORK s======m=o
TIME OF USE CONTACTED PROBLEM RECEHNT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONMNECT1ONS
BILLIRG HYDRO? SOLVED? EXPERIENCE (MCHTHS) WEBSITE == TRACKING
- VERY VERY VERI- ===========o=====
TOTAL YES NO YES NO VD5 YES NC YES NO SUPF UNSUP DIAN 2012 2011 2010 2009
THWTD. TOTAL 384 28 8 &5 3138 57 8 27 & 3 12 14 30 72 226 18 319 14 2 - - - - -
WID. TOTAL 383 28 B &5 319 57 g 27 & 3 14 12 30 72 226 ie 318 14 2 - - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200% 100% 100% 100%
UNDER $20, 000 12 - - 2 10 1 1 - 1 - - 1 1 1 3 1 11 - - - - - - -
3v 3% 3% 2% 13% 16% ik 3% 1% 1% 6% 3%
£20,000 TO LESS THAN $40,000 28 1 - 3 25 3 - - - - 2 - 1 2 38 - 26 1 i - - - - -
7% iy 4% 8% 5% 14% 3% 3% 8% 8% 8% 50%
£40,000 TO LESS THAN $70,000 75 10 2 12 63 10 2 B 1 1 1 i B 13 38 4 58 1 1 - - - - -
20% 35% 24% 18% 20% 17% 24% 28% 17% 29% 7% T 27% 18% 17% 22% 18% 8% S0%

$70,000 TO LESS THAN $100, 000 62 5 1 10 52 10 - 2 - 1 3 3 3 39 44 3 53 4 - - - - - -
16% 17% 14% 15% 16% 17% 8% 36% 22% 22% 9% 1z¥ 20% 16% 16% 28%

$100,000 OR MDRE 105 B 2 15 a0 14 1 7 1 - 3 5 e 24 64 q B8 7 - - - - - -
27% 27% 24% 23% 28% 25% 14% 26% i8% 22% 35k 20% 24% 28% 23% 28% 50%

DON'T KNOW / REFUSED 101 5 3 23 78 19 4 10 3 1 = 4 11 23 57 3 B4 1 - - - - - -
2e% 17% 3I8% ELL 29% 34% 50% 3B% 49% 35% 36% 28% 37% 32% 25% 33% 26% TE
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BASED ON RESPONDENTS IN GROUP A

UNWTD. TOTAL

NO

DON'T KNOW / REFUSED

RESIDENTIAL BILL PRYERS

BANNUAL PRE-TAX
HOUSEHOLD INCOME COSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS '00os VERIDIEN CONNECTIONS
TRACKING HOUSEHOLD STZE TRACKTNG STILL TW
. £40- ==== == SEC- FAVOR DIFF AT
TOTARL 2012 2011 2010 2009 ‘TOTAL MEN WOMEN <540 <570 $70+ 18-34 35-54 55+ 1-2 3-5 33 2012 2011 261G 2009 TURE RELE ERENT EISK

201 399 - - 342 174 168 38 64 148 a5 130 174 175 153 11 343 - - - 133 51 187 2a

401 399 - - - 341 173 168 38 63 148 38 130 174 174 153 11 342 - - - i3z 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
356 362 - - - 299 154 145 24 52 143 34 125 133 138 148 11 309 - - - lie 47 153 2z
89% 91% 88% 89% 86% 63% Ha% 97% 97% 96% B0% 79% 57% 100% 90% 89% 92% 87% 93%
45 36 - - - 42 13 23 14 11 5 1 5 35 36 5 - 3z - - - 14 4 24 2
11% 9% 12% 11% 14% 37% 18% 3% 3% 4% 20% 21% 3% 9% 11% B% 13% 7%

- 2 - - - - - - - - - - - - - - - 2 - - - - - - -

* 1%
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BASFD ON RESPONDENTS IN GROUP A

UNWTD. TOTAL

WID. TOTAL

NG

DON'T KNOW / REFUSED

TTME OF TUSE
BILLING

CONTACTED

HYDRO?

PROBLEM
SOLVED?

RECENT

TIME SINCE CONTARCT
EXPERIENCE (MONTHS)

MARCHE 28 - APRIL 11, 2013 Page 142

COMMERCIAL BILL PAYERS

401 - -
100%

356 - -
B8%%

45 - -
11%

74
100%

€9
893%

327
100%

287
BB%

40
12%

64 10 35
65 9 35
100% 2100% 100%
6l g 34
94% 90% 97%
4 1 1

6% 10% 3%

7-12 4-6
B 3 15 14
3 3 15 14

100% 100% 100% 2100%

5 3 15 14
84% 100% 100% 1200%

WORK ~— ==mmmmeee
ACCEEE SMRRT WITH OTHERS VERIDIAN CONNECTICNE
WEBESITE METER DATR ==c=cc===== TRACKTNG
== WERY VERY VERI- ==
<3 YES NO YEE NO SUPFP TUNSUP DIAN 2012 2011 2010 2009
35 a3 271 13 376 - - 59 58 - - -
35 83 271 13 376 - - 59 57 - - -
100% 100% 100% 100% 100% 100% 100%
31 a3 271 17 334 - - 56 53 - - -
g9% 100% 100% 39% 83% 95% 93%
4 - - 2 a2 - - 3 a - - -
11% 11% 11% 5% 7%
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0.E2 ACCESSED VERIDIAN CONNECTYONS WEBSITE QUER THE PAST SIX MONTHS
BASED ON RESPONDENTS IN GROUP A WITH INTERNET ACCESS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX

HOUSEHOLD INCOME CUSTMMER LOYALTY GROUPS
VERTDIAN CONNECTIONS - 10003 VERIDIAN CONNECTTONS
TRARCKING = = AGE HOUSEHOLD SIZE TRACKING STILL IN
S40- SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 $70:+ 18-34 35-54 55: 1-2 3-5 &+ 2012 2011 2010 2003 URE BRLE ERENT RISK

UNWID. TUTARL 354 353 - - - 300 155 145 24 53 143 34 125 139 i3g 148 11 302 - - - 119 47 163 22
WTD. TOTAL 356 364 - - - 299 154 145 24 52 l1a3 34 125 13% 138 148 I1 310 - - - 118 27 163 22
100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1G0% 100% 100% 100% 100% 100% 100% 100%
¥YES 83 84 - - - T2 g 33 3 1z 33 1t 31 29 ao 40 2 79 - - - 33 11 a0 )
23% 23% 24% 25% 23% 12% 25% 23% 32% 25% 21% 22% 27% 183% 28% 28% 23% 1%% 41%
RO 271 278 - - - 226 1lle 110 21 29 108 23 93 103 107 107 9 229 - - - a3 36 133 13
T6% TR T5% 5% TE6% BEY 75% T6% 68% 74% 7B8% 78% T2% B2% T4% 0% 17% 81% S5%
DON'T KNOW / REFUSED 2 2 - - - 2 - 2 - - 2 - 1 1 1 1 - 2 - - - 2 - - -
1% * 1% 1% 1% 1% 1% 1% i% 1% 2%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTTONS

{.E2 ACCESSED VERIDTAN CONNECTIONS WEBSITE OVER THE PAST BIX MONTHS
BASED ON RESPONDENTS IN GROUP A WITE INTERWNET ACCESS

MARCH 28 -

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESE SMART
BILLING HYDRO? SOLVED? EXPERIENCE [MONTHS) WEBSITE METER DATA
TOTAL YES NO YES WO YES NO vs VDS 12+ 7-12 4-6 <3 YES RO YES NO

URKTD. TOTAL 356 - - 69 287 &0 9 34 5 3 15 14 31 83 271 17 33a

WID. TOTAL 356 - - 69 287 61 g8 32 5 3 15 12 31 83 27 17 334
100% 100% 100% 100% 100% 200% 100% 100% 100% 100% 2100% 100% 100% 100% 100%

YES 83 - - 27 56 21 3 10 5 2 a 3 i3 83 - 15 57
23% 39% 19% 35%  70%  30% 100% 71%  28%  41%  42% 100% 88%  20%

¥O 27 - - 42 229 20 3 24 - 1 11 8 18 - 271 2 266
76% §1% B80% 65% 30%  70% 29%  72% 59%  58% 100% 12%  80%

DON'T KNOW / REFUSED 2 - - - 2 - - - - - - - - - - - 1

1% 1% *

APRIL 11, 2013

COMMERCIAL EILL PAYERS

VERY VERY VERI-
SUPPF UNSUP DIAN 2012 2011

VERIDIAN CONNECTIONS
TRACKING

b6 51
1 53
100% 100%
11 5
20% 9%
45 49
50% 91%



2013 SIMUL/ULilityPULSE CUSTOMER SATISFRACTION SURVEY FOR VERIDIAN COMNECTIONS

0.E3 LIKELTHOOD TC USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: SETTING UP A NEW ACCOUNT
BASED ON RESPONDENTS IN GROUP A

RESIDENTIAL EILL PRYERS

MARCH 28 -

RDEIL 11, 2013 Page 145

BNNUAL PRE-TAX
HOUSEHOLD INCOME

CUSTOMER LOYALTY GROUPS

VERIDIAN COMNECTIONS - 10008 VERIDTAN CONNECTIONS
TRACKING = RNCGE HOUSEHOLD SIZE TRACKING STILL IN
==s=s========= 540~ e SEC- FAVDR DIFF AT
TOTRL 2012 2011 2010 2009 TOTAL MEN  WOMEN <340 <§70 $70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK
TNWTD. TOTAL 401 339 - - - 342 174 168 38 66 148 35 130 174 175 153 11 343 - - - 133 51 187 24
WTD. TOTAL 401 399 - - - 341 173 168 ag 63 148 35 130 174 174 153 11 342 - - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 109% 100% 100% 100% 1Q0% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 127 177 - - - 124 66 58 g 18 73 17 59 48 48 73 3 188 - - - 57 16 &7 3
————————— 37% 44% 36% 38% A5% 21% 28% 49% a9% a6% 28% 27% 28% 27% 46% 43% 31y 36% 24%
{8) VERY LIKELY 87 a0 - - - 76 35 40 4 10 45 12 38 26 34 a1 1 80 - - - 37 9 38 2
22%  23% 22% 21% 24% 10%  16%  30%  358%  29%  15%  19%  27% 9% 23% 28% 17%  20% T
{2} SOMEWHAT LIKELY 50 a7 - - - 48 a0 18 4 8 28 s 21 22 14 32 2 78 - - - 20 ? 9 4
is%  22% 14%  17%  1i%  11%  13%  19%  1a%  16%  13% 8%  21% 1B%¥  23% 15%  14%  15% 17%
{3} NELTHER LIKELY NOR § g - - - 4 1 3 1 1 - - 2 2 3 1 - 4 - - - 1 - ] -
ONLIKELY 1% 1% 1% = 2% 3% 2% 1% 1% 2% 1% 1% 1% 3%
{2) SOMEWHAT UNLIKELY 54 63 - - - 44 22 22 S 10 15 E] 13 22 29 14 1 7 - - - 15 30 27 -
13% 16% 13% 13% 13% 13% 15% 13y 26% 10% 13% 17% 9% 3% 14% 11% 20% 15%
{1} VERY UNLIKELY 183 150 - - - i858 81 78 22 34 53 9 55 93 89 60 7 128 - - - 54 23 a5 18
46%  39% 45% a7%  46% SA%Y  54%  36%  25%  4z%  53%  51%  39%  €4%  37% 41%  45%  45%  76%
BOTTOM 2 BOX 237 213 - - - 203 103 100 27 a4 12 1B 6e 115 118 74 8 174 - - - &9 33 112 18
———————————— 55% 53% 59% 59% 60% 1% T0% 49% 51% L2% 66% 6B% 4B% 73% 51% 52% 65% 60% TEY
DON'T KNOW / REFUSED 11 [ - - - 11 4 7 2 - 3 - 1 9 5 - [ - - - 5 2 3 -
3% 2% 3% 2% 4% 5% 2% 1% 5% 3% 3% 2% a% ay 2%
MEAN 2.52 2.76 - - - 2.51 2.52 2.50 1.97 2.1% 2.95 3.07 2.80 2.1% 2.25 2.86 1.99 2.81 - - - 2.77 2.36 2.50 1.80
5.0, .69 1.67 1.70 1.69 1.72 1.46 1.57 1.75 1.70 1.77 1.58 1.62 1.75 1.54 1.68 1.76¢ 1.1 1.66 1.46
S.E. 0.09 0.08 0.09 ©0.13 0.14 0,24 0.20 0.14 0.29 0.1 ©0.12 0.12 ©0.14 0.46 ©.09 0.16 0.23 0.12 0.30
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0.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: SETTING UP A NEW ACCOUNT
BASED (W RESPONDENTS IN GROUP A

COMMERCIAL EILL PAYERS
WORK W ========= ===
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITHE OTHERS VERIDIAN CONNECTTONS
BILLING HYDRO? SOLVED? EXFERIENCE ({MONTHS) WEBSITE METER DATA ==s======== TRACKING
== VERY VERY VERI- =====
YES NC YES NO SUPP DOWNSUP DIAN 2012 2011 2010 2009

TUNWID. TOTRL 401 - - 74 327 G4 10 35 & 3 15 14 35 a3 271 15 376 - - 52 56 - - -
WID. . TOTAL 401 - - 74 327 ES g as & 3 15 14 35 g3 271 15 376 - - 59 57 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 147 - - 21 126 17 4 10 3 - 5 3 13 49 91 1z 134 - - 23 18 - - -
fffffffff 37% 29% 8% 27% 4z% 29% 50% 4% 21% 3% 55% 34% 63% 36% 39% 33%
{8} VERY LIKELY 87 - - 12 74 10 2 7 1 - 3 - g 33 48 11 75 - - i1 11 - - -
22% 17% 23% le% 22% 21% 18% 21% 26% 35% 18% 5B% 20% 18% 1B%
{4} SOMEWHAT LIKELY 60 - - 9 51 7 2 3 2 - 2 3 4 16 43 1 59 - - 12 B - - -
15% 12% 16% 11% 1% a% 3z2% i3% 21% 11% 15% 18% 5% 16% 20% 14%
{3) NEITHER LIKELY NOR 6 - - 1 5 1 - - - - - 1 - 1 4 i 5 - - 2 - - - -
UNLIKELY 1% 2% 1% 2% g% 1% 1% 5% 1% 4%
{2} SOMEWHAT UNLIKELY 54 - - 11 a2 11 - 5 - 1 1 2 4 5 43 1 52 - - ) 16 - - -
13y 15% 13% 17% 14a% 36% T 14% 11% 6% le¥ 5% 14% 16% 28%
(1} VERY UNLIKELY 183 - - 40 144 3z 5 18 3 2 B 8 18 28 123 5 175 - - 25 23 - - -
46% 54% 44% 53% 58% 54% 50% (224 53% 57% 51% 34% 45% 26% 47% 42% 40%
BOTTOM 2 BOX 237 - - 51 186 45 s 24 3 3 £l 10 22 33 167 3 227 - - ELS et - - -
************ 55% £9% 57% 70% 58% €8% 50%  100% 59% 1% 62% a0% 61% 1% 60% 58% &%
DON'T RNOW / REFUSED 11 - - 1 10 1 - 1 - - 1 - - - 9 - 10 - - - - - - -
3% 1% 3% 2% 3% 7% 3% 3%
MEAN 2.52 - - 2.22 2.59 2.18 2.48 2.26 2,69 1.36 2.38 1.92 2.51 2.24 2.43 3.62 2.47 - - 2.57 2.45 - - -
5.D. 1.68 1.60 1.70 1.57 1.87 1.6% 1.BE 0.60 1.80 1.26 1.78 1.76 1.62 1.80 1.66 1.62 1.57
5_E. 0.02 0.18 5.10 ©0.20 ©0.61 ©0.25 0.77 0.36 0.45 0.33 0.30 0.20 0.10 0.42 0.0%2 .21 0.21



2013 SIMUL/ULilityPULSE CUSTOMER SATISFRCTION SURVEY FOR VERIDIAW CONNECTIONS

Q.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE MEEDS: ARRANGING R MOVE
BASED' ON RESPONDENTS IN GROUP A

RESIDENTTIAL BILL PAYERS

MARCH 28 -
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RENUAL PRE-TAX
HOUSEHOLD INCOME
VERIDIAN COMNECTIONS - 10805

TRACKING
e 340-

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <370 S$S70+

UNWTD. TOTAL 401 339 - - - 342 174 168 38 64 iag
WTD. TOTATL 401 399 - - - 341 173 1¢&8 38 63 148
100% 100% i00% 100% 100% 100% 100% 100%

TOP 2 BOX 178 212 - - - 151 B3 €8 12 a2 24
————————— 44% 53% 4% 48% 41% 31% 34% 57%
{5} VERY LIKELY 108 122 - - - 97 50 a7 6 13 57
27% 31% 28% 29% 28% l6% 20% 38%

{2} SOMEWHAT LIKELY 70 a0 - - - 54 33 21 6 g 27
18% 22% 1le% 19% 13% i6% 14% 18%

{3} MEITHER LIKELY NOR 6 3 - - - 5 2 3 1 2 1
TNLIKELY 1% 1% iy 1% 2% 3% 3% 1%

{2} SOMEWHAT UNLIKELY 43 &0 - - - 37 17 20 3 6 17
12% 13% 11% 10% 12% 8% 5% 12%

{1} VERY UNLIKELY 162 130 - - - la2 70 73 22 32 44
40% 33% 42% 0% 43% 58% 51% 30%

BOTTOM 2 BOX 210 180 - - - 179 g6 a3 25 38 51
777777777777 52% 45% 52% 50% 55% 6E% 61% 41%
DON'T KNOW / REFUSED 7 4 - - - 5 2 4 - 1 2
2% 1% 2% 1% 2% 2% 1%

MEAN 2.78 3.08 - - - 2.78 2.BE 2.6%9 2.23 2.42 3.25
5.D. 1.73 1.71 1.7¢ 1.7 1.76 1.63 1.6S 1.74
5.E. 0.0 0.09 0.10 0.13 0.14 0.27 0.21 0.14
. Y - . N \ N S Iy - ~ ~, “ T

CUSTOMER LOYALTY GROUES
VERIDIAN CORNECTIONS

HOUSERQLD SIZE TRACKING STILL IN
== SEC- FAVOR DIFF AT
18-34 35-54 554 1-2 3-5 E+ 2012 2011 2010 2009 URE AELE ERENT RISK
35 130 174 175 153 11 343 - - - 133 51 187 24
a5 130 174 174 153 i1 342 - - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
18 70 62 &7 A1 3 183 - - - 60 24 a5 A
51% 54% JEX 38% 53% 27% 54% ALY 47% 45% 35%
13 43 40 48 48 1 105 - - - 42 13 50 3
37% 33% 23% 27% 1% 9% 31y 32% 25% 27% 123%
5 27 22 1% EE] 2 78 - - - 18 11 35 S
14% 21% 13% Ii% 22% 18% 23% 14% 22% 19% 22%
1 1 3 2 3 - 3 - - - 1 - 5 -
3% 1% 2% 1% 2% 1% 1% 3%
3 13 18 22 13 2 38 - - - 13 9 23 1
17% 10% 10% 13% B% I8% 1% 10% 18% 12% 5%
9 as a8 81 53 & 1i4 - - - 7 16 73 14
25% 34% 51% 47% a5% 55% 33% 43% 31% 39% &8%
15 58 106 103 13 8 152 - - - 70 25 56 1%
43% 443 61% 59% 43% T2% 44% 53% 49% 51% B3%
1 1 a 2 3 - 4 - - - 1 2 2 1
3% 1% 2% 1% 2% 1% 1% 4% 1% 3%
3.21 3.08 2.46 2.5% 3.07 2.08 3.07 - - - 2,81 2.%1 2.82 2.24
1.72 1.7 1.72 1.76 1.74 1.50 I1.712 1.80 1.68 1.71 1.s5%
0.30 0.15 0.13 0.33 0.I14 0.45 0.09 0.1& 0.24 0.13 0.34



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERTIDIAN CONNECTIONS

Q.E2 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CRRE NEEDS: ARRANGING h MOVE
ELSED ON RESPONDENTS IN GROUP A

UNWTD. TOTAL

WID. TOTAL

{5) VERY LIKELY

{4) SOMEWHAT LIKELY

(3) NEITHEE LIKELY NUR

UNLIKELY

{2} SOMEWHAT UNLIKELY

{1} VERY URLIKELY

BOTTOM 2 BOX

MRRCH 28 - RAFRIL 11, 2013 Page 148

COMMERCTAT. BILL PAYERS

WORK ==
TIME OF USE CCNTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHAERS VERTDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE METER DATR TRACKING
mm—— mmmmm—sm—o= ——c—mmmmsss === VERY VERY VERT- m==mmmmmas
TOTRL YES YEE NO  YES NO VS VDS 12+ 7-12 4-6 <3 YB§ NO  YES RO  SUPP UNSUP DIAN 2012 2011 2010 2009
201 - 74 327 €4 10 35 3 3 15 14 35 83 271 19 376 - - 59 56 - “ -
401 - 74 327 13 9 35 6 3 15 1a 35 83 271 19 376 - - 59 57 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
178 - 27 181 21 3 9 3 - 6 5 16 56 118 14 154 - - 27 28 - - -
44% 37%  46%  33%  63%  26%  50% 10%  36%F  46% 67T 44%  74%  44% 46%  50%
108 - 16 91 11 5 3 3 - 4 i 11 4z a3 13 95 - - 11 16 - - -
27% 22%  28% 17% 54% 18%  50% 27% 7% 32% S0%  23%  69% 258 18% 293
70 - 1 &0 10 1 3 - - 2 a 5 14 55 1 &9 - - 16 12 - - -
18% 15%  18% 15%  10% 8% 13%  28% 14% 17%  20% 5% 18% 275 21%
& - 1 5 1 - 1 - - - - 1 - g - - 1 - - - -
1% 1% 2% 2% 3% 7% 1% 2% 2%
18 - 7 21 7 - 4 - 1 1 2 1 3 37 1 46 - - 11 12 - - -
123 9% 13%  11% 11% 36% 7% 14% 3x 7% 14% 5% 12% 198 21%
162 - 39 123 a5 3 21 3 2 B 6 18 21 108 1 154 - - 19 17 - - -
40% 53%  38%  55%  37%  60% S0%  64%  53%  43% 51k 26%  40%  21%  41% 338 29%
210 - a6 164 a2 3 25 3 3 9 8 18 27T 146 5 200 - - 31 29 - - -
52% 62%  50%  66% 37% 71% 50% 100% 60% 57% 54%  33% 54%  26%  53% 51%  50%
7 - - 7 - - - - - - - - - 3 - I3 - - 1 - - - -
2% 2% 1% 2% 1z
2.78 - 2.44 2.86 2.30 3.243 2.13 3.01 1.36 2.55 2.42 2.73 32.59 2.73 3.95 2.7 - - 2.80 2.99 - - -
1.73 1.72 1.73 1.6a 1,99 1,62 2.19 0.60 1.85 1.51 1.88 1.72 1.69 1.72 1.72 1.59 1.67
0.09 0.20 0.10 0.20 ©.65 0.27 0.90 0.36 0.49 ©.40 0.32 0.13 0.10 0.40 0.09 0.21 0.22



2013 SIMOL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTTONS

Q.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CRRE NEEDS: ACCESSING INFORMATION ABOUT YOUR BILL
BASED ON RESPONDENTS IN GROUP A

RESYDENTTATL BILI. PAYERS

MARCH 28

- APRTL 11, 2013

ANNUAT, FRE-TAX
HOUSEHOLD INCOME
VERIDIEN CONNECTIGNS - '0005

VERIDIAN COMNECTIONS

TRACKING HOUSEHDID SIZR TRACKING
$40-
TOTAL 2012 2011 200% TOTAL MEN WOMEN <$40 <$£70 £70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011
UNATD, TOTAL 401 399 342 174 1é8 38 &4 148 35 130 174 175 153 11 343 - - -
WID. TOTAL 401 399 341 173 168 ag €3 148 is 130 174 174 153 i1 342 - - -
100%  100% i00% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100%
TOP 2 BOX 228 260 189 101 B8 10 26 1405 22 20 76 &8 114 & 226 - - -
777777777 57% 5% 55% S8% 53% 2€% 41% My 63% &9% 44% 39% T4% 54% 66%
{5} VERY LIKELY 136 169 115 58 58 & 15 66 12 57 45 47 66 3 151 - - -
34% 42% 34% 33% 35% 16% 3% 45% 34% 94% 26% 27% 43% 27% 44 %
(4) SOMEWHAT LIKELY 92 91 73 43 30 4 11 39 10 33 30 21 48 3 75 - - -
23% 23% 21% 25% 18% 11% 17% 26% 25% 25% 1% 12% 31% 27% 22%
{3} NEITHER LIXELY NOR 1 3 1 - 1 - - 1 1 - - - 1 - 3 - - -
UNLIKELY * 1 * 1% 13 3% 1% 1%
(2} SCMEWHAT UNLIKELY 51 L 42 21 21 7 8 la 5 13 24 25 15 1 34 - - -
13% 9% 12% 12% 12% 18% 13% 10% lag 10% 14% 14a% 10% S¥% 10%
{1) VERY URLIKELY 118 98 ig7 51 Se 21 29 28 7 27 72 80 23 a 79 - - -
30% 25% 31y 30% 33% &5% 47% 19% 20% 21% 42% 46% i5% 36% 23%
BOTTOM 2 BOX 170 13 149 T2 77 28 37 42 12 40 a7 105 38 5 113 - - -
************ 42% 34% 4aa% a2% 46% KES 59% 28% 343 31% 56% 60% 25% a6% 33%
N'T KNOW / REFUSED 2 1 2 - 2 - - - - - 1 1 - - 1 - - -
1% * 1% i% 1% 1% *
MEAN 3.1% 3.4% 3.4 3,20 3,08 2.13 2.58 3.69 3.44 3.62 2.73 2.59 3.78 2,99 3. .54 ~ ~ -
8.D. 1.70 1.87 1.72 1.62 1.75 1.56 1.72 1.56 1.57 1.0 1.73 1.75 1.47 1.73 1.65
5.E. 0.08 ©.o8 0.09 0.13 0.14 0.25 ¢.22 0.13 ¢.27 0.14 0.13 0.13 0.12 0.53 0.09

Page 149

CUSTOMER LOYALTY GROUPS

STILL TN

SEC-

132
100%

80
60%
56
42%

24
18y

14
11%

33
9%

53
a0%

3.34
1.7%
0.15

51
100%

29
57%

16
1%

13
26%

10%

17
33%

22
43%

3.11

0.24

188
100%

105
58%

5%
Ny

50
27%

1
1%

26
14%

50
27T

76
41%

3.23
1.6%
c.12

FAVOR DIFF AT
2010 2009 URE ABLE ERENT RISK

24
100%

30%

22%

12
48%

17
0%

2.28
1.60
0.33



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTICONS

0.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTUMER CRRE NEEDS: ACCESSING INFORMATION ABOUT ¥OUR BILL
BASED ON RESPONDENTS IN GROUP A

VERY LIKELY

SOMEWHAT LIKELY

NEITHER LIKELY NOR
TNLIKELY

(3}

{2}

SOMEWHAT UNLIKELY

VERY UNLIKELY

DON*T KNOW / REFUSED

§.D.
S.E.

MARCH 28 - APRIL 11, 2013

WORE
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMERT WITH CTHERS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE =
S —= VERY VERY
TOTAL YES ND YES NC YES NO vs VD& 12+ 7-12 4-6 <3 YES  NO YES NO
201 - - 74 327 G4 10 35 5 3 15 14 35 83 271 13 376 - -
401 - - 74 327 65 9 35 5 3 15 14 35 83 271 1% 376 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
228 - - 37 191 35 3 13 3 1 7 9 15 72 149 17 230 - -
57% 50%  58% 53%  30% 55%  48% 36%  47% 643  55% 863 55%  B9% 563
136 - - 1 118 17 1 ] 2 1 4 2 11 57 75 16 119 - -
34% 25% 36% 27% 10% 26% 33%  36% 27%  14%  32%  €B%  28%  £4%  32%
92 - - 19 73 17 2 10 1 - 3 7 8 15 74 1 91 - -
23% 26%  22%  27%  20%  29%  16% 20%  50%  22%  18%  27% 5% 24%
1 - - 1 - 1 - - - - - 1 - - 1 - 1 - -
* 1% 2% 7% * *
51 - - s az 3 3 z 1 - 1 1 5 3 24 - a3 - -
13% i2%  13% 9% 33% 6% 18% % 7% 14% 23 16% 13%
118 - - 27 92 23 3 14 2 2 7 3 11 8 7% 2 112 - -
30% 3% 28%  36%  37%  39%  33%  64%  45%  22% 313  10% 28%  1i%  30%
170 - - 36 134 29 7 16 3 2 8 4 16 1 121 2 183 - -
42% 24B%  41% 45% 70%  45% 51%  64%  53%  29%  45%  1a%  44%  11%  43%
2 - - - 2 - - - - - - - - - - - 1 - -
1% 1% *
3.15 - - 2.51 3.25 2.99 2.34 2.98 2.98 2.43 2.76 3.26 3.11 £.31 3.10 4.52 3.14 - -
1.70 1.68 1.70 1.70 1.48 1,75 1,89 2.39 1,83 1,45 1.72 1.29 1.63 1.28 1.69
0.08 0.20 0.09 0.21 0.48 0.2% 0.77 1.43 0.48 0.3 0.2% 0.14 0.10 0.30 G.09
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COMMERCIAL BILL PAYERS

VERI-

SOPP UNSUP DIAN 2012 2011 2010

59
100%

39
66%

20
34%

19
22%

16%

1
15%

3.446
1.55
0.20

VERIDIZN CONNECTIONS
TRACKING

2009

56 - - -

57 - - -
100%

59%

18 - - -
31%

16 - - -
28%

3.15 - - -
1.73
¢.23



{Q.E3 LIEKELIHOOD TO USE
BASED ON RESPONDENTS IN

UNWID. TOTAL

WTD. TOTAL

VERY LIKELY

{4} SOMEWHAT LIKELY

(3} NEITHER LIXELY NDR

UNLIKELY

(2) SCMEWHAT UNLIKELY

{1) VERY UNLIKELY

BOTTOM 2 BOX

2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTICNS MARCH 28

INTERNET FOR FUTURE CUSTOMER CARE NEEDS: ACCESSING INFORMATION AROQUT YOUR ELECTRICITY USAGE
GROUP A

RESTIDENTIAL BILL PAYERS

APRIL 11, 2013
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ANNUAL: PEE-TRX
HOUSEHOLD
*0003

THCOME

VERIDIAN CONNECTTONS

CUSTOMEE. LOYALTY GROUPS
VERIDIAN CORNECTIONS

TRACKING HOUSEHDLD SIZE TRECKING STILL IN
EEEssEsE=s===sam=—= S40- SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 $70+ 1B8-34 35-54 55¢ 1-2  3-5 &+ 2012 2011 2010 2009 URE AALE ERENT RISK

401 399 - - - 342 174 1&8 38 61 148 35 130 174 1795 153 11 343 - - - 133 51 187 24

401 399 - - - 341 173 168 38 63 148 35 130 174 174 153 11 342 - - - 132 51 188 24
100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%  100% 100%  100%

225 277 - - - 193 103 91 14 28 103 23 89 81 76 110 7 2a1 - - - 78 28 108 9
56%  69% 7% 59%  54%  37%  44% 70%  66%  659%  47%  44%  72%  &4%  70% 59%  55%  58%  38%

115 15§ - - - 109 52 57 5 14 50 13 57 40 49 58 2 140 - - - 51 13 53 2
0% 39% 32%  30% 343 21%  21%  40%  37%  44%  23%  28% 38%  18%  41% 38%  25%  28% 8%

106 120 - - - a5 50 34 6 14 43 10 32 41 26 52 5 100 - - - 27 15 55 7
26%  30% 25%  29% 20% 16% 22%  29% 29% 25%  24%  15%  34%  46%  29% 21%  30%  29%  30%

3 1 - - - 3 1 2 1 1 - - 2 1 2 1 1 - - - 1 - 1 -

1% * 1% 1% 1% 3% 2% 2% 1% 1% 1% * 1% 1%

49 26 - - - 36 20 16 2 7 17 5 i6 15 19 15 1 23 - - - 14 5 27 1
12% 6% 1% 12% 9% 5% 11%  13% 14 13% %  11%  10% 9% 7% 1% 10%  14% a%

121 94 - - - 108 13 57 21 27 28 7 23 75 75 27 3 75 - - - 39 18 50 14
30%  24% 31% 28% 34% 55%  42%  19%  20% 18%  43%  43%  18%  2B%  22% 29%  35%  26%  57%

170 120 - - - a2 59 73 23 34 45 12 39 90 91 42 1 99 - - - 53 23 77 15
2% 30% 41%  40%  43% 61% 53%  30% 34%  30%  52%  54%  27%  36%  29% a0% a5k 41%  &2%

3 2 - - - 3 1 2 - 1 - - - 2 2 - - 2 - - - - - 2 -

1% 1% 1% * 1% 1% 1% 1% 1% 1%

3.13 3.55 - - - 3.16 3.22 3.11 2.42 2.6% 3,61 3.89 3.85 2.74 2.74 3.64 3.17 3.61 - - - 3.27 2.99 3.19 2.28

1.67 1.61 1.70 1.65 1.75 1.73 1.8 1.5 1.89 1.56 1.71 1.76 1.50 1.60 1.60 1.72 1.69 1.62 1.59

0.08 0.0 0.09 9.13 0.12 0.28 0.21 0.13 0©.27 0.14 0.13 ©.13 ©0.12 0.48 0.09 0.15 0.24 0.32 0.33



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

¢.E3 LIKELIHQOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: ACCESSING INFORMATICN ABOUT YOUR ELECTRICITY USAGE
BASED ON RESPONDENTS IN GROUF A

UNWTID. TOTAL

VERY LIKELY
{4} SOMEWHAT LIKELY

NEITHER LIKELY NCE
DNLIKELY

{3}

{2} SOMEWHAT UNLIKELY

{1) VERY TWLIKELY

EQTTOM 2 BOX

DON'T KNOW / REFDSED

5.D.
5.8,

MZRCH 28 - APRTL 11,

WORK
TIME CF USE CONTACTED  PROELEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS
BILLTKNG HYDRO? SOLVED? EXPERTENCE  (MONTHS) WEBSITE METER DATRA ==c=====m==
[ S — VERY VERY
TOTAL YES NO YES WO YES NO VS VDS 12+ 7-12 4-§ <3 YES  NO YES WO
401 - - 74 327 64 10 35 5 3 15 14 35 83 271 19 376 - -
401 - - 74 327 65 9 a5 5 3 15 14 a5 83 271 19 378 - -
100% 100% 1D0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
225 - - 35 186 36 3 21 3 2 9 9 18 73 144 18 204 - -
56% 53% 57% 56% 20% 60%  49%  71%  61%  64% 51% 88% 53% §5%  54%
118 - - 17 102 16 1 B 1 2 4 4 7 53 62 16 102 - -
30% 23%  31%  25%  10%  23% 16%  71%  27%  28%  20%  64%  23%  84% 273
106 - - 22 84 20 2 13 2 - 5 5 11 19 B2 2 102 - -
26% 30%  26%  32%  20%  37%  33% 32%  38%  31%  23%  30%  T1%  27%
3 - - - 3 - - - - - - - - - 2 - 3 - -
1% 1% 1% 1%
49 - - 10 38 8 2 1 1 - 2 1 2 a a4 - 48 - -
12% 14%  12%  13%  23% 3% 18% 13% 7% 12% 5% 16% 13%
121 - - 25 96 20 4 13 2 1 2 2 13 & 81 1 119 - -
30% 33% 29%  31%  47% 37%  33%  29%  I5%  29%  37% 7% 0% 5% 32%
170 - - a5 135 28 7 14 3 3 3 5 17 10 125 1 167 - -
12% 47%  41%  44%  70%  40% 51% 293  39%  36% 49%  12%  46% 5% aay
2 - - - 3 - - - - - - - - - 1 - 2 - -
1% 1% - %
3.13 - - 2.95 3.18 3.05 2.23 3.06 2.82 3.82 3.25 3.26 2.84 4.32 3.00 4.8 3.06 - -
1.67 1.65 1.68 1.€5 1.54 1.6% 1.71 2.27 1.64 1.69 1.66 1.19 1,61 0.96 1.66
0.08 0.19 0.05 ©.20 0.50 0.29 0.70 1.36 0.43 0.45 0.28 0.13 0.10 0.2Z 0.09

2013
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COMMERCIAL BILL PAYERS

VERIDIAN CONNECTIONS
TRACKTING

VERI-

59
100%

31
53%

10
16%

22
36%

13
22%

15
26%

28
a7y

2.86
1.52
G.20

SUPF TURSOF DIAN 2012 2011

57
100%

36

16

5%

20
34%

n W
=)

ig
a2z

21
37%

2010 20093
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Q.E3 LIEKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: VISITING THE WEBSITE FOR ENERGY SAVING TIPS AND ADVICE
BASED ON RESPONDENTS IK GROUP A

RESTDENTIAL BILL PAYERS

BNNUAT PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUES
VERIDIAN CONNECTIONS - 0008 VERIDLAN COMNECTIONS
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
mem———mmmmmmm—ee 540~ = == SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <370 $70+ 18-34 35-54 55+ 1-2  3-§ &+ 2012 2011 2010 2009 URE ABLE ERENT RISK

UNWTD. TOTAL 401 399 - - - 342 174 168 38 64 148 35 130 174 175 153 11 343 - - - 133 51 187 24

WTD. TOTAL 401 399 - - - 321 173 1868 3g §3 148 35 130 174 174 153 11 3a2 - - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 198 246 - - - 172 86 86 12 31 20 21 77 3 72 94 5 216 - - - 80 25 g1 El
————————— 50% 62% 50% 49% 51% 31% 49% 61% 60% 59% 42% 41% £1% 45% 63% Bl% 49% 43% 38%

{5} VERY LIKELY 91 11z - - - 82 38 a4 S 14 43 14 42 26 34 47 1 103 - - - ad 9 a5 3
23%  28% 24%  22%  26%  13%  22%  28%  40%  32%  15%  19%  31% 9% 30% 33%  17% 19% 133

(4} SOMEWHAT LIXELY 108 132 - - - 30 48 42 7 17 47 7 35 a7 38 a7 4 113 - - - 36 16 46 3
27%  34% 26% 28% 25%  1B%  27%  32%  20%  27%  27%  22%  31%  36%  33% 28%  32%  24%  26%

{3} NEITHER LIKELY NOR 2 2 - - - 2 1 1 1 - 1 - 1 1 1 1 - 2 - - - 2 - - -

UNLIKELY * * 1% 1% 1% 2% 1% 1% 1% 1% 1% 1% 1%

{2} SOMEWHAT UNLIKELY £9 43 - - - 55 30 25 3 13 20 8 17 30 30 22 3 35 - - - 11 9 48 1
17% 11% 1e% 17% 15% 8% 20% 14% 23% 13% 17% I7% 14% 7% 10% 8% 18% 26% 1%

{1) VERY UNMLIKELY 125 10§ - - - 11 57 54 22 20 37 3 EL 69 71 36 3 87 - - - 39 17 57 14
32% 27% 32% 33% 3a% 58% EhE:3 25% 17% 27% 39% 41% 23% 28% 26% 29% 3% 30% 58%

BOTTOM 2 BOX 198 149 - - - 185 87 79 25 32 57 14 52 99 100 58 6 122 - - - 50 26 105 15
ffffffffffff 49% 3Ty 48% 50% aT% 66% 51% 39% 40% 0% 57% 5B% 38% 55% 36% 38% 51% 56% 62%

DON’T KNOW / REFUSED 2 2 - - - 2 - 2 - - - - 1 1 - - 2 - - - - - 1 -

1% 1% 1% 1% 1% 1% 1% 1%

MEAN 2.91% 3.26 - - - 2.93 2.89 2.98 2.20 2.88 3.26 3,42 3.25 2.61 2.62 3.31 2.72 3.32 - - - 3,27 2.82 2.7% 2.31

3.D. 1.63 1.61 1.64 1.62 1.67 1.59 1.62 1.60 1.61 1.65 1.58 1.62 1.59 1.4% 1.61 1.68 1.59 1.56 1.66

S.E. 9.08 0.08 g.0% 0.12 0.13 0.26 0.20 0.12 ©0.27 0.15 0.12 0.12 0.13 0.44 0.09 0.15 0.22 0.11 0.34



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

MARCH 28 - APRIL 11,

Q.E3 LIKELTHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: VISITING THE WEBSITE FOR ENERGY SAVING TIPS AND RUOVICE

BASED (N RESPONDENTS IN GROUP A

WORK
TIME OF USE CONTRCTED PROBLEM RECENT TIME SINCE CONTACT ACCESS EMART WITH OTHERE
BILLING HYDRO? SOLVED? EXPERIENCE (MCNTHS) WEBSITE METER DATA =
___________ VERY VERY
TOTAL YES NO IES | [e] YES NO ve vDg 12+ 7-12 4-6 <3 YES NG YES NG SUPP  THSUP
UNWID. TOTAL 401 - - Fa 327 64 10 35 6 3 15 14 35 B3 271 19 376 - -
WID. TOTAL 401 - - 74 327 65 9 35 6 3 15 14 ELY g3 271 1o 37e - -
100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100% 100% 100% 100%
TOF 2 BOX 1g8a - - 37 16t 32 5 19 4 2 B8 B i8 71 izz2 17 179 - -
--------- 50% 50% 49% 50% 53% 55% 67% 7% 55% S6% 52% 85% 45% 89% 8%
(6} VERY LIKELY o1 - - is 78 12 2 7 1 2 2 2 a 40 48 13 77 - -
3% 20% 23% 20% 21% 20% 16% 1% 14% 1a% 233 48% 18% 68% 20%
{2} SOMERHAT LIKELY 108 - - 22 86 12 3 1z 3 - 3 6 190 30 74 4 102 - -
27% 30% 26% 30% 2% 3as5% 51% 41% 42% 29% 37% 27% 2% 27%
(3} HEITHER LIKELY NOR 2 - - - 2 = - - - - - - - 2 - 2 - -
TNLIKELY * 1% 1% 1%
{(2) BOMEWHAT URLIKELY 69 - - 13 56 12 1 5 1 1 1 4 4 E) &1 - &8 - -
17% 18% 17% 19% S% i4% 17% 29% 7% 29% 11% 4% 23% 18%
{1} VERY UNLIKELY 129 - - 24 195 29 2 11 1 - & 2 13 ) 86 2 126 - -
32% 32% 32% iy a5% 31% le¥ 3%% 12% 37% 11% 32% 11% 33%
BOTTOM 2 BOX 198 - - 37 1461 32 4 16 2 1 7 ] 17 iz 147 2 194 - -
———————————— 45% 50% 49% 50% a7% 45% 33% 29% 45% 24% 48% i5% 54% 11y 52%
DON'T ENOW / REFUSED 2z - - - 2 - - - - - - - - - - - 1 - -
1% 1% *
MEZN 2.91 - - 2.89 2.91 2.89 2.87 2.99 3.33 2.12 2.85 3.12 2.88 4.08 2.77 4.35 2.83 - -
5.0, 1.63 1.61 1.63 1.60 1.76 1.62 1.50 1.70 1.66 1.41 1.59 1.28 1.56 1.27 1.61
E.E. 0.08 0.18 ©0.0% ©0.20 O0.57 0.27 0.61 1.062 0.43 0.37 0.29 0.14 0.09 0.28 (.08

2013
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COMMERCIAL BILL PAYERS
VERIDIAN CONNECTTONS
TRACKING

2010 2009

VERI-
DIAN 2012 2011

59 56 - - -
58 57 - - -
100% 100%
27 30 - - -
45%  52%
g 3 - - -
15%  16%
18 21 - - -
0% 3%
15 a - - -
25%  15%
18 19 - - -
313 33%
33 27 - - -
55%  48%
2.74 2.87 - - -
1.53 1.58
0.20 0.21



2013 SIMUL/UtilityPULSE CUSTOMER SARTISFACTION SURVEY FOR VERIDIAN CONNECTIONS MBRCH 28

Q.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: LEARNING MORE RBOUT SMART METERS
BASED ON RESPONDENTS IN GROUP A

RESIDENTIAL BILL PAYERS
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ANNUAL PRE-TAX
HOUSEHOLD INCOME
o00s

VERIDIAN CONNECTIONS

COSTOMER LOYALTY CGROUPRS
VERIDIAN CONNECTIONS

TRACKTNG HOUSEHOLD SIZE TRACKING STILL IN
540- SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2005 TOTAL MEN  KOMEN <$40 <$70 $70+ 18-34 35-58 55+ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK
UNKTR. TOTAL 401 399 - - - 342 174 168 38 54 148 35 130 174 175 153 11 343 - - - 133 51 187 24
WTD. TOTAL 491 399 - - - 341 173 168 38 63 148 35 130 174 174 153 i1 342 - - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOF 2 BOX 189 238 - - - 163 B4 79 13 29 82 18 74 70 69 38 5 209 - - - 70 22 89 6
————————— 47%  S59% 48%  48%  47% 34% 4% 55% 52%  57%  40%  40% 57%  45%  61% 53%  44%  47%  26%
{5) VERY LIKELY g2 118 - - - 86 40 46 3 15 45 a 43 35 37 47 2 100 - - - 44 a 33 3
23%  28% 25%  23%  27% 16%  23%  30%  23%  33% 20%  21%  31%  18%  29% 33% 16%  21%  13%
{4) SOMEWHAT LIKELY 95 137 - - - 7 44 33 7 14 37 10 31 35 32 41 3 109 - - - 26 14 49 3
24%  32% 23% 25% 20% 19%  22%  25%  29%  24%  20%  19%  27%  27%  32% 20%  28%  26%  13%
(3} NEITHER LIKELY NOR 10 i - - - 9 3 3 1 L 1 2 3 [ 5 £ - 1 - - - 2 2 s 1
UNLIKELY 3% * 3% 2% 4% 3% 2% 1% &% 2% 2% iy ay * 2% 4% % 4%
{2) SOMEWUAT UNLIKELY 55 33 - - - 43 24 13 3 8 23 7 17 18 20 19 3 32 - - - 15 3 2 1
14%  10% 13% lay  11% 8% 12% 16% 20% 13%  10% 11%  12%  27% 9% 11%  12%  17% 4%
{1} VERY UNLIKELY 143 117 - - - 124 61 63 21 25 41 8 k1 79 18 41 3 ET - - - 45 21 59 16
36%  29% ag%  35% 37% 55%  39%  28%  23% 28%  45%  45%  27%  28%  28% 34%  41%  32%  66%
BOTTOM 2 BOX 153 1586 - - - 167 Bs 82 24 32 64 15 53 37 98 60 6 127 - - - 58 27 92 17
------------ 50% 9% 49% 49% 49% 63% S51% 43% A43% 41% 56% 56% 39% 55% 37% 45% 52% 45% To%
DON'T ENMOW / REFUSED 3 5 - - - 3 z 1 - 1 1 - - 3 2 1 - [ - - - 1 - 2 -
1% 1% 1% 1% 1% 1% 1% 2% 1% 1% 1% 1% 1%
MEAN 2.85 3.13 - - - 2,88 2.87 2.88 2.32 2.79 3.15 3.09 3.22 2.5% 2.59 3.22 2,81 3.26 - - - 3.07 2.67 2.8T 2.04
5.D. 1.66 1.64 1.68 1.66 1.71 1.65 1.70 1,66 1.54 1.67 1.68 1.68 1.64 1.61 1.64 1.74 1,61 1.60 1.58
S.E. 0.08 0.08 8.09 9.13 ©.13 0.27 .0.21 0.14 0.26 ©.15 0.13 0.13 .13 0.48 0.09 0.15 0.23 0.12 0.32



2013 SIMUL/UtilityPUL3E CUSTOMER SATISFACTION SURVEY FOR VERIDIRN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 15&
©.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUOSTOMER CARE NEEDS: LEARNING MORE ABOUT SMART METERS
RASED ON RESPONDENTE IN GROUGP R
COMMERCIAL BILL PRYERS
WORK ===
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTRCT ACCESS SMART WITH JTHERS VERIDIAN CONNECTIONS
HYDRO? SOLVED? EXPERIENCE {MONTHS) WEESITE METER DATA = TRACKING

BILLING

VERY VERY VERI-
SUFP UNSUP DIAN 2012 2011 2010

2009

TUNWTD. TOTAL

WID. TOTRAL

VERY LIKELY

{4

SOMEWHAT LIKELY

{3} NEITHER LIKELY NOR

UNLIKELY

{2} SOMEWHAT UNLIKELY
{1} VERY UNLIKELY

BOTTOM 2 BQOX

401 -
100%

18% -
47%

g4 -
23%

95 -

24%

3%

55 -
14%

143 -
36%

199 -
50%

2.85 -
1.66
0.08

74
100%

32

15

20%

17
23%

2.68B
1.67
0.20

327
100%

157
48%

79
24%

78
24%

113
34%

158
a9%

2
1%

2.8B9
1.65
0.09

65
100%

27
42%

12
19%

15
23%

26
41%

36
55%

1
2%

2.64
1.65
0.21

2.91
1.85
0.&64

18
51%

20
57%

2.55
1.74
0.2%

[3
100%

b

67%

34%

33%

33%

EEE ]

3.35

1.86
0.78

3
100%

36%

36%

35%

29%

20%

3.13

2.01
1.20

1s
100%

54%

27%

s

27%

14
100%

5
36%

3
22%

2
14%

21%

36%

57%

ELY
100%

18
1%

7
20%

11
31%

16
46%

17
43%

3.

0.

83
100%

b6
67%

34
a1%

10%

17
20%

25
30%

58
.59
1d

271
100%

127
a7

57
21%

94
35%

134
50%

2.83
i.62
0.10

=

19
100%

17
BS%

1z
G2%

.30
.26
.28

376 - -
100%

leg - -
45%
80 - -
21%
88 - -
23%

10 - -
3%

140 - -
37%

194 - -
52%

2.77 - -
1.64
0.09

59
100%

26
44%

[ )
an

12
20%

20

32
b4y

2.71
1.54
0.20

57
100%

29
50%
10
18%

1B
32%

13%

21
EX

29
50%

2.81
1.63
0.2z



0.E3

UNWTD. TOTAL

WID. TOTRL

VERY LIKELY

SOMEWHART LIKELY

HEITHER LIKELY NOR

UNLIEKELY

(2} SOMEWHAT UNLIEELY

{i} VERY UNLIKELY

BOTTOM 2 BOX

2013 SIMUL/ULiliLyPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTICNS MARCH 28

LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOQMER CARE NEEDS: REGISTERING A COMPLATNT ABOUT THE UTILITY OR ONE OF ITS EMPLOYEES
BASED ON RESPONDENTS IN

GROUP B

RESIDENTIAL BILL PAYERS

- APRIL 11, 2013 Page 187

ANNUAL PRE-TAX
HOUSEHOLD INCOME
VERIDEAN CONNECTIONS - f000g

CUSTOMER LOYALTY GROUPS
VERIDIAN C(NNECTIONS

TRACKING HOUSEHOLD SIZE
540~ = = S
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <370 570+ 18-38 35-54 55+ 1-2  3-5 6+
401 399 - - - 342 174 168 38 54 148 35 120 174 175 153
401 399 - - - 341 173 168 38 53 148 35 130 174 174 153
1003 100% 1060% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1
153 193 - - - 140 75 55 3 19 77 18 6a 58 50 a5
11%  48% 41% 44%  38% 23% 30% 52% 52% 49% 34%  29%  56%
88 109 - - - 79 10 g 5 1z 14 B 37 32 35 43
22% 7% 23%  23%  23% 16% 19% 30% 23%  28%  20%  20%  28%
75 B2 - - - 61 3 25 3 7 33 10 27 24 15 12
195 21% 18%  21%  15% BY  11%  22%  29%  21% 143 3% 27%
2 3 - - - 2 2 - - - - - i1 - 2 -
1% 1% 1% 1% 1% 1%
13 74 - - - 52 28 24 2 10 27 7 18 27 24 26
17%  19% 15%  16%  14% 8%  15%  18%  20% 14%  16% 143  i7%
163 125 - - - 142 64 78 26 33 22 9 45 87 95 41
41y 31w 41% 37% 46% 69% 53% 28% 25% 35% 50% 55%  27%
228 199 - - - 193 92 102 29 43 59 16 §3 114 119 &7
57%  50% 57T&  53%  §0%  77%  68%  47%  48%  48%  65%  68%  44%
7 5 - - - 4 14 2 - 1 2 1 2 2 3 1
2% 1% 2% 2% 1% 1% 1% 3% 2% 1% 2% 1%
2.64 2.94 - - - 2.65 2.76 2.5¢4 1.93 2.27 3.07 3.03 2.94 2.37 2.25 3.13 2.
1.67 1.57 1.69 1.67 1.71 1.57 1.64 1.67 1.60 1.71 1,65 1.65 1.63 1.
0.08 0.08 v.02 ©8.13 ©0.13 0.26 90.21 0.14 ©0.28 0.15 ©.13 ©.13 ©0.13 0.

TRACKING STILL IN
SEC- FAVOR DIF¥ AT
2012 2011 2010 2009 URE ABLE ERENT RISK
11 343 - - - 133 sl 187 24
11 3a2 - - - 132 s1 188 24
00%  100% 100% 100% 100% 100%
4 167 - - - 54 22 79 8
35%  49% 41%  43%  42%  33%
1 98 - - - 35 1 39 3
9% 29% 26%  21%  21%  12%
3 70 - - - 19 11 10 5
26%  20% 14% 223 21%  21%
- 3 - - - - - 2 -
1% 1%
1 §5 - - - 13 8 37 -
9% 19% 14%  1s%  20%

5 103 - - - 57 21 65 16
18%  30% 43%  41%  35%  67%
6 168 - - - 76 29 103 16
56%  49% 58% 57% 55% &7%
1 1 - - - 2 - [t -

9% 1% 1% 2%

35 2.98 - - - 2.65 2.67 2.73 2.13
63 1.67 1.74 1.68 1.62 1.65
51 0.0g 0.15 0.24 0.1z 0.34



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SORVEY FOR VERIDIAN CONNECTIONS

MARCH 28

Q.E3 LIKELIHOOD TC USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: REGISTERING A COMPFLAINT ABOUT THE UTILITY OR ONE OF ITS EMPLOYEES
BASED ON RESPONDENTS IN GROUP R

TNRTD. TOTAL

(5] VERY LIXELY

(4) SOMEWHAT LIEELY

{3} WEITHER LIKELY NOR
UNLIKELY

(2} SOMEWHAT UNLIXELY

{1} VERY DNLIKELY

BOTTOM 2 BOX

DON'T KNOW / REFUSED

S.D.
5.E.

WORK
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS BMART WITH OTHERS
HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSITE METER DATA ==
——= VERY VERY
TOTAL YES ¥ES  NO YES NO vs VDS 12+ -12 4-8 <3 YEE WO YES NO
201 - 74 327 €4 10 35 6 3 15 14 35 B3 271 13 376 - -
401 - 74 327 55 9 35 3 3 15 12 35 83 271 13 376 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1D0% 100% 100%
163 - 28 134 23 5 12 2 - 7 8 13 52 106 12 150 - -
213 38%  41% 36T 53%  35% 67% 47%  55%  38% 3%  39%  64%  40%
88 - 12 75 9 3 7 2 - H 2 8 3z 52 11 77 - -
22% 16%  23%  14% 323  21%  34% 1a%  Jag  23% 39% 19%  59%  20%
75 - 16 59 1a 2 5 2 - 5 4 5 20 54 1 73 - -
19% 21% 18%  21%  21%  14% 333 33%  42%  15%  24%  20% 5% 15%
2 - - 2 - - - - - - - - 1 1 - 2 - -
1% 1% 1% * 1%
66 - 12 54 12 1 5 - 1 1 [ 3 8 53 1 &5 - -
17% 17%  16%  i8%  10%  15% 36% 7% 30% 8% 5% 20% 5% 17%
163 - 32 129 30 4 18 2 2 7 2 19 22z 107 & 153 - -
4138 45%  40%  46%  38% 50% 33%  64%  45% 14% 54%  27%  39%  31%  ai%
229 - 46 183 22 4 23 2 3 8 3 22 30 160 7 218 - -
57% 62%  56%  64%  47%  65%  33% 100% 53% 45% 62%  36% 59% 36%  5B3
7 - - 7 - - - - - - - - - 2 - & - -
2% 2% 1% 2%
2.64 - 2.47 2.68 2.3% 3.00 2.40 3.34 1.36 2.63 3.10 2.45 3.389 2.5% 3.55 2.61 - -
1.67 1.62 1.68 1.58 1.86 1.69 1.67 0.80 1.69 1.41 1.76 1.68 1.62 1.85 1.65
0.08 0.19 ©0.0% 0.20 0.61 0.29 0.76 0.36 0.44 0.37 0.30 0.18 0.10 0.44 0.09

- APRIL 11, 2013
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COMMERCIAL BILL PAYERS

59
100%

23

38%

isy

14
23%

2.56
1.55
0.20

TRACKING

VERIDIZN CONNECTICNS

57
100%

25
45%

11
20%

14
25%

1s%

22
39%

31
tag
1
1%
2.71

1.65
0.22
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Q.E3 LIKELIHOOD TCO USE INTERNWET FOR FUTURE CUSTOMER CBRE NEEDS: REGISTERING & COMPLIMENT AROUT THE UTILITY OR OME OF ITS EMPLOYEES
BASED ON RESPONDENTS IN GROUF A

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX
HOUSEHOLD INCOME
VERIDIAN CONNECTIONS - ‘ooos
TRACEING

HOUSEHCLD SIZE TRACKING

VERIDIERN CONNECTIONS

5a0- =======
TOTAL 2012 2911 2010 2009 TOTAL MEN  WOMEN <540 <&£70 $70+ 18-34 35-5¢ 55+ 1-2  3-5 6+

UNWTD, TOTAL 401 399 - - - 342 174 188 38 64 1243 35 130 174 175 153 11 343 - -

WID. TOTAL 401 399 - - - 341 173 168 38 63 128 35 130 174 174 153 i1 342 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% I100% 100% 100% 100% 100%

TOP 2 BOX 189 221 - - - 162 81 B1 14 25 30 20 72 70 73 g4 € 191 - -
777777777 47%  55% 47% 47%  48% 37% 39% 54% 57% 55% a0%  41%  55%  53%  56%

{5} VERY LIKELY 100 97 - - - a9 44 45 7 14 46 12 EE] 38 38 49 2 BE - -
25%  24% 26% 25%  27%  18%  22%  31%  34%  30% 22%  22%  32%  18%  25%

(4) SOMEWHAT LIKELY 89 124 - - 73 37 3g ki 11 34 8 33 a2 33 35 4 10S - -
22%  31% 21%  21% 24% 18% 18%  23%  23%  28%  15%  19%  23%  36%  31%

(3) NEITHER LIKELY MOR 5 3 - - 5 4 1 1 - 1 - 3 1 3 1 1 3 - -
UNLIKELY 1% 1% 1% 2% 1% 3% 1% 2% 1% 2% 1% 9% 1%

{2) SOMEWHAT UNLIKELY 64 62 - - 51 29 22 5 11 23 5 17 29 23 26 1 55 - -
16%  18% 15%  17%  I13%  13%  18%  16%  14% 13%  17%  13%  17% 9%  16%

{1} VERY UNLIKELY 134 109 - - 116 55 33 18 26 42 10 38 68 7a 39 3 91 - -
4% 27% 34%  32% 36%  48%  42%  28%  29%  29% 39%  43% 26% 28%  2B%

BOTTOM 2 BOX 198 171 - - 1a7 84 a3 23 37 3 15 55 97 a7 65 4 145 - -
------------ 49%  43% 49%  49%  49%  s51%  59%  44%  43%  42%  §6%  S58%  43%  37% 423

DON'T KNOW / REFUSED 8 5 - - 7 4 3 - 1 2 - - [ 3 3 - 3 - -
2% 1% 2% 2% 2% 1% 1% 3% 2% 2% 1%

MEAN 2.89 3.10 - - - 2.90 2.51 2.90 2.46 2.60 3.13 3.20 3.14 2.66 2.64 3.1% 3.06 3.12 - -

g.D. 1.67 1.60 1.68 1.66 1.71 1.65 1.68 1.6€7 1.71 1.66 1.67 1.6 1.65 1.S8 1.60
S.E. 0.08 0.08 0.09 0.13 0.13 0.27 0.21 0.14 0.29 0.15 0.13 0.13 0.13 0.47 0.09

2012 2011 2010 2009

Dage 159

CUSTOMEER. LOYRLTY GROUPS

STILL TN
SEC- FAVOR DIFF AT
URE ABLE ERENT RISK

132 61 lias 24
100% 100% 100% 100%

77 26 80 6
58% 51% 43% 25%

a7 11 41 2
35% 21% 2ZY B%

30 15 39 4
23% 30% 21% 17%

- 1 4 -
2% 2%
1z El 33 5

11% 18% 18% 21%

39 15 66 iz
30% 29% a5% 49%

53 24 100 17
40% 47% 53% 70%

3.24 2.95 2.76 2.09
1.72 1.59 1.64 1.44
©0.15 0.22 0.12 0.30
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Q.E3 LIKELIHOOD TO USE INTERNET FCR FUTURE CUSTOMER CARE NEEDS: REGISTERING A COMPLIMENT ABOUT THE UT1L1TY OR ONE OF ITS EMPLOYEES
BRSED ON RESPONDENTS IN GROUP A

COMMERCIAL BILL PAYERS

VERIDIAN CONNECTIONS
TRACKING

201z 2011 2010 2009

TIME OF USE CONTACTED PRDBLEM RECENT TTME SINCE CONTACT ACCESS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBS1TE

UNWTD. TOTAL 401 - - 74 327 €4 10 35 & 3 15 14 35 B3 271 15 376 - - 59 56 - - -
WID. TOTAL 401 - - T4 327 &5 9 a5 6 3 15 14 35 a3 271 15 376 - - &9 57 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 189 - - 32 157 27 5 i 3 2 7 8 14 650 121 1z 173 - - 28 30 - - -
————————— 47% adag 48% 42% sa% 56% 50% 71% 47% 57% 4i% 72% 45% 79% 46% ac¥ 53%
{5) VERY LIKELY 100 - - 1e 84 14 2 ] 1 1 3 4 a8 36 59 13 23 - - 12 11 - - -
25% 22% 26% 22% 21% 26% 16% 36% 21% 28% 23% 44% 22% 6B% 23% 20% 20%
{4) SOMEWRHART LIKELY B9 - - l& 73 13 3 10 2 1 4 4 G 23 82 2 85 - - 16 19 - - -
22% 22% 22% 20% a3% 29% 34% A5% 2% 29% 18% 28% 23% 11% 23% 27% 33%
{3} NEITHER LIKELY NOR 3 - - - 5 ~ - - - - - - - 1 4a - 5 - - - - - - -
UNLIKELY 1% 2% 1% 13 1%
(2} SOMEWHAT UNLIKELY 64 - = 14 50 12 2 a 1 - 2 2 7 ] 52 1 62 - - 13 8 - - -
156% 19% 15% 19% 20% i2% 16% 12% 15% 20% 1% 19% 5% 16% 21% 13%
{1} VERY UNLIKELY 134 - - 25 109 23 2 1z 2 1 L] 3 13 11 ra 3 129 - - 18 g - - -
34% 4% 33z 1. 4 26% 3% 3% 29% 39% 22% 37% 13% 34% le% 34% 31z a2%
BOTTOM 2 BOX 198 - - 40 158 EL 4 ié 3 1 8 5 20 20 123 4 131 - - 31 28 - - -
ffffffffffff 49% 53% 49% 54% 46% 44% 50% 29% 53% 36% 56% 24% 53% 21% 51% 52% 45%
DON'T KHOW / REFOSED 8 - - 2 [ 2z - - - - - 1 bl 2 3 - 7 - - 1 1 - - -
2% 3% 2% 3% 7% 3% 2% 1% 2% 2% 3%
MEAN 2.89 - - 2.77 2,532 2.73 3.01 3.05 2.B3 3,47 2.77 3.29 2.70 3I.BD 2.80 4.10 2.84 - - 2.84 2.96 - - -
5.D. 1.87 1.65 1.67 1.86 1.64 1.69 1.72 2.06 1.71 1.65 1.659 1.46 1.62 1.56 1.65 1.60 1.g62

5.E. 0.08 0.1% 0.09 0.21 9.54 0.29 0.70 1.23 0.45 0.45 0.29 0.1 0.10 0.36 0.09 0.21 Q.22
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MARCH 28

- APRIL 11, 2013 Fage 161

0.3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE WEEDS: FINDING OUT MORE ARQUT TIME OF USE RATES
EASED ON RESPONDENTS IN GROUP A
KESTDENTIAL BILL EBAYERS
ANNUAL PRE-TARX
HAOUSEHOLD INCOME COSTOMER LOYALTY GROUPS
VERIDIRN CONNECTIONS - f0003 VERIDIAN CONNECTIONS
TRACKING = HOUSEHOLD $IZE TRACKING STILL IN
= 540- ==== 9EC- FRVOR DIFF AT
TOTRL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <570 $70+ 18-34 35-54 S5x  1-2  3-5 6+ 2012 2011 2010 2009 TRE  ABELE ERENT RISK
UNWTD. TOTAL 401 399 - - - 342 174 148 38 64 148 35 130 174 175 153 11 343 - - - 133 51 187 24
WID. TOTAL 401 399 - - - 341 173 1s8 38 63 148 35 130 174 174 153 11 342 - - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 221 250 - - - 194 101 93 14 31 101 21 91 a1 79 108 & 220 - - - 80 28 104 ]
————————— 5%  63% 57% SBY  G5E%  37%  49% 8%  60%  70%  27%  45% T1%  54%  64% 0% 55%  55%  34%
{5} VERY LIKELY 118 140 - - - i04 4G 58 9 17 S4 13 51 40 44 57 3 127 - - - 56 9 50 3
29% 35% 30% 26% 35% 23% 26% a7y 37% 39% 23% 25% 37% 27% 37% 42% 17% 27% 13%
{4} SOMEWHAT LIKELY 103 110 - - - s0 55 35 5 14 a7 8 4ag a1 35 s1 3 92 - - - 24 20 sS4 5
26% B% 28% 32% 21% 13% 23% 32% 23% 31% 24% 20% 3% 27% 27% 18% 38% 29% 21%
{3) WEITHER LIKELY NOR 3 5 - - - [ 2 [ 1 - 2 - 1 5 a 2 1 5 - - - - 2 3 1
UNLIKELY 2% 1% 2% 1% 2% 3% 1% 1% 3z 2% 1% 9% 1% 4% 2% 4%
{2) SOMEWHAT UNLIKELY 50 35 - - - 36 20 16 4 [ 15 5 14 17 19 16 - 28 - - - 11 & 32 -
13% 5% 11% 12% 9% 11% 5% 10% 15% 11% 10% 11% 10% a% 8% 12% 17%
(1} VERY UNLIKELY 118 109 - - - 101 43 53 1e 26 28 9 23 69 71 28 4 88 - - - a9 15 46 15
30% 27% 30% 28% 32% 50% 42% i9% 25% 18% 40% a1y 17% 36% 26% 30% 29% 25% 62%
BOTTOM 2 BOX 169 144 - - - 137 (3] 69 23 32 43 14 37 86 90 a2 4 117 - - - 50 21 79 1s
777777777777 42% 36% 40% 0% 41% 61% 51% 29% 40% 28% 49% 52% 27% 35% 3a% 38% a1% a2% 62%
DON'T KNOW / REFUSED 5 1 - - - 4 2 2 - - 2 - 1 2 2 1 - 1 - - - 2 2 -
1% * 1% 1% 1% 1% 1% 1% 1% 1% * 2% 1%
MEAN 3.13 3.3 - - - 3.17 3.17 3.18 2.49 2.82 3.%8 3.32 3.6s4 .80 2.77 3.684 3.08 3.41 - - - 3.35 3.02 3.16 2.25
5.D. 1.66 1.66 1.67 1.2 1.72 1.73 1.75 1.5¢ 1.6% 1.52 1.6% 1.72 1.49 1.76 1.65 1.76 1.5 1.59 1.66
S.E. 0.08 0.08 .09 0.12 ©0.13 0.28 0.22 0.13 0.2% 0.13 .13 0.13 0.12 0.52 0.09 0.15 0.22 0.12 0.32
- - 7 o - W T . N Es K .
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0.E3 LIKELIECOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEFDS: FINDING OUT MORE ABOUT TIME OF USE RATES
BASED QN RESPONDENTS IN GROUP A

COMMERCIAL BILL PAYERS
WORK m———e =
TIME OF USE CONTACTED  PROEBLEM RECENT TIME SINCE CONTACT ACCESS SMRRT WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE  (MONTHS) WEBSITE METER DATA ===s======= TRACKING
VERY VERI- ===c======
UNSUP DIAN 2012 2011 2010 2009

UNWID. TOTAL 401 - - 74 327 - 10 35 6 3 15 14 35 83 271 15 376 - - 59 56 - - -

WTD. TOTAL 401 - - 74 327 65 9 35 § 3 15 14 35 B3 271 15 376 - - 59 57 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 221 - - 41 180 36 4 18 4 2 8 9 19 66 144 1|8 193 - - 27 31 - - -

--------- 55% 55% B5%  56% 43% 52% 67% 71% 55% 4% 85%  79%  53%  95%  53% ¢6%  54%

{5) VERY LIKELY 118 - - 22 36 19 3 10 2 2 [ 4 11 48 63 17 99 - - 14 13 - - -
29% 30%  29%  30%  32%  29%  32%  71%  27%  29% 32%  57%  23% 89%  26% 24%  22%

{4) SOMEWHAT LIKELY 103 - - 18 85 17 1 8 2 - 4 5 8 13 A1 1 00 - - 13 18 - - -
26% 25%  26% 27%  11%  23%  35% 28% 35%  23%  22%  30% 5% 27% 22%  32%

(3) MEITHER LIKELY WOR 6 - - - 6 - - - - - - - - 1 3 - 6 - - - - - - -

UNLIKELY 2% 2% 1% 1% 2%

(2} SOMEWHAT UNLIKELY 50 - - a 16 4 - 1 - - - - 1 4 43 - 50 - - 14 3 - - -
13% 6%  14% 6% 33 3% 5% 183 13% 24% 11y

{1) VERY UNLIKELY 118 - - 29 89 24 5 16 2 1 7 5 15 12 77 1 116 - - 17 20 - - -
30% 40%  27%  37%  S5T¥  45%  33%  29%  45%  36%  42%  15%  29% 5% 31% 29%  35%

BOTTOM 2 BOX 169 - - 34 135 28 5 17 2 1 7 5 16 16 121 1 187 - - 31 26 - - -

777777777777 423 45%  41%  44®%  57%  48%  33%  29%  45%  36%  45%  19%  45% 5% 44% 533 26%

DON'T KNOW / REFUSED 5 - - - 5 - - - - - - - - - 3 - 1 - - 1 - - - -

2% 2% 1% 1% 2%
MEAN 3.13 - - 3.00 3.16 3.05 2.61 2.88 3.34 3.82 2.91 3.19 2.99 4.03 3.04 4.73 3.02 - - 2.88 2.95 - - -
s.D. 1.66 1.77 1.64 1.75 1.98 1.82 1.85 2.27 1.84 1.77 1.82 1,46 1.60 0.94 1.65 1.62 1.67

5.8. 0.08 G6.21 ©0.05 0.2z 0.65 0.31 Q.76 1.3§ 0.48 0.47 0.31 0.16 0.10 0.22 0.09 0.21 o0.z22
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0.E3 LIKELTHOOD TO USE INTERNBT FOR FUTURE CUSTOMER CARE NEEDS: MATNTAINING INFORMATION BBOUT YOUR ACCOUNT OR PREFERENCES
BASED ON RESPONDENTS IN GROUP A

KESIDENTIAL BILL PAYERS

- APRIL 11, 2013

ANNUAT. PRE-TAX
HOUSEHOLD TINCOME

VERIDIAN CONNECTIONS - 10008 VERTIDIAN CONNECTIONS
TRACKING HOUSEHOLD SIZE TRACKING
P — 340- ===
TOTAL 2012 2011 2010 2089 TOTAL MEN WOMEN <540 <570 $70+ -34 35-5a 55+ 1-2 3-5 6+ 2002 2011 2010 2009
UNWTD. TOTAL 401 399 - - - 342 174 168 38 64 148 35 130 174 175 153 11 343 - - -
WTD. TOTAL 201 399 - - - 241 173 168 38 63 148 35 130 174 174 153 11 342 - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 224 248 - - -~ 151 101 90 16 24 111 22 89 79 74 109 7 218 - - -
————————— 56%  &2% 56% 58% 54%  42% 3B%  75%  63%  £%%  45%  43%  71¥  6a%  64%
{3) VERY LIKELY 114 139 - - - 100 51 49 5 11 56 12 a9 33 43 56 2 124 - - -
29%  35% 20%  30% 29% 24% 17% 38%  37% 38% 2% 25%  36%  1B%  36%
{4) SOMEWHAT LIKELY 110 109 - - - 91 49 41 7 13 55 9 40 40 32 54 5 94 - - -
27%  27% 27%  28% 25%  18%  21%  37%  26%  31%  23%  18%  35% 46y 27%
(3) NEILTHER LIKELY NOR 2 - - - - 2 2 - - 1 - - 1 1 2 - - - - - -
ONLIKELY * 1% 1% 2% 1% 1% 1%
{2} SOMEWHAT UNLIXELY 52 44 - - - EF] 22 22 3 8 12 6 33 25 28 13 2 kL] - - -
13%  11% 13%  13%  13% 8% 12% 8% 17% 10%  15% 1% 9% 18%  11%
{1} VERY UNLIKELY 121 104 - - - 102 4B 54 19 31 25 7 27 68 59 31 2 82 - - -
30%  26% 30% 28%  32% 50% 4B%  17% 20%  21%  39%  39%  20%  18%  24%
BOTTOM 2 BOX 173 147 - - - 145 7 76 22 38 37 13 40 93 97 44 ¢ 120 - - -
------------ 43%  37% 43% 41%  45% 58%  61%  25%  37%  30% 54% 56% 29%  36%  35%
DCON'T ENOW / REFUSED 2 4 - - - 2 2 - - - - - 1 1 - - 4 - - -
1% 1% 1% 1% 1% 1% 1%
MERN 3.11 3.34 - - - 3,13 3.19 3.06 2.57 2.45 3.71 3.44 3.55 2.75 2.72 3.59 3.27 3.41 - - -
S.D. 1.66 1.65 1.67 1.64 1.69 1.77 1.64 1.46 1.61 1.57 1.67 1.6% 1.54 1.48 1.63
5.E. 0.08 0.08 0.09 0.12 Q.13 0.29 0.21 0.12 0.27 0.14 0.13 0.13 0.12 0.44 0.08
. N ! N “ N \ . R “ ~, = -~ Y R T - ST oa T s - ;

Page 153

CUSTOMER LOYALTY GROUPS

STILL IN
SEC- FRVOR DIFF AT
URE BBLE ERENT RISK

133 51 187 24

132 51 1B8 24
100% 100% 100% 100%

77 31 104 7
58% 61% 56% 30%

49 11 43 5
37% 21% 25% 21%

28 20 55 2
21% 40% 29% 9%

- - 2 -

1%

14 4 31 3
1i% 8% 16% 13%

41 15 49 14
31% 31% 26% 57%

55 20 80 17
42% 39% 43% 70%

- - 1 -

1%

3.23 3.11 3.13 2.23

1.74 1.61 1.60 1.70

0.15 0.23 0.12 0.335
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Q.E3 LIEELIHCOD TO TUSE INTERNET FOR FUIURE CUSTOMER CARE NEEDS: MATNTAINING INFORMATION ABOUT YOUR ACCOUNT Ok PREFERENCES
BASED ON RESPONDENTS IN GROUP A

COMMERCIAL BILL PAYERS

TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIENCE {MONTHS) WEBSTTE METER DATA TRACKING

=========== ======ca=== VERY VERY VERI- =====
7-12 4-& <3 YES NO YES WO SUPP TNSUP DIAN 3201% 2011 2010 2008

UNWID. TOTAL 401 - - 74 327 64 10 35 & 3 15 14 35 8z 271 13 378 - - 59 56 - - -

WTD. TOTAL 401 - - 74 327 €5 9 35 6 3 15 14 as 83 271 19 375 - - 59 57 - - -
100% 106% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%  100%

TOP 2 BOX 224 - - 33 191 31 2 16 2 1 8 B 14 67 145 14 209 - - 33 30 - - -

--------- 56% 45% 5B%  49% 21% 46% 33% 36% 55% 56%  40% B81% G4y 74%  56% 56%  B3E

{5) VERY LIKELY 114 - - 15 98 1a 2 [ 1 1 3 2 7 45 64 13 100 - - 14 15 - - -
29% 21% 30% 22% 21%  25% 16% 36% 41% 14%  20% 55%  24%  69%  27% 23%  26%

{2} SOMEWHAT LIKELY 110 - - 17 92 17 - 7 1 - 2 3 7 21 Bl 1 109 - - 19 15 - - -
27% 24%  28% 273 21%  17% 14%  43%  20%  26%  30% 5% 29% 32%  26%

(3) BEITHER LIKELY NOR 2 - - - 2 - - - - - - - - - 2 - 2 - - - - - - -

TNLIKELY * 1% 1% 1%

{2) SOMEWHAT UNLIKELY 52 - - 15 37 iz 3 13 2 - 1 4 8 7 42 3 a7 - - B & - - -
13% 21%  11%  19%  33%  1B%  34% 7% 20%  23% 8% 16% 1s5%  13% 13% 11%

(1) VERY TNLIKELY 121 - - 25 95 21 4 13 2 2 3 2 132 9 B2 2 117 - - 18 21 - - -
Iny 34%  29%  32%  46%  36%  33%  64%  39%  14%  37%  11%  30%  10%  31% 31%  37%

BOTICM 2 BOX 173 - - 41 132 33 7 19 1 2 7 6 21 16 124 5 154 - - 25 27 - - -

ffffffffffff 43% 55%  40% 51%  79% 54%  67%  £4%  45%  44%  60%  19%  46%  26%  44% 44%  47%

DON'T KNOW / REFUSED 2 - - - 2 - - - - - - - - - - - 1 - - - - - - -

1% 1% "

MERN 3.11 - - 2.77 3.19 2.86 2.15 2.82 2.49 2.43 3.11 3.13 2.54 4.06 3.01 4.07 3.08 - - 2,03 2.9a - - -

S.D. 1.66 i.63 1.66 1.63 1.60 1,70 1.63 2.39 1.80 1.40 1.62 1.37 1.62 1.53 1.65 1.63 1.71

S.E. 0.08 0.1 0.09 0.20 0.52 ©€.29 0.67 1.43 Q.50 0.37 0.27 0.15 0.10 0.36 0.09 0.21 0.23
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¢.82 LIKELTHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE KEEDS: PAYING YOUR BILL THROUGH THE UTILITY'S WERSITE
BASED ON RESPONDENTS IN GROUP A

RESIDENTTAL BILL PAYERS

RIL 11, 2013

ANNUAIL, PRE-TRA
HOUSEHQLD INCOME

VERIDIAN COMNECTIONS - 10008 VERIDIAN CONNECTIONS
TRACKING = AGE HOUSEHCLD SIZE TRACKING
$a0-
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN =340 <$%70 §£70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010
UNWTD. TOTAL 401 393 - - - 342 174 168 38 64 148 35 130 174 175 153 11 343 -
WID. TOTRL a01 399 - - - 341 172 168 3i8 63 148 35 130 174 174 153 11 342 -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1090% 100% 100% 100% 100%
TOP 2 BOX 119 150 - - - 165 55 50 g 14 61 14 a5 47 40 61 4 130 -
————————— 30% 37% 31y 32% 30% 21% 22% 41% A0% 35% 27% 23% 40% 35% 38%
{5) VERY LIKELY T3 95 - - - 65 26 39 5 11 36 8 an 6 26 36 2 82 -
18% 24% 15% 15% 23% 13% 18% 25% 23% 23% i6% 15% 24% 18% 24%
{¢} SOMEWHAT LIKELY 46 55 - - - 41 29 1z 3 3 25 6 15 20 1a 25 2 48 -
11% 14% 12% 17% T% 8% 5% 17% 17% 11% 12% 8% 16% 17% 14%
(3} NEITHER LIKELY NOR 8 3 - - - 6 a 2 - - 4 - 3 3 1 5 - 2 -
TNLIKELY 2% 1% 23 2% 1% 3% 2% 2% 1% 3% *
(2} SOMEWHAT UNLIKELY 50 50 - - - 38 20 18 2 [ 21 6 17 15 17 12 2 40 -
13% i3% 11% 12% 11% S% 9% 14% 17% 13% 9% 10% 12% 19% 12%
{1} VERY UNLIKELY 217 i92 - - - 185 91 94 238 A2 60 15 62 106 111 BB 5 i67 -
54% 48% 54% 3% 6% 74% 6T% 20% 43% 48% 51% Ga% 43% 46% 49%
BOTTOM 2z BCX 267 242 - - - 223 111 112 30 48 81 21 79 121 128 85 7 206 -
************ (¥ 61% &5% 62% 66% 9% 76% 55% 60% 61% T0% T4% 56% &5% 0%
DON'T KNOW / REFUSED 7 5 - - - 7 3 4 - 1 2 - E a 4 2 - 5 -
2% 1% 2% 2% 2% 2% 1% 2% 2% 2% 1% 1%
MEZN 2.26 2,52 - - - 2.29 2.29 2.29 1.82 1.95 2.70 2.61 2.48 2.10 1.98 2.84 2.42 2.52 -
5.D. 1.62 1.72 1.65 1.60 1.71 .51 1.%9 1.70 1.70 1.7¢ 1.58 1.5% 1.70 1.68 1.73
S.E. 0.08 ©.08 0.09 0.1z ©0.13 0.25 0.20 0.14 0.29 0.15 0.12 0.12 0.14 0.50 0.09

Page 165

COSTOMER LOYALTY GROUPS

STILL IN
SEC- FAVOR DIFF AT
URE ABLE ERENT RISK

i3z 51 188 24
100% 100% 100% 100%

45 12 54 7
3a4% 24% 29% 30%

a1 & EE]
24% 12% 1B8%

ook

I

14 6 21
10% 12% 11% 22%

wn

2 - S 1
2% 3% 4%
1z B 29 -

9% 16% 15%

71 30 96 16
5% 58% 51% 6%

g3 38 125 16
3% 74% 6T% 66%
1
1% 2% 2%
2.40 2.02 2.27 2.07

1.72 1.a49 1.60 1.56
0.15 0.21 ¢.12 0©0.32



BASED ON RESPONDENTS IN GROOP A

TUNWTD. TOTAL

WTD. TOTAL

{5} VERY LIKELY

{4) SOMEWHAT LIKELY

{3} BEITHER LIKELY NOR

TNLIKELY

(2) SOMEWHAT UNLIKELY

(1) VERY UNLIKELY

BOTTOM 2 BOX

2013 SIM'DL,"UtilitY'E’UISE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN COMNECTIONS MARCH 28 -
(-E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: PAYTNG YOUR BILL THROUGH THE UTILITY'S WEBSITE
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTRCT BOCESS SMERT
BILLING HYDRO? SOLVED? EXPERIENCE (MDNTHS) WEBSITE METBE DATA
TOTAL YES RO YES NOQ YBES NO Vs vog 12+ 7-12 4-¢ <3 T¥ES RO IES NO
401 - - 7a 327 64 10 35 & 3 15 14 35 g3 271 19 376
401 - - 74 327 &5 ] 35 6 3 i5 14 as 83 271 13 376
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
119 - - 16 103 14 2 6 2 1 5 1 9 32 Bl 10 108
30% 22%  31%  22%  22% 17%  35%  36% 34% 7% 26%  41% 30%  53%  29%
T3 - - 12 81 11 1 4 a1 1 5 1 5 25 47 a 64
18% 1l6% 19% 17% 10% 11% 17% 36% 34% 7% 14% a0% 17% 43% 17%
46 - - 4 42 3 1 2 1 - - - 4 ] 35 2 44
112 5% 13% 5%  11% 6%  18% 11%  11% 3% 10%  12%
g - - - 8 - - - - - - - - 1 7 - 8
2% 2% 1% 3% 2%
50 - - 11 39 10 1 3 1 - 1 4 5 3 42 1 a9
13% 15%  12%  16% 10% 17%  16% 7% 29% 14% 7% 16% 5%  i3%
217 - - 46 1712 38 [ 22 3 2 8 9 21 4] 137 | 205
52% 62% B2% 61% &8% 63% 49% 64% 53% B4% 60% 49% 51% 42% 54%
267 - - 57 210 50 7 28 a 2 g 13 28 47 180 9 25a
&TE 7% 64% ot 3 M8y 80% 65% 64% 5E9% 93% 74% he¥ 66% 47% 68%
7 - - 1 3 1 - 1 - - 1 - - 1 3 - 3
2% 1% 2% 2% 3% 7% 1% i% 2%
2.26 - - 1,98 2.32 1.99 1.86 1.82 2.37 2.43 2.52 1.58 2.06 2.66 2.30 3.08 2.22
1.62 1.54 1.&4 1.55 1.51 1.3%9 1.76 2.3% 1.96 1.09 1.55 1.8B2 1.50 1.93 1.60
g.08 0.18 0,09 ©.18 0.49 0.24 0.72 1.43 0.53 0.29 0.26 0.20 0.10 0.45 ©0.08

APRIL 11, 2013

COMMERCIAL, BILL PAYERS

Lage 166

VERIDIAN CONNECTIONS

TRACKING

2012 2011 2010 2009

59 56 - - -

53 57 - - -
100% 100%

13 20 - - -
22%  35%

8 13 - - -
14%  24%

5 7 - - -
8%  12%

2 1 - - -
a3 3%

12 11 - - -
20%  19%

32 25 - - -
54%  43%

44 35 - - -
74%  52%

32.08 2.54 - - -
1.48 1.68

0.19 0.22



2013 SIMUL/ULilicyPULSE CUSTOMER SATISFACTION SURVEY FOR VERTDTAN COMNECTIONS

G.E3 LIKELTHOOD TO USE INTERNET FOR FUFORE CUSTOMER CARE NEEDS: PAYING YOUR BILL USING SMART PHONE APPLICATIONS
BASED ON RESPONDENTS IN GROUP A

RESIDENTIAL BILL PAYERS

WMARCH 28 - ARPRIL 11, 2013 Page 167

ANNURAL PRE-TRX
HOUSEHOLD INCOME
VER1DIAN CONNECTLIONS - *000S

COSTOMER LOYALTY GROUPS

VERIDIAN COMNECTIONS

TRACKTNG = HOUSEHOLD STZE TRACKING STTLL IN
= s40- [ S SEC- FBYOR DIFF AT
TOTAR 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <$70 $70+ 18-34 35-54 55+ 1-2  3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RTSK
UNWTD. TOTAL 401 399 - - - 342 174 168 38 €4 148 3% 130 174 175 153 11 343 133 51 167 24
WID. TCTAL ap1 399 341 173 18R 38 63 148 35 130 174 174 153 11 34z 132 51 188 24
100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 300% 100% 300%
TOP 2 BOX 85 114 76 41 35 7 7 a7 18 36 22 23 50 3 96 34 9 39 3
————————— 21%  28% 22%  24% 21% 18% 11% 32%  52%  28%  13%  13%  33%  26%  28% 26%  17%  21%  13%
{S) VERY LIKELY 52 72 ag 26 20 5 6 30 14 24 8 ia 31 1 65 27 5 18 2
13%  18% 13%  15%  12%  13% 9% 20% 40%  19% 5% 8% 20% 9% 19% 20% 9% 10% 9%
{4) SOMEWEAT L1KELY 32 a1 30 15 15 1 17 4 12 14 9 19 2 30 7 4 21 1
8% 10% 9% 9% 9% 5% 2% 12%  12% 9% 8% 5% 13%  17% 9% 5% B%  11% 5%
(3} NEITHER LIKELY NOR 4 3 4 2 2 1 1 2 1 3 3 1 - 3 I - 3 -
UNTIKELY 1% iy 1y 1% 1% 3% 2% 1% 1% 2% 2% 1% 1% 1% 2%
(2) SOMEWHAT UNLIKELY 55 47 38 18 20 2 10 20 8 13 17 18 17 3 37 16 8 29 -
145  12% 1% 10%  12% 5% 16% 14% 23% 10% 10% 11% 11%  28%  11% 12%  16%  18%
{1) VERY UNLIEELY 251 231 218 109 109 28 a5 77 9 78 129 128 83 5 203 79 32 11a 21
53%  5B% 4%  63% 6SE  74%  71%  52%  25%  60%  74%  73%  54%  46%  59% €03 67%  61%  87%
BOTTOM 2 BOX 307 279 256 127 129 30 55 97 17 91 147 146 100 8 240 95 42 143 21
e 76% 0% 5% 74y 9% 79%  97%  66%  48%  T0%  84%  g4%  &5%  T4% 0% 72%  83%  76%  87%
DON‘T KNOW / REFUSED 5 4 5 3 2 - - 2 2 2 2 2 4 2 - 2 -
1% 1% 1% 2% 1% 1% 1% 1% 1% 1% 1% 1% 1%
MERN 1.94 2.18 1.95 2.00 1.%0 1.78 1.§2 =2.34 3.18 2.15 1.57 1.62 2.33 2.16 2.17 2.13 1,77 1.92 1.49
8.D. 1.47 1.62 1.50 1.55 1.46 1.46 1.23 1.66 1.74 1.64 1.16 1.25 1.68 1.46 1.64 1.64 1.34 1.40 1.28
5.E. 0.07 0.08 0.08 0.12 0.11 0.24 0.16 0.14 ©.30 0.14 0.09 0.10 0.14 0.44 9.09 0.14 0.19 0.10 0.26



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTYON SURVEY FOR VERIDIAN CONNECTIONS

0.83 ILIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: PAYING YOUR BILL USING SMART FHONE APPLICATICNS
BASED ON RESPONDENTS IN GROUP A

MARCH 28 - APRIL 11, 2013 Page 168

COMMERCIAL BILL PAYERS

WORK ==
TIME CF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMRRT WITH OTHERS VERIDIAN CONNECTICNS
BILLING HYDRO? SOLVED? EXPRRIENCE {MONTHS) WEBSITE METER DATA == TRACKING
__________ ——= mmomacazo= VERY VERY VERI-
TOTAL YES KO YES NO YES NO Vs VDg 12+ 7-12 4-6 <3 YES NO ¥BS NO SUPP TUNSUP DIAN 2012z 2011 2010 2003
TUNWTD. TOTAL 401 - - 74 327 64 16 35 € 3 15 14 35 83 271 1% 376 - - 59 56 - - -
WTD. TOTAL 401 - - 74 327 65 ] 35 € 3 15 14 35 83 271 1% 376 - - 59 57 - - -
100% 100%  100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 85 - - 14 71 13 1 7 1 1 4 3 3 23 60 ) 77 - - ] 1B - - -
————————— 21% 19%  22%  20%  10%  20%  16%  36% 6% 21% 17¥ 208% 223 43%  21% 15%  31%
{5} VERY LIKELY 52 - - 9 a3 8 1 & 1 1 2 4 17 34 € 45 - - & 7 - - -
13% i2%  13%  12%  10%  11%  16%  36%  13%  14%  11%  20%  13%  32%  12% 0%  12%
(4] SOMEWHAT LIKELY 34 - - 5 29 5 - 3 - - 2 1 2 26 2 3z - - 3 i1 - - -
B% 7% 9% 8% 9% 13% 7% 6% 7% 10%  11% 8% 6%  19%
(3) NEITHER LIKELY NOR 4 - - i E} 1 - 1 - - - - 1 1 1 - 1 - - - - - - -
TNLIKBLY 1% 1% 1% 2% 3% 3% 1% * 1%
{2) SOMEWHAT UNLIKELY 55 - - 12 43 10 2 4 1 - 1 4 5 7 4€ - 5% - - 17 11 - - -
14% 17%  13%  16%  22%  12%  16% 7% 29%  15% 8% 173 15% 28%  19%
{1} VERY UNLIKELY 251 - - 47 205 40 6 23 4 2 10 7 23 51 162 11 236 - - 34 28 - - -
63% 63% €3% 62% 6B¥ 66% 67% 64% 67% 50% 65%  62% 0% 57%  63% 56%  49%
BOTTOM 2 BOX 307 - - 595 247 51 8 2% 5 2 11 11 28 58 208 11 291 - - 50 3% - - -
,,,,,,,,,,,, 76% BG%Y 7A%  7BT  90%  77%  84%  Gax  74%  79%  B80% 70%  ??% 57% 7% 85% 7%
DON*T KNOW / REFUSED 5 - - - 5 - - - - - - - - i3 2 - 2 - - - 1 - - -
1% 2% 1% 1% 1% 1%
MEAN 1.9¢ - - 1.88 1.5 1.91 1.64 1.88 1.82 2.43 1.99 2.06 1.B3 2.15 1.98B 2.60 1.92 - - 1.84 2.26 - - -
s.D. 1.47 1.42 1.48 1.44 1.29 1.44 1.60 2.39 1.60 1.48 1.40 1.67 1.46 1.93 1.45 1.22 1.53
S.E. 8.07 G.16 0.08 ©0.18 ©0.42 0.24 0.65 1.43 0.42 0.35 0.24 0.18 0.09 0.45 Q.07 0.17 0.20



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOUR VERIDIAN CONNECTIONS

Q.E3 LIKELIHOOD TG USE INTERNET POR FUTURE CUSTOMER CARE NEEDS: GETTING INFORMATION ABOUT POWER QUTAGES
BASED ON RESPONDENTS IN GROUP R

RESIDENTIRL BILL FAYERS

MARCH 48 -

RPRIL %1,

2013

ANNUAL PRE-TAX
HOUSEHQOLD INCOME
VERIDIAN CONNECTIONS - ‘0008

VERIDIAN COMNECTIONS

TRACKING = HOUSEHOLD SYZR TRACKING
S40-
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <570 570+ 18-324 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2009
UNWTD. TOTAL 401 - - - - 342 174 168 38 64 148 35 130 174 1758 163 11 - - - -
WID. TOTARL 401 - - - - 341 173 168 38 63 148 35 130 174 174 153 11 - - - -
100% 100% 108% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOF 2 BOX 1748 - - - - 149 75 4 13 20 :¥3 i 6B 62 &4 75 5 - - - -
fffffffff 45% 44% 43% ac% 34% 31z 56% 51% 52% 36% 37y 52% a5y
{5) VERY LIKELY 106 - - - - 92 41 51 6 1s 52 11 45 36 39 50 3 - - - -
26% 27% 24% 30% 1e% 23% 35% 31% 35% 21% 22% 33% 27%
{4) SOMEWHAT LIKELY 73 - - - - 57 34 23 7 5 30 7 23 26 25 29 2 - - - -
18% 17% 20% 14% 18% 8% 20% 20% 18% 15% 14% 19% 18%
{3) NEITHER LIKELY NOR 4 - - - - 4 3 1 1 - Z - 1 3 2 1 1 - - - -
THNLIKELY 1% 1% 2% 1% 3% 1% 1% 2% 1% 1% 9%
{2} SOMEWHAT UNLIKELY 56 - - - - 45 26 19 2z 11 21 10 1s 20 24 21 - ~ - - -
14% 13% 15% 11% 5% 17% 14% 29% 11% 12% 1s% 1a%
{1} VERY UNLIKELY 152 - - - - 134 66 68 22 29 42 7 a5 81 78 50 E) - - - -
38% 35% 38% 0% 58% 45% 28% 20% 35% 46% 45% 33% 46%
BOTTOM 2 BOK 208 - - - - 178 51 87 24 40 63 17 60 101 101 71 5 - - - -
777777777777 52% 52% S3% S2% 63% 63% 42% 49% 46% 58% 53% a6% 46%
DON'T KNOW / REFUSED 11 - - - - 10 4 3 - 4 1 - 1 8 T 2 - - - - -
3% 3% 2% a% 6% 1% 1% 5% 4% 1%
MEAR 2.81 - - - - 2.79 2.76 2,82 2,28 2.42 3.20 3.13 3.07 2.50 2.54 3.0e 2.8l - - - -
g.D. 1.71 1.73 1.68 1.78 1.66 1.71 1.70 1.6l 1.7 1.69% .70 1.73 1.84
5.E. 0.0s 0.10 0.3i2 0.14 0.27 0.22 90.14 9.27 0.1e 0.13 0.13 0.I1I4 0.55

bage 169

CUSTOMER LOYALTY GROUPS

STILL IN
SEC- PAVOR DIFF AT

URE RBELE ERENT RISK

133 51 187 z4

132 51 iBB 24
100% 100% 100% 100%

62 21 86 13
47% 41% 46% 26%

45 13 46 1
34% 25% 24% 4%

18 B8 40 5
13% 16% 21% 22%

1 - 2 -

1% 1%

17 8 29 2
13%  16%  16% 9%

49 21 66 15
37%  41%  35%  63%

(33 29 95 17
S0% ST S1% 71y

3 1 5 1
2% 2% 3% 3%

2.94 2,67 2.84 1.93

1.79 1.73 1.68 1.42

ND.1¢ 0.24 0.12 0.29
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Q.E3 LIKELIHOOD TO USE INTERNET FOR FUTURE CUSTOMER CARE NEEDS: GETTING INFORMATION ABOUT POWER CUTAGES
BASED ON RESPONDENTS IN GROUP A

COMMERCIAL BILL PAYERS
WORK,
TIME OF USE CONTRCTED PROELEM RECENT TIME SINCE CONTACT LCCESS SMART WITH OTHERS VERIDIAN CONNECTTONS

BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WEBSITE = TRECKING
mE=mmsssmsmes sssssw==—=== —==== VERY VERY VERI- =—=————c—==============

TOTRL YES el YES NO YES NO Vs VDS 123 7-12 4-& <3 ¥ES NO YES HO SUPP THSUP DIRN 2012 2011 2010 2009

UNWTD. TOTAL 4101 - - 74 327 64 10 35 [ 3 15 i1 35 B2 271 19 376 - - 59 - - - -
WTD. TOTAL 401 - - 74 327 &5 3 35 [ 3 15 14 35 83 271 19 376 - - 59 - - - -
100% 100% 100% 100% 100% 108% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TOP 2 BOX 178 - - 27 151 21 é 10 4 2 3 2 12 53 120 11 187 - - 29 - - - -
————————— 45% 36%  46%  33% 1%  28%  67%  A4%  21%  64%  34%  64%  44%  53%  dd% 45%
(5} VERY LIKELY 106 - - 17 89 14 E} 8 1 2 2 4 9 37 66 9 96 - - 13 - - - -
26% 23%  27%  21%  30%  22%  16%  64%  14%  28%  25%  45%  24%  47%  25% 23%
{4} SOMEWHAT LIKELY 73 - - ip 63 7 3 2 3 - 1 5 3 16 55 2 71 - - 16 - - - -
16% 14% 1%% 11% 32% 6% S0% 7% 6% 9% 19% 20% 11% 19% 27%
(3} NEITHER LIXELY NOR 4 - - 1 3 1 - 1 - - 1 - - - 3 - 4 - - - - - - -
UNLIXELY 1% 1% 1% 2% 3% 7% 1% 1%
{2} SOMEWHAT UNLIKELY 56 - - 14 22 14 - [ - 1 2 2 [ 11 40 2 54 - - i1 - - - -
14% 19%  13%  22% 17% 36%  13%  14%  17% 13%  15%  11%  14% 19%
{1) VERY UNLIKELY 152 - - iz 120 28 4 hE:] 2 - a 3 17 15 100 6 142 - - 16 - - - -
38% 43% 37% aa% 39% 52% 3% 58% 22% A5% 23% 37% 32% 38% 31%
BOTTOM 2 BOX 208 - - 46 162 42 4 24 2 1 10 5 23 30 140 a 196 - - 28 - - - -
777777777777 52% 62% 49% B6% 39% £9% 33% 36% T2% 36% 66% 36% 52% 42% 52% 43%
DON'T KNOW / REFUSED 11 - - - 11 - - - - - - - - - ] - 10 - - 1 - - - -
3% 3% 3% 3% 1%
MEAN z.81 - - 2.54 2.87 2.45 2.14 2.2% 3,17 3.93 2.05 3.32 2.45 3.50 2.80 3.32 2.79 - - 2.%2 - - - -
5.D. 1.71 1.67 1.72 1.64 1.84 1.66 1.72 1.79 1.54 1.61 1.72 1.7 1.69 1.86 1,70 1.€3
S.E. 0.0% 0.1% 0.10 0.20 0.0 0.28 0.70 1.07 ©.40 0.42 0.29 0.18 0.10 9.43 0.09 0.21



2013 SIMUL/UL3i1ityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.E3D ACCESSED SMART METER DATA ON THE VERTDIAN CONNECTIONS WEBSITE
BASED ON RESPONDENTS IN GROUF A

EESIDENTIAL EILL PAYERS

FARCH 23

- APETIL 11, 2013

HOUSEHOLD INCOME
VERIDIAN CONNECTIONS - '00os

HOUSEHCLD SIZE

VERIDIBN CONNECTIONS

TRACKING

TRACKING E
540- =
TOTAL 2012 2011 2010 2009 TOTAL MEN  WOMEN <340 <§70 $70+ 18-34 35-52 55+

UNWTD. TOTAI: 401 - - - - 342 174 168 33 64 148 35 130 172

WTD. TOTAL 401 - - - - 341 173 168 EL] €3 148 35 130 174
100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

YES 19 - - - - 18 El 9 1 4 ? 2 8 8
5% 5% 5% 5% 3% £% 5% 6% &% 5%

NO 376 - - - - 318 163 155 37 58 138 33 120 154
94% 53%  94%  92%  97%  92%  94% 4% S2%  94%

DON'!T KNOW / REFUSED 6 - - - - 5 1 ES - 1 2 - 2 2
2% 2% 1% 2% 2% 1% 2% 1%

174
100%

10
6%

183
94%

153
100%

143
54%

1%

11
100%

10
1%

2012 2011 2010

2009

Page 171

COSTOMER LOYRLTY GROUPS

STILI. IN
SEC- FAVOR DIFF AT
URE ABLE

ERENT RISK

133 51 187 24
132 ol 183 2a
100% 100% 100% 100%
? 2 £l 1
5% 4% 5% 1%
124 47 178 22
94% 92% 95% 91%
1 2 1 1
1% 4% 1% 4%



2013 STMUL/1tilityPULSE CUSTOMER SATISPACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Dage 172
Q.E3D ACCESSED SMRRT METER DATA ON THE VERIDIAN CONNECTIONS WERSITE
BASED ON RESPONDENTS IN GROUF A
COMMERCIAL BILL PRYERS
WORK
TIME OF USE CONTACTED PRORLEM RECENT TIME SINCE CONTRCT ACCEESS EMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO? SOLVED? EXPERIERCE {MONTHS) WEBSITE METER DATA ==c=ms===== TRACKING
=== === ===== m== VERY VERY VERI-
TOTAL YES NO YES NO YES NQ va VD3 12+ T-12 4-& <3 YES NO YES NO SUPP  UNSUP DIAN 2012 2011 2010 2008
VUNWTD. TOTAL aQl - - 74 327 64 10 35 6 3 15 14 35 B3 271 18 376 - - 53 - - - -
WTD. TOTAL 401 - - 74 327 &5 9 35 6 3 15 14 35 83 271 12 376 - - 55 - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 2100% 100% 100% 100% 100% 100%
YES 13 - - 4 15 4 - 1 - - 1 - 3 15 z 19 - - - 1 - - - -
5% 5% 4% 6% 3% 7% BY% 1B% 1% 100% 2%
RO 376 - - &7 309 L] £l 32 & 3 14 13 30 67 266 - 376 - - 57 - - - -
343 0% 5% 8%% 100% 51% 100% 100% 93% 93% Bb% B1% 9B8% 100% 97%
DON'T KENOW / REFUSED 3 - - 3 a 3 - 2 - - - 1 2 1 3 - - - - 1 - - - -
2% 4% 1% 5% 6% 7% 6% 1% 1% %
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Q.B3E EASE OF ACCESSING INFORMATION
BASED ON RESDONDENTES THAT ACCESSED SMART METER DATA ON VERIDIAN CONNECTIONS WEBSITE

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TAX
HOUSEHOLD INCOME COSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - '060S VERIDIAN CONNECTIQONS
TRACKING = AGE HOUSEEQLD STIZE TRACKING STILL IN
===== $40- SEC- FAVOR DIFF AT
TOTAL 2012 201 2010 2009 TOTAL MEN WOMEN <540 <$70 S70+ 18-34 35-54 55+ 1-2 3-5 6+ 2012 2011 2010 2803 URE ABLE ERENT RISK

UNWTR. TOTAL 19 - - - - 13 9 9 1 4 7 2 8 8 10 | - - - - - 7 2 £} 1

WID. TOTAL 19 - - - - 18 El El 1 4 7 2 8 8 10 8 - - - - - 7 2 El 3
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOER 2 EOX 16 - - - - 15 5 3 1 3 7 2 7 6 7 8 - - - - - 3 2 7 1

————————— 4% 4% 7% 100% 100%  76% 100% 100% @8%  76%  70% 100% a7% 100%  78% 100%

{5} VERY EASY 7 - - - - 6 1 ] - 2 3 1 4 1 3 3 - - - - - 3 1 3 -
37% 33%  11%  55% 51%  42% 50% S0%  12%  29%  38% 43%  48%  33%

{4) SOMEWHAT EASY E] - - - - 9 5 4 1 i 4 1 3 s 4 5 - - - - - 3 1 4 1
g% 50% 56% 45% 100% 25% 58% 50%  38%  63%  41%  62% 4s%  52%  44% 100%

(3] NEITHER EASY NOR HARD - - - - - - - - - - - - - - - - - - - - - - - -

{2) SOMEWHAT UNEASY (HARD) 1 - - - - 1 1 - - 1 - - - 1 1 - - - - - - 1 - - -
5% 5% 11% 24% 12% S% 13%

{1} VERY U¥ERSY (VERY HARD) - - - - - - - - - - - - - - - - - - - - - - - -

BOTTOM 2 BOX 1 - - - - 1 1 - - 1 - - - 1 1 - - - - - 1 - - -

------------ 5% 5%  1l% 2a% 12% 9% 13%

DOM'T ENOW / REFUSED 2 - - - - 2 2 - - - - - 1 1 2 - - - - - - - 2 -
11k 11%  23% 12%  13%  20% 22%

MEAN 4.30 - - - - 4.2 3.87 4.55 4.00 403 4.42 4.50 4.57 3.87 4.13 4.38 - - - - 4.16 4.48 4.43 4.00

§5.D. 0.76 6.76 ©.89 ©0.53 0.00 1.41 ©0.53 0.72 0.54 0.88 0.97 0.52 1.05 0.73 0.54 0.00

5.E. 0.18 9.1 0.34 6.18 0.00 0.71 ©0.20 O.51 0.20 0.34 0.35 .18 0.40 0.53 0,20 0.00



2013 SIMUL/UtilityFULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

Q.E3E ERSE OF ACCESEING INFORMATICHN

ERSED ON RESPONDENTS THAT ACCESSED SMART METER DATA ON VERIDIAN CONNECTIONS WEBSITE

TNWTD. TOTAL

WID. TOTAL

{5} VERY EASY

(4) SOMEWHAT EBRSY

(3] NEITHER BASY NOUR HARD

{2} SOMEWHAT UNEASY (HARD)

{1} VERY UNEASY {VERY HARD)

DON'T XNOW / REFOSED

5.D.
5.E.

TIME QF TSE
BILLING

19 - -
100%

16 - -
B34%

4.30 - -
0.78
0.19

CONTRCTED  PROBLEM
HYDRD? SOLVED?
YES NO
4 15 4
4 15 4
100% 100% 100%
2 14 2
50% 94% 50%
1 € 1
25% 40%  25%
1 8 1
25%  54a%  25%
- 1 -
6%
- 1 -
6%
2 - 2
50% S0%
4.50 4.27 4.50
0.72 0.79 0.72
0.51 0.20 0.51

RECENT
EXPERTEHCE

TIME SINCE CONTACT

{MONTHS)

ACCESS

WEBSITE

MARCH 28 - APRTIL 11,

WORK

WITH OTHERS

2013

COMMERCIAL BILL PAYERS

Page 174

TRACKING

3
100%

2
6%

1
33%

33%

1
34%

4.50
0.72
0.51

15
100%

13
87%

7
46%

41%

1
7%

4.36
0.83
0.22

2 19 - -
2 19 - -
100% 100%
2 16 - -
100%  84%
_ 7 . _
37%
2 2 - -
100%  48%
_ 1 _ _
5%
- 1 - _
5%
_ 2 _ _
11%
2.00 £.30 - -
0.00 0.76
0.00 0.19

VERY VERY
SUPP TDNEUP DIAN 2012 2011

VERI-

VERIDIAN CONNECTICNS

2010

- 5.00 - - -
0.00
Q.00

2009



2013 SIMUL/UTilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN COWNECTIONS

@.EAF LIKELTHOOD OF ACCESSINC SMART METER DATA ON THE WEBSITE IN THE PUTURE
BASED ON RESPONDENTS ASKED QUESTION

RESIDENTIAL BILL PAYERS

MARCH 28 - APRIL 11, 20132

ANNUAT, PRE-TRY
HQUSEHOLD THCOME
VERIDIEN CONMECTIONS - '0008

VERIDIAN CONWECTIONS

TRECEING HOUSEHOLL SIZR TRACKING
_____ 54_0_ p——

TOTAL 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <570 §70: 18-34 35-54 55+ 1-2  3-5  6s 2012 2011 2010 2009

UNWID. TOTAL 395 - - - - 337 173 164 38 63 146 35 128 172 174 151 10 - - - -

WTD. TOTAL 394 - - - - 336 172 162 38 62 146 35 128 172 173 151 10 - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 173 - - - - 1a7 80 6 5 23 82 20 €5 51 52 80 2 - - - -
————————— a4% 44% 47% 403  23% 36% S56%  57%  51% 3% 36%  53%  40%

{5) VERY LIKELY 7% - - - - 71 38 33 3 13 37 11 32 28 32 38 1 - - - -
20% 1% 22%  20% 8% 21% 25%  32%  25% 1s%  18%  25%  10%

(4) SOMEWHAT LIKELY 95 - - - - 76 43 33 3 10 45 ) 33 23 30 42 3 - - - -
24% 23% 25%  20% 16% 16% 31%  25% 26% 1%% 17%  28%  30%

{3) NEITHER LIKELY NOR - - - - - - - - - - - - - - - - - - - -

UNLIEELY

{2) SOMEWHAT UNLIKELY 61 - - - - 50 24 25 2 & 29 g 21 23 19 27 1 - - - -
15% 15% 143 15% sk 10% 20%  17%  16%  14%  11%  18%  40%

(i} VERY UNLIKELY 159 - - - - 139 57 72 27 34 36 E] 13 86 31 45 2 - - - -
10% 41%  39% a44%  72%  54%  24%  26%  33%  50%  53%  30%  20%

BOTTOM 2 BOX 220 - - - - 189 32 97 29 as 64 15 63 110 110 71 3 - - - -
———————————— 56% 56% 53%  S53%  77%  64%  44%  43%  49%  64%  64%  4T¥  60%

DON'T KNOW / REFUSED 1 - - - - 1 - 1 - - - - i 1 - - - - -

* * 1% 1% i%
MEAN 2.68 - - - - 2.67 2.7¢ 2.57 1.83 2.40 3.13 3.20 2.93 2.37 2.37 3.01 2.69 - - - -
s.D. 1.85 1.67 1.67 1.66 1.44 1.71 1.58 1.66 1.66 1.62 1.66 1.63 1.41
S.E. 6.08 9.09 0.13 0.13 0.23 0.22 0.13 .28 0.15 ©.12 0.13 0.13 0.44

Page 175

CUSTOMEE LOYALTY GROUEPS
STILL IN

SEC- FAVOR DIFF AT

URE ABLE ERENT RISK

132 49 186 23

131 48 87 23
190% 100% 100% 100%

63 21 79 7
4B% 43% 42% 1%

27 10 L 4
20% 20% 20% 17%

37 11 41 3
28% 23% 22% 1a%

1z 4 40 3
9% 9% 21% 14a%

56 24 67 1z
43% 49% 36% 55%

68 28 107 16
52% 57% 57% 59%

- _ 1 -

1%

2.74 2.57 2.65 2.26

1.63 1.71 1.62 1.65

0.1 0.25 0.12 0.35



2013 SIMOL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 17¢&

{.E3F LIKELIEOOD OF ACCESSING SMART METER DATA ON THE WEBSITE IN THE FUTGRE
BASED ON RESPONDENTS ASKED QUESTICH

COMMERCIAL BILL PAYERS
WORK smsmanmmas
TIME OF USE COWTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIEN CONNECTIONS

BILLING HYDRO? SOLVED? EXPERIENCE (MCNTHS) WEBSLTE METER DATR ======s===== TRACKING
———— VERY VERY VERI- =

12+ 7-12 £-6 <3 YES O IES NO SUPP UNSUP DIAN 2012 2011 2010 2008

TUNRTD. TOTAL 3iss - - 71 324 61 10 33 & E 15 13 33 82 268 19 376 - - S8 - - - -

WiD. TOTAL 394 - - 71 324 61 k=l 33 [ 3 15 13 33 82 268 19 376 - - 58 - - - -
100% 100% 100% 100% 100% 100% 100% 100% 1008 1060% 100% 100% 100% 100% 2100% 100%

TOP 2 BOX 173 - - 27 146 22 5 11 4 1 5 5 16 61 1i0 17 157 - - 27 - - - -

777777777 a4% 3B8% a5% 36% 52% 3% 67% 36% 33% 373 49% 74% al1% 89% 42% 6%

{5) VERY LIKELY 79 - - 10 69 7 3 2 2 - 3 1 6 28 47 12 €7 - - g - hd - -
20% 14% 21% 11% 32% 5% 34% 20% B% 18% 36% 18% a3% 18% 13%

(4} SOMEWHAT LIKELY L - - 17 78 15 | 2 2 2 1 2 4 10 31 62 5 g0 - - 13 - - - -
24% 24% 24% 24% 20% 27% 33% 36% 13% 30% 30% 30% 23% 27% 22% 33%

{3} NEITHER LIKFLY NDR - - - - - - - - - - - - - - - - - - - - - - - -

UNLIKELY

{2} SOMEWHAT UNLIKELY 61 - - 14 a7 14 - 6 - 1 3 5 3 9 49 1 50 - - 11 - - - -
15% 20%  14% 3% 19% 35%  21%  319% 9%  11% 18% 5% 16% 19%

{1) VERY UNLIKELY 158 - - 30 130 25 5 16 2 1 7 3 14 12 110 1 158 - - 21 - - - -
40% 42%  40%  41%  48%  4B¥ 333 29% 45%  24%  42%  14% 413 5% 42% 35%

BOTTCHM 2 BOX 220 - - 4 178 a0 5 22 2 2 10 8 17 21 158 2 218 - - 32 - - - -
———————————— 56% 52%  B4%  64% 4B%  67% 33%  64%  67%  63% 51%  26% 55%  11%  58% 54%

DON'T KNOW / REFUSED 1 - - - 1 - - - - - - - - - - - 1 - - - - - - -

* = N

MEZAN 2.68 - - 2.4 2.72 2.42 2.87 2.25 3.35 2.42 2.41 2.58 2.73 3,70 2.59 4.3¢ 2.59 - - 2,70 - - - -
8.D. 1.65 1.56 1.67 1.51 1.85 1.45 1.86 1.55 1,67 1.39 1.68 1.23 1.61 1.13 1.63 1.55
5.E. 0.08 0.1% 0.09 0.1% 0.63 0.25 0.76 0.92 0.44 0.38 0.29 0.16 0.10 0.26 0.08 0.20
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Q.21G LIKELTHOOD TO USE A SOCIAL MEDIA SITE AS A RESOURCE FOR ENERGY EFFICIENCY TIPS OR TO HELP MANAGE ELECTRICITY USE
EASED ON RESPONDENTS IN GROUFP & / ONTARTICQ RESPONDENRTS IN GROUP B {2011}

RESIDENTIAL BILL PAYERS

ANNOAT, PRE-TAX

HOUSEEOLD INCOME CUSTOMER LOYRLTY GREOUES
VERIDIAN CONNECTIONS - '000S VERIDIAN COWNECTIONS =============
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
$40- SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <$70 3$70+ 18-34 35-54 55+ 1-2 1-5 33 2012 2011 2010 2009 URE AELE ERENT RISK

UNWTD. TOTAL 401 399 62 - - 342 174 1&8 38 &4 148 35 130 174 175 153 11 343 53 - - 133 51 1B7 24
WTD. TOTAL 401 399 62 - - 341 173 168 38 53 148 35 130 174 174 153 11 34z 52 - - 132 51 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 106% 100% 100% 100% 100% 100%  100% 100%  100%
TOP 2 BOX 5¢ 16 10 - - 48 24 24 3 5 22 5 25 18 15 31 1 40 9 - - 25 s 22 1
--------- 13%  12%  16% 12%  14%  14%  16%  13%  15%  14% 193  10% 8%  20% 9% 1% 17% 19% 9% 12% 4%
{4) VERY LIKELY 15 18 - - - 12 5 T 1 2 9 - B 1 4 8 - 17 - - - E 1 5 -
4% 5% 3y 3% 4% 3% 3% 6% 6% 2% 2% 5% 5% 6% 1% 3%
{3) SOMEWEAT LIKELY 39 28 10 - - 36 19 17 s 3 13 5 17 14 11 23 b3 24 9 - - 17 g 18 1
10% 7% 16% 0%  1l%  10%  13% 93 9% 1lay 133 8% 6%  15% 9% 7% 17% 13% 8% 9% 1%
(2) HOT LIKELY 83 100 g - - 73 10 33 3 15 39 8 29 36 37 32 3 L] 8 - - 10 12 35 4
21%  25%  13% 21% 3% 20% 8% 23% 26% 23% 22% 21% 21% 21% 26% 26%  15% 23%  24%  19%  18%
{1} NOT LIKELY AT ALL 256 250 32 - - 213 109 104 29 s 86 22 75 114 116 90 s 210 23 - - 73 34 127 19
64%  B3%  52% 62% 63% 62% 77% 56% 58% 3% 58%  65%  §7%  59%  56% 61k 45% 56% 67% 6BY  TBY
BOTTOM 2 BOX 339 350 ap - - 286 148 137 32 50 125 30 10a 150 153 122 3 299 31 - - 103 46 162 23
------------ 85% 88%Y  65% 84%  86% B2% 84% 79% E5% BEY¥ 80% B85% B8Y  8O¥  B2% BT 60% 78%  91%  87% 963
DON'T HRVE R SOCIAL MEDIA 4 3 2 - - 6 1 5 - 5 1 - 1 5 5 - 1 3 2 - - 4 - 2 -
ACCOTUNT 2% 1% ay 2% 1% 3% 8% 1% 1% 3% % 9% 1% 3% 3% 1%
NOT ASKED - - 10 - - - - - - - - - - - - - - 10 - - - - - -
16% 19%
DON'T KNOW / REFUSED 2 1 1 - - 2 - 2 - - - - - 1 1 - - 1 1 - - - - 1 -
1% * 1% 1% 1% 1% 1% = 1% 1%
MEEN 1.52 1.53 1.55 - - d.sa 1.83% 1.5 1.41 1.56 1.52 1.51 1.67 1.45 1.42 1.87 1.48 1.55 1.6% - - 1.68 1.43 1.46 1.26
5.D. 0.82 0.82 0.81 0.82 0.80 0.85 0.82 0.82 0.88 0.74 0.93 0.75 0.72 0.92 0.70 0.83 0.83 0.93 ©0.70 0.73 0.53

o}
5.E. 0.024 0.04 0.11 0.05 0.06 0.07 0.13 0.11 ©0.97 ©.13 0.08 0.06 0.06 0.07 0.22 Q.04 0.13 o.08 0.10 0.06 0.11
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2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

2.41G LIKELIHDOD TO USE A SOCIAL MEDIA SITE AS A RESQOURCE FOR ENERGY EFFICIENCY TIPS OR TO HELP MANAGE ELECTRICITY USE
BASED ON RESPONDENTS IN GROUP & / ONTARIQO RESPONDENTS IN GROUP B (2011}

COMMERCIAL BILL PRAYERS

WORK S
TIME OF USE CONTACTED  FROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN COMNECTIONS
BILLING HYDRO? SOLVED? EXPERTENCE (MONTHS} WEESITE METER DATA TRACKTING
S VERY VERY VERI-
TOTAL YES NO YEE NO YES NO vs vDg 12+ 7-12 4-6 <3 SOPP TNSUP DIAN 2012 2011 2010 2009
TNWTD. TOTAL 401 - - 74 327 Ga 10 35 3 3 15 14 35 83 271 15 37s 59 56 9 -
WID. TOTAL 401 - - 74 327 65 9 35 6 3 15 14 a5 83 271 19 376 59 57 g -
100% 100% 100% 100% 100% 100% 200% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 54 - - E] ad 7 2 3 2 - 1 3 5 17 33 4 49 I3 3 1 -
————————— 13% 13%  14%  11%  22%  12% 343 7% 22%  I5%  20%  12% 1% 13% 10%  10% B%
{4) VERY LIKELY 15 - - 2 13 2 - 2 - - - 1 1 5 9 2 13 3 1 - -

4% 3% 43 3% 6% 7% 3% 6% 3% 10% 3% 5% 3%
{3) SOMEWHAT LIKELY 39 - - 7 32 5 2 2 2 - 1 2 4 iz 24 F3 36 3 5 1 -

10% 0% 10% 8% 228 6%  3ay 7% 15%  12%  14% 9%  11%  10% 5% 8% 8%
{2) WOT LIKELY 83 - - 18 85 17 1 g 2 1 5 & 5 24 55 3 79 10 i1 - -

21% 24% 20%  26% 10%  23%  33%  36%  33%  42%  15%  29%  20%  16%  21% 17%  20%
{1) NOT LIKELY AT ALL 256 - - 45 211 39 6 22 2 2 9 5 24 42 178 iz zal a3 40 9 -

64% 62%  64%  Bi%  6BY  63%  32%  64% 60% 36% 68% 51%  66%  63%  64% T3%  70%  92%
BOTTOM 2 ROX 33g - - 64 275 56 7 30 Il 3 1a 11 29 66 234 15 3zp 53 51 9 -
———————————— 85% 86%  84% 87% T7B%  BST  66% 100% 93% 78% 83% 80% B6%  79%  BE¥ 0% 0% 92%
DON'T HAVE A SOCIAL MEDIA 4 - - 1 5 1 - i - - - - 1 - 4 - 5 - - - -
ACCOUNT 2% 1% 2% 2% 3% 3% 1% 2%
NOT ASKED - - - - - - - - - - - - - - - - - - - - -
DON'T KNOW / REFUSED 2 - - - 2 - - - - - - - - - - - 1 - - - -

1% 1% *
MEAN 1.52 - - 1.53 1.52 1.53 1,54 1.54 2.02 1.36 1.47 1.94 1.48 1.75 1.49 1.6 1.51 1.42 1.43 1.16 -
5.D. 0.82 0D.7% 0.83 0.79 0.87 0.87 0.8 0.60 0.64 0.2 0.583 0.91 0.80 1.05 0.8 0.BO 0.75 0.58
5.E. 0.04 0.09 0.05 0.10 0.29 0.15 0.37 0.36 ©.17 0.24 0.14 0.10 0.05 0.24 0.04 0.10 0.10 0.1¢



2013 SIMUL/ULilibyPULSE CUSTOMEE SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.Ea FEELINGS ABOUT ELECTRONIC BILL STRTEMENTS
BASED ON RESEONDENTS IN GROUP A

VERIDIAN CONNECTIONS

TRACKTNG
TOTAL 2012 2011 2010 2009
UNWTD. TOTAL 401 388 - - -
WTD. TOTAL 401 399 - - -
100% 100%
T BM ATREADY RECEIVING MY 40 33 - - -
HYDRQ BILL ELECTRONICALLY 10% 8%
I USE ON-LINE BANKING AND 55 48 - - -
WILL DEFINITELY BE REQUESTING 14%  12%
THAT MY BILL BE SENT TO ME
ELECTRONICALLY
T USE ON-LINE BANKING EUT 131 163 - - -
PREFER TO HAVE PAPER 33y al%
STATEMENTS
I PREFER TO HAVE THE PAPER 99 92 - - -
COPY OF MY BILLS 25%  23%
I DOK'T USE ON-LINE BENKING 16 ] - - -
19% 15%
DON'T KNOW / REFUSED 1 4 - - -
* 1%
N ~ - ~ . N ~

RESIDENTIAL BILL PAYERS

MARCH 28

- RAPFRIL 11, 2013

ANNUAL PHE-TRX
HOUSEHOTD
- 10005

THCOME

VERIDIAN CONNECTIONS

= I HQUSEHOLD SIZE TRACKING
5a0-
TOTAL MEN WOMER <340 <$70 $70% 18B-34 35-54 55+ 1-2 3-5 €+ 2012 2011 2010 2002
342 174 168 38 A 148 35 130 174 175 153 1T 343 - -
341 173 168 3g 63 148 a5 130 174 174 153 11 a2 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
37 22 15 4 5 18 6 13 18 17 18 1 31 - -
11% 13% 9% 11% 8% 12% 17% 10% 10% 10% 12% 9% 9%
50 25 25 2 7 27 7 26 17 24 25 1 43 - - -
15% 14% 15% &% 11% 18% 20% 20% 10% 14% i6% 9% 13%
11s Bl 55 5 15 70 14 58 43 44 EE 4 140 - -
34% 35% 32% 13% 24% 47% 40% 45% 5% 25% 43% 36% al%
79 41 38 13 19 20 & 20 51 S0 27 2 75 - - -
23% 24% 22% 34% 30% lax 17% 15% 29% 29% 18% 15% 22%
60 28 35 14 17 13 2 12 45 3g 16 3 49 - - -
18% 1la% 21% 37% 27% 9% 6% 2% 26% 22% 11% 27% 14%
- - - - - - - - - - - . a - - -
1%
TN - N TN T vy TN T AT - Vs -~ s -~ .

Page 179

CUSTOMER LOYALTY GROUPS

STILL

SEC-~

133

132

100%

16
12%

19
14%

35
27Ty

34

26%

28
21%

FRVCOR
URE ARLE

51

S1
100%

135
38%

18%

11
21%

IN

DIFF AT
ERENT RISK

188
100%

18
10%

(33
35%

25%

33
18%

24
100%

13%

17%
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Q.E4 FEELINGS ABOUT ELECTRONIC BILL STATEMENTS
BASED ON RESPONDENTS IN GROUP A

UNWTD. TOTAL

WTD. TOTAL

I AM ALREADY RECEIVING MY
HYDRO BILL ELECTRONICALLY
I TUSE ON-LINE BANKING AND
WILL DEFINITELY BE REQUESTING
THAT MY ABILL RE SENT TO ME
ELECTRONICALLY

I DUSE CN-LINE BANKING RUT
PREFER TQ BAVE FPAPER
STATEMENTS

I PREFER TQ HAVE THE PAPER
COPY OF MY BILLS

I DON'T USE QN-LINE BANMKING

DON'T KNOW / REFUSED

COMMERCTAT. BILL PAYERS

WORE ~ ===ssssssseeaoo =====s==ss====
TIME OF USE CONTRCTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH CTHERS VERIDIEN CONNECTTONS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) HEBSITE TRACKING
= == ==s B N VERY VERY VERI- =
TOTAL YES NO YBE NO YES NO VS VDS 12+ SUPP UNSUP DIAN 2012 2011 2010 2009
401 - - 74 327 54 10 35 6 3 15 14 35 83 271 18 376 - - 59 56 - - -
2901 - - 74 327 55 5 35 5 3 15 12 35 83 271 FER - - 59 57 - - -
100% 100% 100% 100% 100% 160% 100% 100% 100% 100% 100% 1G0% 106% 100% 100% 100%  100%
40 - - 5 35 1 1 1 2 - - - 4 23 15 3 20 - - 3 2 - - -
10% 7% 11% 6% 10% 3% 33% 11%  28% 5% 48% 8% 5% ax
55 - - 7 4B 6 1 2 - - 3 - 1 18 35 2 52 - - 5 4 - - -
14% 10% 153 9% 10% 6% 20% 12%  21%  13%  10%  14% E% 8%
131 - - 28 103 25 3 12 2 3 8 8 7 28 100 5 124 - - 16 23 - - -
33% 37%  32% 3%% 31% 38%  24% 100% 55% 5&%  20%  34%  37%  26% 2333 26%  40%
99 - - 16 92 15 2 8 2 - 1 4 8 12 71 3 96 - - 19 17 - - -
25% 22%  25%  22% 21%  22%  33% 7% 28%  23%  15% 26% 15%  25% 33%  30%
76 - - 17 59 14 S 9 - - 3 2 11 2 23 - 74 - - 16 10 - - -
19% 23% 1B 22%  28%  25% 18%  16%  31% 2% 18% 20% 26%  18%
1 - - 1 - 1 - 1 - - - - 1 - 1 - - - - 1 - - - -
- 2% 2% 3% 3% * 2%



Q.E5 LIKELTHGOD OF THE
ARSED ON RESPONDENTS IN

UNWTD. TOTAL

WID. TOTAL

{5} VERY LIKELY

{4) SOMEWHAT LIKELY

{3} KEITHER LIKELY NOR

UNLIEKBELY

(2) SOMEWHAT UNLIKELY

{1} VERY UNLIKELY

BOTTOM 2 BOX

2013 STMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28 - APRIL 11, 2013 Page 1Bl
FOLLOWING TO ENCOURACE CUSTOMERS TO GO PAPERLESS FOR BILLING: PROVIDING A ONE-TIME FINANCIAL INCENTIVE TO SWITCH

GROUP & WITH B FEELING ABOUT ELECTRONIC BILL STATEMENTS

RESIDENTIAL EILL PRYERS

ANNUAL PRE-TRX
HOUSEHOLD INCGME

CUSTOMER LOYRLTY GROUPS

VERIDIAN CONNECTIONS - '000S VERIDIAN CONNECTIQNS SE=msTamss=—
TRACKING HOUSEHOLD SIZE TRACKING STILL IN
540- = SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <370 570+ 18-34 35-54 55+ 1-2 3-5 G+ 2012 2011 2010 2002 URE EBLE ERENT RLISK

400 394 - - - 342 174 168 38 64 148 3k 130 174 i7% 153 11 338 - - - 133 50 187 24

400 398 - - - 341 172 168 3g 63 148 35 130 174 174 i53 11 338 - - - 132 50 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% I00% 100% 100% 100% 100% 100% 100%  100% 100% 100%
158 253 - - - 171 94 78 9 28 93 26 20 351 82 103 s 223 - - - 70 23 92 1
50% 66% 50% 5a% 46% 24% 44% 63% 74% E1% 38% 36% 6T% 45% BEY 53% 6% a8y 47%

132 143 - - - 101 56 45 4 ia 53 15 50 35 41 58 2 132 - - - 46 13 a7 5
28% 26% 30% 32% 27% 11% 25% 36% 4z2% 8% 21% 24% 38% 18% a%% 35% 25% 25% 21%

87 117 - - - 70 38 32 S 12 490 1 30 28 21 45 3 91 - - - 24 10 a5 [
22% 30% 21% 22% 15% 13% 19% 27% 32% 23% 17% 12% 25% 27% 27% 18% 21% 24% 26%

4 3 - - - 4 2 2 - - 3 1 1 2 1 3 - 3 - - - 1 - 2 -

1% 1% i% 1% 1% 2% 3% 1% 1% 1% 2% 1% 1% 1%
50 32 - - 249 18 21 2 & 17 4 18 16 24 14 1 26 - - - iz 9 29 -
13% B% 11% 10% 13% 5% 9% 11% 11% 14% 9% 1a% 9% 9% BY 9% 18% 15%

139 s - - 122 58 &5 26 30 35 4 30 87 a5 31 S 71 - - - 48 17 60 12
as5% 22% 3%% 33% 38% £9% 47% 24% 11% 23% 50% 49% 21% 46% 21% 36% 34% 32% 49%

1839 119 - - 161 76 86 28 a5 o2 & 48 ie3 109 45 6 985 - - - 60 26 89 12
47% 30% a7% 4% S1% 4% 56% 35% 23% 37% 58% 62% 30% 55% 29% 45% 52% 48% 49%

g 14 - - 5 2 3 1 - - - 1 3 2 2 - 14 - - - 1 1 4 1
2% 4% i% 1% 2% 3% 1% 2% 1% 1% 1% 1% 1% 2% 4%

2.95 3.52 - - - 2.97 3.09 2.82 1,89 Zz.66 3.40 3.83 3.40 2.48 2.48 3.55 2.61 3.58 - - -~ 3,06 2.85 2.94 2.68

1.71 1.58 1,73 1.793 1.72 1.51 1.76 1.62 1.40 1.65 1.70 1.712 1.57 1.74 1.€0 1.78 1.65 1.66 1.80

0.0 0.08 0.08 ©0.13 ©.13 0.25 0.22 ©0.12 0.24 0.15 90.13 0.13 0.13 0.52 0.0% 0.1 0.2¢ 0.12 ©0.38



2013 SIMUL/ULilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIEN CONNECTIONS

MARCH 28

- APRIL 11,

0.E5 LIKELIHOOD OF THE FOLLOWING TO ENCCOURAGE CUSTOMERS TO (0 BAPERLESS FOR BILLING: PROVIDING & ONE-TIME FINANCTAL INCENTIVE TO SWITCH
BASED ON RESPONDENTS TN GROUF A WITH A FEELING ABOUT ELECTRONIC BILL STATEMENTS

UNWID. TOTAL

WID. TOTAL

VERY LIKELY

(a}

SOMEWHAT LIKELY

NEITHER LIKELY NCR
UNLIEKELY

{3}
{2} SOMEWHAT UNLIRELY

VERY TUNLIKELY

WCRK
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS ) WEBSITE METER DATA ===========
————— ===== s==ssT=s=T=ssosos=ss====== = VERY VERY
TOTAL YES NO YES NO YES RO vs wDg 12+ T-12 4-8 <3 YES NO YES NO SUEP UNSUP
400 - - 73 az27 63 10 34 [ 3 15 14 34 a3 270 19 376 - -
400 - - 73 327 64 a 34 [3 3 15 14 34 83 270 18 378 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 1003 100%¢ 100% 100% 100% 100%
199 - - 32 164 28 13 13 5 2 6 8 18 §2 128 13 186 - -
50% 47y 50% 44% 64% 45% B84% 71y 41% S56% Sey T4% 47% 69% 49%
112 - - 28 |2 17 3 10 z - & 2 iz as 70 iz 100 - -
28% 27%  28%  27%  32%  30%  33% 41%  14%  36%  47%  26% 4% 27%
87 - - 14 72 11 3 5 3 2 - & & 23 57 T B& - -
22% 19% 22% 18% 22% 15% 51% 71% 43% 18% 28% 21% 5% 23%
a - - - 4 - - - - - - - - - 2 - 4 - -
1% 1% i% 1%
50 - - 13 37 11 2 7 - 1 2 4 5 B 410 1 47 - -
13% 18%  12%  17% 18% 208 29%  1a%  28%  lak  10%  15% 5%  13%
139 - - 24 115 23 1 i1 1 - [ 1 11 12 96 3 134 - -
35% 33% 35% 6% 10% 33% 16% al% 7% 32% 15% 35% 21% 36%
189 - - 37 152 34 3 18 1 1 8 5 16 20 136 5 181 - -
a7T% 5i% a7% 543 29% 53% 16% 29% 55% 36% 46% 24% 50% 26% 48%
8 - - 2 3 1 1 1 - - 1 1 - 1 5 1 & - -
2% 2% 2% 2% 7% 2% 5% 6% 1% 2% 8% 1%
2.55 - - 2.50 2.96 2.80 3.61 2.88 3.84 3.41 2.85 3.29 3.11 3.83 2.87 3.91 2.92 - -
1.71 1.70 1,71 1.71 1.50 1.73 1.46 1.14 1.96 1.32 1.96 1.48 1.9 1.74 1.70
0.09 0.20 0.10 0.22 0.51 0.30 0.60 0.68 0.53 0.35 0.30 0.16 0.10 0.41 (.09

2013
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COMMERCIRL BILL PAYERS
VERIDIAN CONNECTIONS
RACKING
VERI- =
DIAN 2012 2011 2010 2008

58 56 - - -
58 57 - - -
100% 100%
27 EL - - -
47% 63%
11 11 - - -
19% 18%
16 26 - - -
28% 45%
i1 3 - - -
18% 10%
17 is - - -
23% 6%
28 21 - - -
48% 37%
3 - - - -
5%
2.88 3.18 - - -
1.60 1.54
0.21 0.20
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0.E5 LIEELIHOOD OF THE FOLLOWING TO ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR EILLING: BEING ENTERED INTC A SPECIAL DRAW FOR CUSTOMERS WHO MAKE THE SWITCH

BASED ON RESPONDENTS IN

VERY LIKELY

{4) SOMEWHAT LIKELY

{3} NEITHER LIERELY NOR

UNLIKELY

{2} SOMEWHAT UNLIKELY

(1) VERY UMLIKELY

BOTTCM Z BOX

GROUP A WITH A FEELING ABOUT ELECTRONIC BILL STATEMENTS

RESIDENTIAL: BILL BAYERS

ANNUAL FRE-TAX
HOOSEHOLD INCOME

VERIDIAN CONMNECTIONS 10003

VERIDIAN CONNECTICONS

TRACKING = AGE HOUSEEOLD SIZE TRACKING
240
TGTAT, 2012 2011 2010 2009 TOTAL MEN  WOMEN <$40 <$70 570+ 18-34 35-54 55+ 1-2  3-5 6+ 2012 2011 2010 2003
100 394 - - - 342 174 168 38 54 148 35 130 172 175 153 11 338 - -
400 396 - - - 341 173 168 38 63 148 35 130 174 174 153 11 2338 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
157 200 - - - 138 73 64 12 27 70 20 65 52 47 85 4 17s - - -
39%  50% 40%  42%  38%  32%  23% 473 STk 50%  30% 27% 56%  35%  52%
76 118 - - - 69 35 34 [ 13 35 12 33 24 22 44 3 103 - - -
15%  30% 20% 20%  20% 16%  20%  24%  34%  26%  14%  13%  29%  26%  31%
81 82 - - - 67 38 29 3 14 35 8 32 27 26 41 1 73 - - -
20%  21% 20% 22% 18% 16%  22% 24% 23% 25%  16%  15%  27% 9% 23%
4 4 - - - 3 2 1 - - 2 - 2 1 2 1 - 4 - - -
1% 1% 1% 1% 1% 1% 2% 1% 1% 1% 1%
56 54 - - - 54 a0 24 5 7 27 B 17 28 28 23 2 52 - - -
17%  15% 16%  17%  14%  13%  11%  18%  23%  13%  16% 16%  15%  19%  15%
167 119 - - - 1sa5 87 78 21 29 49 7 46 91 95 14 5 98 - -
425 30% 43%  39% 46% S5%  47%  33%  20%  35% 53% 55%  29%  46%  29%
234 182 - - - 199 97 102 26 36 76 15 §3 113 123 57 7 150 - - -
58%  46% 58% 563 60% 68% 57% S1l%  43%  48%  69%  71%  44%  65%  44%
5 9 - - - 3 1 2 - - - - - 2 2 - - 3 - - -
1% 2% 1% i 1% 1% 1% 3%
2.58  3.04 - - . 3.59 2.67 2.51 2.26 2.59 2.87 3.29 2.92 2.21 2.14 3.12 2.51 3.10 - - -
1.63 1.68 1.65 1.64 1.67 1.62 1.70 1.64 1.61 1.68 1.55 1.51 .65 1.79 1.68
0.08 0.09 0.09 0.12 0.33 0.26 0.21 0.13 0.27 0.15 0.12 0.12 0.13 0.54 0.03
. ~ Y - Y PN AT 2T I EREEN o Pl - v o~

page 183

COSTOMER IOYALTY GRCUES

STILL IN
SEC- FRVOR DIFF AT
URE ABLE ERENT RISEK

133 50 187 24
132 50 ige 24
100% 100% 100% 100%
62 19 Ta &
47% 38% 37% 26%
38 9 26 3
29% 18% 14% 13%
24 10 44 3
18% 20% 23% 13%
I - 1 -
1% 1%
15 11 36 2
11% 22% 19% S%
53 20 79 1a
a0y 4a0% 42% 59%
68 31 115 16
51% B2% 62% GBY%
1 - 1 2
1% 1% 7%
2.84 2.55 2.47 2.05
1.75 1.51 1.5 1.89
0.15 0.23 0.11 G.34
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Q.E5 LIKELIHQOD OF THE FOLLOWING TO ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR BILLING: BEING ENTERED INTO A SPECIAL DRAW FOR CUSTOMERS WHO MAKE THE SWITCH
BASED ON RESPONDENTS IN GROUP A WITH A FEELITNG ABOUT ELECTRONIC BILL STATEMENTS

COMMERCTAL, BILL PAYERS
WORK =
TIME OF USE CONTACTED PROBLEM RECERT TIME SINCE CONTRCT ACCESS SMERT WITH QTHERS VERIDTAN CONNECTIONS

BILLING EYDRO? SOLVED? EXPERIENCE (MONTHS} WEESITE METER DATA TRACKING
. === = === VERY VERY VERI-

TOTAL ¥ES NG YES NO YES NO Vs VDS 12+ 7-12 4-6 <3 YES NO YES RO SUPF UNSUP DIAW 2012 2011 2010 2008

URWID. TOTAL 400 - - 73 3z7 63 10 34 6 3 15 14 34 83 270 18 378 - - 538 =1 - - -

WID. TOTAL 400 - - 73 327 64 ) 34 6 3 is 14 34 83 270 18 376 - - 58 57 - - -
100% 100% 100¥ 100% 100% 100% 100% 1Q0% 100% 100% 100% 100% 100% 100% 100% 100%  100%

TOP 2 BOX 157 - - 27 130 23 4 10 3 - 5 3 15 45 197 19 145 - - 21 23 - - -

777777777 35% 3% 40% 37% 43% 30% 51% 24% 43% 45% 54% 39% 53% EELS 8% 41%

{5} VERY LIKELY 76 - - 11 65 10 i 5 2 - 3 1 7 27 46 9 &7 - - 7 14 - - -
18% 15% 20% le% 11% 15% 35% 20% 7% 21% 33% 17% 47% 18% 12% 25%

{4} SOMEWHAT L.IKELY 81 - - 16 65 13 3 5 1 - 2 < 8 18 6l 1 78 - - 14 9 - - -
20% 22% 20% 21% 31% 16% 1% 14% 36% 2a% 21% 22% 6% 21% 24% 16%

{3) NEITHER LIKELY NCR a - - 1 E 1 - 1 - - 1 - - - 4 - 4 - - 1 - - - -

UNLIKELY 1% 1% 1% 2% 3 7% 1% 1% 2%

{2} SOMEWHAT UNLIKELY 66 - - 1z 54 10 2 5 1 1 1 6 2 13 50 2 64 - - iz 12 - - -
17% 16% 17% 16% 21% 14% 16% 36% 6% 43% 1l% 15% 18% 11i% 17% 21% 21%

{1} VERY UNLIKELY 167 - - a1 137 28 2 17 1 2 8 1 14 24 105 7 is8 - - 22 22 - - -
42% 42% 42% 1a% 26% 49% 1% 64% S53% 1% 41% 25% A0% 36% 42% 38% 3B%

BOTTOM 2 BOX 234 - - a3 191 ae 4 22 2 3 g 7 18 37 158 9 223 - - 25 34 - - -

************ 5B% h8% 5B% 60% 47% 64% 33% 100% 59% 50% 53% 45% 58% 7% 5%% B8% 59%

DON*T KNOW / REFUSED 5 - - 2 3 1 1 1 1 - - 1 1 1 1 - 4 - - 2 - - - -

1% 3% 1% 2% 10% 3% 16% T% 3% 1% & 1% EL
MEZN 2.58 - - 2.51 2.5% 2.47 2.78 2.30 3.44 1.3 2.43 2.91 2.71 3.13 2.5 3.17 2.55 - - 2.49 2.88 - - -

5.D. 1.63 1.59 1.64 1.61 1.58 1.59 1.81 0.60 1,73 1.26 1.71 1.70 1.59 1.%2 1.62 1.52 1.85
5.E. 0.08 0.1% ©0.0% 0.20 0.54 0.28B 0.81 0.36 0.46 0.35 D.30 0.19 0.10 0.44 0.08 0.20 0.22
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Q.E5 LIKELIHOOD OF THE FOLLOWING TC ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR BILLING: LEARNING MORE ABQUT THE BENEFITS TO GOING GREEN WITH PAPERLESS EILLING
BASED ONM RESPONDENTS IN GROUP A WITH A FEELING ABQUT ELECTRONIC EILL STATEMENTS

RESIDENTIAL BILL PAYERS

ANNUAL PRE-TBX
HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIEN CONNECTIONS - Q003 YERIDIAN CONNECTIONS
TRACKTNG AGE HOUSEHOLD SIZE TRECKING STILL IN
SEEmms =S === $40- . =Emzoc=s= ======= ==== SEC~ FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <540 <570 $70+ 18-34 35-54 55&¢ 1-2 3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK

TWWTD. TOTAL 409 394 - - - 3a2 174 158 38 64 148 35 130 174 175 153 11 338 - - - 133 50 187 24

WIT. TOTAL 400 396 - - - 341 173 168 3g 63 148 35 130 174 i74 153 11 328 - - - 132 50 188 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 1I100% 100% 100% 100% 100% 100% 100% 100%

TOP 2 BOX 171 222 - - - 145 75 1 12 31 70 20 51 64 57 Bz G 198 - - - 68 21 74 8
--------- a3% 56% 43% 43% 42% a2z 49% 48% 57% 47% 37y 33% S3% S54% 58% 51% 41% 40% 4%
{S} VERY LIKELY T1 114 - - - £3 31 32 6 14 28 10 25 28 29 31 3 102 - - - 386 7 22 [
18% 29% 18% 18% 19% 16% 22% 19% 28% 193% 16% 17% 20% 27y 30% 27% 15% 12% 26%

{4} SBOMEWHAT LIKELY 59 108 - - - 82 44 38 3 17 4z 10 £ 35 29 51 3 = - - - 32 13 52 2
25% 27% 28% 25% 23% 16% 27% 28% 25% 27% 20% 16% EELS 27% 28% 24% 27% 2B% B%

(3} NEITHER LIXKELY NOR 4 2 - - - 4 3 1 - - 2 - 3 1 2 2 - 2 - - - - - 2 -

UNLIKELY 1% 1% 1% 2% 1% 1% 2% 1% 1% 1% 1% 1%

{2) SOMEWHART UNLIKELY 65 56 - - - 54 23 25 3 ? 26 8 19 27 28 25 - 42 - - - 13 8 42 2
16% 14% 15% 17% 18% 8% 11% 18% 23% 15% 15% le% 16% 12% 10% 15% 22% 8%

{1} VERY UNLIKELY 155 108 - - - 135 &5 71 23 25 43 7 46 B2 ge 43 5 89 - - - 50 22 3] 13
39% 27% a0% 7% 42% 1% 39% 333 20% 35% 47% 49% 28% 46% 25% 9% £4% 3% 54%

BOTTOM 2 BOX 220 164 - - - 139 34 95 26 32 15 s 65 108 114 68 5 i3 - - - 63 29 110 15
777777777777 G5% 42% 55% Sd% 57% 6B% 50% 50% 43% 50% 62% 55% 45% 46% 9% 48% S9% SB% 62%
DON'T KNOW [/ EEFUSED 5 7 - - - 3 2 1 1 1 - 1 1 1 1 - 1 - - - 1 - 2 1
1% 2% 1% 1% 1% 1% 1% 1% * * 1% 2% 1% 1% a%

MEAN 2.66 3.16 - - - 2.66 2,69 2.2 2.18 2.81 2Z.83 3.22 2.81 2.43 2.35 3.01 2.9%90 3.24 - - - 2.93 2.54 2.56 2.42

5.D. 1.61 1.64 1.62 1.61 1.85 1.64 1.69 1.80 1.57 1.62 1,81 1.50 1.57 1.87 1.64 1.73 1.61 1.50 1.81

5.E. 0.08 0.08 ¢.09 0.12 0.13 0.27 0.21 0.13 0.27 0.14 ©0.12 0.12 0.13 0.5 0.9% 0.15 0.23 0.1i 0.38
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ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR BILLTING: LEARNING MORE ABOUT THE BENEFITS TOQ GOING GREEN WITH PRFERLESS BILLING

A FERELING ABOUT ELECTROWIC BILL STRTEMENTS

WORK
TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTALT ACCESS SMART WITH OTHERS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS} WEBSITE METER DATA =
=== === =e= VERY VERY
TOTAL IES NO YES NO IES RO vs VD5 12+ 7-3i2 4-§ <3 YEBS NO YES NO sopr  URSUP
TNWTD. TOTAL 400 - - 73 327 &3 10 34 6 3 15 14 34 83 276 is 376 - -
WTD. TOTAL 400 - - 13 327 64 9 34 3 3 15 14 34 B3 270 1% 374 - -
100% 100% 100% 100% 100% 100% 100% 106% 100% 100% 1Dp0% 100% 100% 100% 100%
TOP 2 BOX 171 - - 28 142 23 5 11 3 2 6 5 15 50 114 i1 159 - -
--------- 43% 9% 44% 37% 53% 33% 51% 1% 41% 36% 4% 60% 42% 5% 42%
(5} VERY LIKELY 71 - - 11 60 9 2 3 1 1 4 1 5 27 41 8 62 - -
18% 15% 18% 14% 22% 9% 18% 35% 27% T 15% 33% 15% 42% 17%
(4) SOMEWHAT LIKELY 39 - - 17 B2 14 3 -} 2 1 2 a 10 23 72 3 26 - -
25% 24% 25% 23% 31% 24% 3% 36% 14% 30% 29% 28% 27% i6% 26%
(3) FEITHER LIKELY HNOR 4 - - - 4 - - - - - - - - - 4 - 4 - -
UNLIKELY 1% 1% 2% 1%
{2) SOMEWHAT UNLIKELY 1} - - 15 51 13 2 6 2 - 1 L) 7 1a ag 4 60 - -
16% 20% 15% 20% 213 hirs 33% 6% 42% 20% 17% 18% 21% 16%
(1) VERY UNLIKELY 155 - - 28 126 26 2 16 1 1 8 2 12 18 100 4 150 - -
39% 39% 38% 41% 26% 47% 16% %% 53% 14% 35% 22% 37% 21% 40%
BOTTOM 2 BOX 220 - - 44 176 32 4 22 3 1 9 B 13 33 148 8 209 - -
———————————— 55% 60% 54% 62% 47% 64% 49% 29% 59% 56% 5% 40% 5b% 42% 56%
DON'T KNOW / REFUSED 5 - - b 4 1 - 1 - - - 1 - - 4 - 4 - -
1% 1% 1% 2% 3% 7% 1% 1%
MERN 2.686 - - 2.54 2.69 2.47 3,01 2.25 3.03 3.47 2.57 2.70 2.68 3.31 2.65 3.37 2.63 - -
5.0, 1.61 1.58 1.2 1.5 1.65 1.51 1.56 2,05 1.86 1.31 1.58 1.60 1.57 1.71 1.60
5.E. 0.08 0,19 0.09 0.20 0.54 0.26 0.64 1.22 0.49 ©9.36 0.27 ¢©¢.18 0.10 0.40 0.08

COMMERCIAL BILL PAYERS

VERIDIAN CORNECTIONS
TRACKING

VERI-
DIAN 201z 2011 2010 2009

58 5& - - -
58 57 - - -
100% 100%
25 24 - - -
44% 42%
a 1z - - -
14% 21%
ir 1z - - -
30% 21%
12 14 - - -
20% 25%
19 19 - - -
33% 33%
31 33 - - -
E3% 58%
2 - _ - -
3%
2.71 2.71 - - -
1.55 1.83
0.21 0.21
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{.ES LIKELIHQOD QOF THE FOLLOWING TC ENCOURAGE CUSTOMERS TO GO PAPERLESS FOR BILLING: A BETTER UNDERSTANDING OF THE CONVENIENCE OF PAPERLESS DRILLING
BASED ON RESPONDENTS IN GROUP A WITH A FEELING ARQUT ELECTRONIC BILL STATEMENTS

RESIDENWTIAT, BILL PAYERS

ANNUAL PRE-TAX

HOUSEEOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - 1op08 VERIDIAN CONNECTIONS

TRECKING == BGE HOUSEHOLD SIZE TRACKING STILL IN
======================= 540- == SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <S40 <S70 $70+ 18-34 35-54 &5+ 1-2 3-5 6+ 2012 2011 2010 2009 URE RELE ERENT RISK

UNNTD. TOTAL 400 394 - - - 342 174 168 38 64 148 as 139 174 175 153 11 338 - - - 133 50 187 24
WTD. TOTAL 400 396 - - - 341 173 158 38 83 148 35 130 174 174 153 11 338 - - - 132 50 iBg 24
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
TCP 2 BOX 170 212 - - 145 74 72 10 29 70 20 62 63 60 79 ] 186 - - - GE 21 72 B
777777777 42% 54% 43 % 43% 43% 26% A7% a7% 57% 48% 36% 35% S2% 54% 55% 51% 43% 39% 34%
{5} VERY LIKELY 76 105 - - 69 36 33 4 19 32 11 30 235 34 32 4 92 - - - 38 8 23 &
19% 27% 20% 21% 20% 11% 3% 22% 31% 23% 17% 15% 21% 36% 27% 29% 16% 12% 25%
(4} SOMEWHAT LIKELY 94 106 - - 76 37 38 3 10 38 9 3z 34 26 a7 2 G4 - - - 23 13 43 2
24% 27% 22% 22% 23% 15% 15% 26% 26% 5% 19% 15% 31% 18% 28% 22% 27% 26% 9%
{3} NEITHER LIXELY NOR 3 4 - - a 3 - - - 1 - 2 1 1 2 - 3 - - - 1 - 1 -
UNLIKELY 1% 1% 1% 2% 1% 2% 1% 1% 1% 1% 1% 1%
(2) SOMEWEAT UNLIKELY 53 50 - - - 53 29 24 4 6 28 9 21 PE] 24 27 1 49 - - - 11 11 37 2
16% 15% 15% 17% 14% 10% 10% 19% 26% 16% 13% 1lag 18% 9% 14% a% 21% 20% 8%
{1) VERY UNLIKELY 154 115 - - - 131 64 &7 22 25 a7 6 45 79 B4 42 4 25 - - - 51 17 70 14
39% 29% 38% 3T% 40% 58% 41% 32% 17% 35% 46% 48% 28% 7% 20% 39% 34% 3B% S8%
EOTTOM 2 BOX 217 175 - - - 184 93 91 26 3z 75 15 66 102 108 69 5 144 - - - 62 27 107 15
———————————— 54% 44% 54% 53% 5a% €8% 50% 51% 43% S1% 59% 62% 45% 46% 42% 47% 55% 57% 46%
DON!'T KNOW / REFUSED 10 5 - - - 9 4 5 2 2 2 - - g ) 3 - 5 - - - 1 1 7 -
2% 1% 2% 2% 3% 5% 3% 1% 5% 3% 2% 2% 1% 2% A%
MERN 2.68 3.07 - - - 2.70 2.73 2.7 2Z.05 2.B6 2.87 3.28 2.85 2.46 2.42 3.00 3.07 3.12 - - - 2.94 2.70 2.54 2.35
£.D. 1.63 1.64 1.65 1.64 .66 1.53 1.80 1.61 1.56 1.65 1.54 1.66 1.57 1.87 1.63 1.75 1.58 1.53 1.78
S.E. 0.08 0.08 0.0%9 0.13 0.33 0.2 0.23 0.13 90.27 90.14 0.13 0.13 0.13 0.56 0.08 0.15 ©.23 0.11 0.37
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Q.BE5 LIKELTHOOD OF THE FOLLOWING TO ENCOURACE CUSTOMERS TO GO PRPERLESS FOR BILLING: A BETTER UNDERSTANDING OF THE CONVENIENCE OF PAPERTESS BILLING
BARSED ON RESPONDENTS IN GROUP A WITH A FEELING ABCUT ELECTRONIC BILL STATEMENTS

UNWID. TOTAL

WID. TOTAL

{5} VERY LIKELY

{4} SOMEWHAT LIEELY

(3} NEITHER LIKELY NOR

THLIKELY

{2} SOMEWHAT UNLIKELY

(1} VERY UNLIXELY

BOTTOM 2 BQX

Page 188

COMMERCIAL BILI. PAYERS

WORE =
TIME OF USE CONTACTED — PRODLEM RECENT TIME SINCE CONTACT RCCESE SMART WITH OTHERS
BILLING HYDRO? SOLVED? EXPERIENCE (MONTHS) WERSTTE METER DATR ===s=======

== o= =msmassms=mes VERY VERY VERI-

TOTAL YES NO YES NO YES WO vs VDS 12+ 7-12 4-6 <3 TES A0 YES NO SUPP  UNSUP DIRN
a00 - - 73 327 £3 10 34 3 3 15 12 34 B3 270 19 276 - 58
400 B - 73 327 1] 9 34 6 3 15 14 34 83 270 13 378 - 58
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
170 - - 33 13§ 27 I3 16 3 3 5 7 17 54 106 1z 157 - 24
43% 46%  42%  43%  62% 48% 51% 100% 34% 50% 51%  €5%  29% 63k  42% 2%
76 - - 12 64 9 3 5 1 1 2 1 5 25 49 10 65 - [
19% 16% 20% 14% 31%  17%  17%  29%  27% 7% 17% 30%  18%  53% 1% 10%
94 - - 22 72 19 3 11 2 2 1 4 11 29 58 2 92 - 18
24% 3ey  22% 29%  31% 31k 34k 7l% 7% 43%  33%  36%  21%  11%  24% 31%

3 - - - 3 - - - - - - - - - 3 - 3 - -

1% 1% 1% 1%

63 - - 12 51 10 2 4 2 - 3 3 4 13 24 1 L3 - 10
16% 16%  16%  16%  21%  17%  32% 208 21% 17% 16% 18% 21%  15% 17%
154 - - 27 128 25 2 11 1 - 7 3 11 15 109 3 149 - 23
3y 37%  39%  40% Q8% 33%  16% 46%  21%  32%  1B%  alx  16%  40% 40%
217 - - 39 178 35 4 17 3 - 10 5 17 29 153 7 207 - 33
54% 53%  55%  55%  38%  45%  46% 66% 43%  49% 35% 57% 37%  55% 57%
10 - - 1 9 1 - 1 - - - 1 - - 7 - 9 - 1
2% 1% 3y 2% 3% 7% 3% 2% 2%
2.68 - - 2,71 2.67 2.61 3.37 2.83 3.03 4,29 2.49 2.92 2.87 3.42 2.59 3.64 2.63 - 2.55
1.63 1.60 l.e4 1.59 1.81 1.0 1,55 0.57 1.77 1.43 1.59 1.52 1.62 1.87 1,62 1.54
o.08 0.15 0.09 0.20 0.52 0.28 0.63 0.34 0.47 .39 0.27 0.17 6.10 0.35 ©.08 0.20

VERTDTAN CONNECTIONS
TRACKING

2012

2011 2010

2009

57 - - -
100%

25 - - -
45%

13 - - -
24%

21%

11 - - -
18%

20 - - -
36%

54%

2.78 - - -

i.66
0.22
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Q.31 IN THE HEXT 12 MONTES RESEONDENT PLANS TO DO THE FOLLOWING: INSTALLING ENERGY-EFFICIENT LIGHT BULES OR LIGHTING EQUIPMENT
BRSED ON RESDPONDENTS IN GRODE B {2012+} / ONTARIC RESPONDENTS IN GROUP A {2011)

RESIDENTIAL BILL PAYERS

ANNUAT, PRE-TAX

HOUSEHOLD INCOME CUSTOMER LOYALTY GROUPS
VERIDIAN CONNECTIONS - rpoes VERIDIAN CONNECTIONS
TRACKTHE FOUSEHOLD SIZE TRACKTNG STILL IN

840~  ====——==——cmms=== sss=moooooooooooo zemes -— SEC- FAVOR DIFF AT

TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <340 <570 570+ 18-34 35-52 55+ 1-2 3-5 6+ 2012 2011 2010 2003 UEE ABLE ERENT RISK

UNWID. TOTAL 50 53 339 - - 42 24 18 2 12 19 6 14 21 22 1s 2 42 291 - 12 a 33 1
WTD. TOTAL 50 -x) 3490 - - 42 24 18 2 12 19 6 14 21 22 16 2 42 290 - - 12 4 a3 1
100% 100% 100% 100% 100% 140% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 3100%
IES 11 15 82 - - El 4 5 - 4 3 2 z 5 3 4 1 1a 71 - - 3 2 5 -
21% 29% 24% 21% 16% 28% 32% 16% 3a% 14% 23% i3y 24% 51% 33% 24% 25% 49% 18%
NO & 3 28 - - 5 2 3 2 1 - 1 4 4 1 - 2 20 - - 2 - 4 -
12% 5% 8% 1z2% 9% i6%  100% 5% g% 19% 1B% 7% 4% 7% 17% 12%
ALREADY DONE 33 33 228 - - 27 17 10 - 8 14 4 11 11 1s 11 - 26 200 - - 7 1 23 1
65% 62% YL 65% 71% 56% 68% T4% 66% 78% 54% 69% 9% 63% 65% 58% 27% 70%  100%
DON'T EKNOW / REFUSED 1 1 2 - - 1 1 - - 1 - - 1 - 1 - - - - - 1 - -
2% 3% *® 2% 4% S% 4% 49% 24%



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS

0.31a 1IN THE HEXT 12 MONTHS RESPONDENT PLANS TO DO THE FOLLOWING:
BASED ON RESPONDENTS IN GROUP B {2012+} / ONTARIO RESPCNDENTS IN GROUP A (2011)

UNWTD. TOTAL

WID. TOTAL

RO

ALREADY DONE

DON'T KNOW / REFUSED

50
100%

11
21%

6
12%

33
65%

INSTALLING ENERGY-EFFICIENT LIGHT EULES OR LIGHTING EQUIFPMENT

3L
100%

17%

11%

24
69%

8
100%

3

3%

13%

51%

El
100%

41
100%

10
24%

&
15%

25
59%

S
100%

1
11%

89%

1 1

1 1
100% 100%

1 1
100% 100%

TIME OF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART
BILLING HYDRO? SCLVED? EXFERIENCE (MONTES) WEBSITE METEE DATA
TOTAL YES NC YES NO YES NO VD5 12+ 7-12 4-6 <3 YES HC YES NO

4 3 - - - -
4 3 - - - -
100% 100%
1 _ - - - -
25%
3 3 - - - -
75% 100%

MARCH 28 - APRIL 11, 2012 Page 130

COMMERCIAL BILL PAYERS
WORK =====
WITH OTHERS VERIDIAN CONNECTIONS
=========== TRACKING
VERY VERY VBRI- z======
SGPP UNSUP DIARN 2012 2011 2010 2009

18 2 8 11 50 - -
100% 100% 100% 100% 12100%

2 - 2 2 12 - -
11% 24% 15% 23%
2 1 1 1 5 - -

11% 50% 12% lag 17%

3% h0% 64% 57% 56%

(L
o
=
e
&
W
P



2013 SIMUL/UCilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MRRCH 28 - RPRIL 11, 2013 rage 191

Q.31% 1IN THE NEXT 12 MONTHS RESPOMDENT PLANS TC DO THE FOLLOWING: INSTALLING TIMERS ON LIGHTS, OR EQUIPMENT
BASED ON RESPONDERTS IN GROUP B {2012+) f ONTRRIQ RESPONDENTS IN GROUF A (2011}

RESIDENTIAL BILL FAYERS

LNNULL PRE-TAX

HOUSEHOLD THCOME COSTIOMER LOYALTY GROUPS
VERIDIAN COMNECTIONS - '000s VERIDIAN CONNECTTONS

TRACKING ===== AGE HQUSEHOQLD SIZE TRACKTNG STILL IN

=== §aQ- SEC- FRVOR DIFF AT
TOTRL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 <$70 §70+ 18-34 35-54 553 1-2 2-5 64 2012 2011 20190 2909 URE ABLE ERENT RTSK

UNWTD. TOTAL 50 53 339 - - 42 22 18 2 12 19 6 14 21 22 16 2 42 2931 - - 12 € 33 1
WID. TOTAL 50 53 340 - a2z 24 18 2 12 1@ 5  1a 21 22 16 2 42 290 - - 12 4 33 1

100% 100% 1003 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
¥ES g 743 - g 4 4 - 1 5 1 3 a 4 3 - 5 34 - - 3 - 5

6% 23% 13% 19%  17%  22% g% 26% 17%  22%  19%  18%  18% 1% 12% 25% 15%
NO 27 30 196 - 23 13 19 2 5 8 1 7 11 11 9 2 26 169 - - 6 4 17

54%  57%  S56% 55§ Sa%  55% 100% 50%  42% 67% 50% 52% S0%  S7% 100%  63%  58% 50% 100%  S51%
RLRERDY DONE 14 13 98 - 11 7 4 - 5 € 1 4 5 7 4 - 11 8s - - 3 - 10 1

29%  25%  29% 26%  29%  23% 42%  32% 17%  2B%  29%  32%  25% 26%  29% 25% 31%  100%
DON'T ENOW / REFUSED 1 2 2 - - - - - - - - - - - - - - - 2 - - - - 1

2% 4% 1% 1% 3%



(G.31a IN THE NEXT 12 MONTHS RESPONDENT FLANS TO DO THE FOLLOWING:

UKNWTD. TOTAL

WTD. TOTAL

HO

ALRERDY DONE

DON'T KNOW / REFUSED

28 - APRIL 11, 2013

2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTTION SURVEY FOR VERIDIAN CONNECTIONS MARCH
INSTRLLING TIMERS ON LIGHTS, OR EQUIPMENT
BASED ON RESPONDENTS IN GROUF B (20124} / ONTARTQ RESPONDENTS IN CROUP & (2011}
TIME OF USE CONTACTED  PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART
BILLING HYDRO? SOLVED? EXPERIENCE  (MONTHS) WEBSITE METER DATA
TOTAL YES WO YES MO YES NO vs vD$ 7-12 4-6 <3 YES NO YES  NO
50 35 8 5 41 9 - 4 - 1 1 4 3 - - - -
50 a5 8 9 41 9 - 4 - 1 1 4 a - - - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 200%
8 3 1 - 8 - - - - - - - - - - - -
16%  17%  13% 19%
27 16 6 5 22 5 - 2 - 1 - 2 2 - - - -
54%  45% 763 55%  53%  55% 50% 100% 52%  63%
1a 12 1 3 10 4 - 2 - - 1 2 1 - - - -
29%  35%  12%  45%  25% 453 50% 1003  48%  37%
1 1 - - 1 - - - - - - - - - - - -
2% a3 2%

Page 192

COMMERCIRI. BILL PAYERS

WORK ——
WITH CTHERS VERTIDIAN CONNECTIONS
TRACKING
VERY VERY VERI- ==am
SUPP UNSUP DIAN 2012 2011 2010 2008
18 2 8 11 18 - -
18 2 8 11 50 - -
100% 100% 100% 100% 100%
2 - - 2 9 - -
11% 21%  17%
12 1 4 4 23 - -
66% 50% 49%  37%  55%
1 1 3 2 14 - -
23%  50%  38%  21%  28%
- - 1 2 - - -
12%  21%



2013 SIMUL/ULL1ityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONMWECTTONS MARCH 28 - APRIL 11, 2013

Q.31A 1IN THE NEXT 12 MONTHS RESPONDENT PLANS TO DO THE FOLLOWING: SHIFTING YOUR USE OF ELECTRICITY TO LOWER COST PERIODS
RASED ON RESDONDENTS IN GROUP B (2012+) / ONTRARIO RESPONDENTS IN GROUE R {2011)

RESIDENTIAL BILL PAYERS

Page 193

ANNUAL PRE-TAX
HOUSEHOTLD INCOME

CUSTOMER LOYRLTY GROUES

VERTDIAN CONNECTIONS - r000§ VERIDIAN CONNECTIONS
TRACKING AGE HOUSEHOLD SI1ZE TRACKING STILL IN
== == $40- [N == SEC- FAVOR DIFF AT
TOTAL 2012 2011 2010 2009 TOTAL MEN WOMEN <$40 «<§70 570+ 18-34 35-54 55t 1-2  3-5 6+ 2012 2011 2010 2009 URE ABLE ERENT RISK
UNWTD. TOTAL 50 53 339 - - 42 24 18 2 12 139 3 14 21 22 16 2 42 291 - - 12 4 33 1
WID. TOTAL 50 53 340 - - 42 24 18 2 12 19 5 14 21 22 16 2 42 290 - - 12 4 33 1
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
YES 15 12 86 - - 15 4 11 - 4 5 2 4 3 8 3 - 11 77 - - 4 2 9 -
29%  23%  15% 35%  16%  60% 33%  26%  34%  28%  42%  38%  37% 278 27% 33%  49% 273
NO 13 12 685 - - 7 3 1 1 2 2 2 1 3 5 - 1 ] 41 - - 3 1 9 -
26%  23%  20% 17%  25% 5% 50% 16% 10T  33% 8% 14%  23% 49%  20%  14% 26%  24%  27%
ALRERDY DONE 22 22 180 - - 20 14 6 1 5 12 2 9 9 9 10 1 20 167 - - B3 1 15 1
45%  42%  53% 48% 59% 343 S0%  51%  64%  33%  65% 4%  42%  63%  51%  49%  58% 42%  27%  46% 100%
DON'T KNOW / REFUSED - 5 3 - - - - - - - - - - - - - - 2 5 - - - - - -
123 2% 4% 2%
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Q.31A IN THE WEXT 12 MONTHS RESPONDENT DPLANS TO DO THE FOLLOWING: SHIFTING YOUR USE OF ELECTRICITY TO LOWER COST EERIODS
BRSED ON RESPONDENTS IN GROUP B {2012+) / ONTARIO RESPOWDENTS 1IN GROUP A {2011}

COMMERCIAL BILL PAYERS
WORK
TIME COF USE CONTACTED PROBLEM RECENT TIME SINCE CONTACT ACCESS SMART WITH OTHERS VERIDIAN CONNECTIONS
BILLING HYDRO® SOLVED? EXPERIERCE (MONTHS} WEESITE METER DATRA =========== TRACKING
===== VERY VERY VERI- ===
TOTAT. ¥ES NO YES RO YES NG ve VDS 12+ 7-12 4-6 <3 TES NO TES NO SUPP UNSUP DIAN 2012 2011 2010 2009

UNWTD. TOTAL 50 35 8 9 41 9 - 1 - 1 1 4 3 - - - - 12 2 g 11 a3 - -

WID. TOTBL 50 35 8 9 41 5 - 1 - 1 1 4 3 - - - - 18 2 ] 11 50 - -
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

TES 15 10 4 1 14 1 - 1 - - - - 1 - - - - 3 - - 1 9 - -
29%  28%  4%%  10% 33%  10% 24% 30% 16% 7% 17%

NO 13 7 2 1 12 1 - 1 - 1 - - - - - - - 5 - & 4 28 - -
26% 20% 25% 11% 29% 11 26% 100% 33% Ta% 36% 55%

ALREADY DONE 22 18 2 7 1s 7 - 2 - - 1 F 2 - - - - 9 2 2 3 13 - -
45%  52%  25%  78%  37%  78% s50% i00%  100%  70% 51% 100%  26%  14%  25%

DON'T KNOW / REFUSED - - - - - - - - - - - - - - - - - - - - 4 - -

[
L&)
@
[NEFX]
L4



2013 SIMUL/UtilityPULSE CUSTOMER SATISFACTION SURVEY FOR VERIDIAN CONNECTIONS MARCH 28

0.31A TN THE NEXT 12 MONTHS RESPONDENT PLANS TO DO THE FOLLOWING: INSTALLING WINDOW BLINDS OR AWNINGS
BASED OM RESPONDENTS IN GROUP B (20i2+) / CNTARIO RESPONDENTS IN GROUP A (2011)

RESTDENTIAL BILL PRYERS

- BAPRIL 11, 2013 Page 19%

ANNUAL PRE-TBX
HOUSEHQLD INCOME
VERIDIAN CONNECTICNS - '000s
TRACKING = HOUSEHCLD SIZE

VERIDIAN COKNNECTIONS

TRACKING

CUSTOMER LOYALTY GROUPS

STILL IN

340- === S

TOTAL 2012 2011 2010 2005 TOTAL MEN WOMEN «<$40 <370 $70+ 18-34 35-52 55+ 1-2 3-5 6+

UNWTD. TOTAL 50 53 339 - - 4z 24 18 2 12 19 3 14 21 22 16
WTD. TOTAL 50 §3 340 - - 4z 24 18 2 12 19 6 14 21 22 16
100% 100% 100% 100% 100%  100% 100% 100% 100% 100% 100% 100