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J.D. Power and Associates Reports:
Salt River Project Call Centers Recognized for Providing An Outstanding Customer Service Experience

WESTLAKE VILLAGE, Calif.: 15 June 2012 — Salt River Project has been recognized for caiter
operation customer satisfaction excellence undedi. Power and Associates Call Center Certificati
Prograni™. The Call Center Certification Program distinctiarkiaowledges a strong commitment by Salt River
Project’s service call center operations to providie Outstanding Customer Service Experience.”

To become certified, the call centers successhalsed a detailed audit of more than 100 pradinegs
encompass their recruiting, training, employee itiges, management roles and responsibilities,caradity
assurance capabilities. As part of its evaluation, Power and Associates conducted a randomysofve
Salt River Project customers who recently contaitgedall centers in Tempe and Queen Creek, Arizona

“In achieving certification, Salt River Project hdsmonstrated its commitment to deliver outstandinyice to
customers contacting its call center,” said Markénj senior director at J.D. Power and Associdteastomer
service representatives perform particularly welbeéing courteous and knowledgeable, as well essiolving
problems, questions or requests in a timely mahner.

For certification status, a call center must aledgrm within the top 20 percent of customer sergcores,
which are based on benchmarks established in dePand Associates’ cross-industry customer setisin
research. The evaluation criteria include the gustoservice representative’s courtesy, knowledgecancern
for the customer; promptness in speaking to a pead timely resolution of the problem or request.
Additionally, the experience with the automatedmeystem is evaluated based on the clarity ohfleemation
provided, the ease of navigating the phone menmpt®and the ease of understanding the phone menu
instructions.

“Our focus is to make customer interactions withrelsarding, easy and pleasant,” said Michael LdsRP
Associate General Manager and Chief Customer Exectinswering calls promptly, politely, with emibey,
and with focus on solutions is something SRP daespionally well.”

The Call Center Certification Program was launchyed.D. Power and Associates in 2004 to evaluateativ
customer satisfaction with call centers and to lealpcenters in various industries increase teficiency and
effectiveness by establishing and continually upddeading practices for handling service calls.

For more information on th€all Center Certification Prograrplease visiiDPower.com

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociedlia and customer satisfaction insights and saistio
The company’s quality and satisfaction measurenemtdased on responses from millions of consumers
annually. For more information @ar reviews and ratingsar insurancehealth insuranceell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.
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About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MoGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwidécGraw-
Hill Financial's leading brands include Standar@@or's Ratings Services, S&P Capital 1Q, S&P Insli¢datts
energy information services and J.D. Power and diates. With sales of $6.2 billion in 2010, ther@wation
has approximately 21,000 employees across more2@@offices in 40 countries. Additional infornatiis
available atttp://www.mcgraw-hill.com/

M edia Relations Contacts:
John Tews]).D. Power and Associates; Troy, Mich.; (248) 312% media.relations@jdpa.com

Patty Garcia-Likens; Salt River Project; PhoeniX; £602) 236-2500patty.likens@srpnet.com

Follow us on Twitter@JDPower

No advertising or other promotional use can be nwddile information in this release without the g3 prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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