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J.D. Power and Associates Reports:
Utility Customers Most Satisfied with High-Volume Website Functions, but Other Online Tools Create
Challenges

Customers Express Frustration with Finding Enerayi®) Tips, Current Electricity Usage InformationliDe

WESTLAKE VILLAGE, Calif.: 12 April 2012 — Utility websites do particularly well in providintheir
customers with a satisfying online experience émiewing account information online and schedupagments,
but new or more complex functions, such as settmgn account or finding information on how to sewergy,
are among the most difficult for customers to ustierd, according to the J.D. Power and Associdi&2 Ptility
Website Evaluation Study (UWES) released today.

The inaugural study examines the usefulness dfyutiebsites by examining five key factors: appeag clarity
of information; navigation; range of services; @peed. The study is designed to provide utilitympanies with
an objective assessment of customers’ satisfautitmtheir website; establish performance benchsigokovide
improvement recommendations; and identify besttimes across the industry.

Among the 48 utility companies included in the stulEP, Alabama Power and PPL Electric Utilitiesfpem
particularly well in overall customer satisfactiaith electric utility websites, providing customevith sufficient
information to easily self-service their accounts.

Overall customer satisfaction with the usefulndastitity company websites is 828 on a 1,000-paicele.
Satisfaction is highest for the most often useghiolume functions that are easiest to locateumad such as
logging in, reviewing accounts and making paymemtewever, satisfaction is lower for more complézht
functions, such as setting up an online accousgarehing energy-saving information and updatiiigyuservice.

Customers who experienced difficulty locating theaaon the website for their recent energy usadjeate that
links are not clear or require multiple clicks ther areas of the site. Additionally, many custa@rsary they
expected energy usage information to be more easdgssible on their utility’s website and they dad expect
to have to access this information by opening & afgheir current bill.

“Customers' expectations for locating informatiarie may be set by their experiences with othssuch as
for their bank, television or mobile phone comparhere they can review their historical informateumd likely
have access to real-time data,” said Andrew Heathior director at J.D. Power and Associatesusttating
online how much energy a customer uses and makaasy for them to access such information pressititees
with an opportunity to improve overall customerisfaction.”

The study finds that a utility company’s abilityatlize its website to answer customers questmrefficiently
manage their utility account increases the likedthof customers returning to the website and recenalimg it to
others. Among highly satisfied customers, 73 parsay they “definitely will” return to the websiter future
account transactions and 57 percent say they ‘itgadfirwill” recommend the site to friends and faynil
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Conversely, just 37 percent of dissatisfied custsrsay they “definitely will” return to the websiémd only 13
percent “definitely will” recommend it.

“Being unable to perform simple tasks on theiritytd website may be frustrating for many customeng
discourage them from returning, so it is vital teate processes that are easy to understand aigatesvsaid
Heath. “As satisfaction increases, the likelihémdcustomers to return to the website and to renemd it also
increase, which may potentially reduce operaticnats and reduce the amount of traffic to call @enivhen
customers have questions.”

The 2012 Utility Website Evaluation Study also ritie following usage trends among utility comparied
their customers:

» Just 9 percent of customers have accessed tHey sitivebsite using a smartphone and 5 percenéhav
done so using a tablet.

* Among smartphone users, 35 percent are interastesirig their device to report power outages and 33
percent are interested in reviewing account infaiona

» Of the 48 utilities evaluated in the study, 85 patdnclude some form of social media, such as liaae
Twitter, or YouTube, directly on the home page.

* More than 70 percent of utility companies currentfg Facebook to post company updates and respond
to customer comments, and more than 60 percenfas€ube to provide videos on a number of topics,
such as safety and saving energy.

The 2012 Utility Website Evaluation Study (UWESp#&sed on evaluations from more than 5,000 eleatifity
residential customers. Forty-eight electric ytitbmpanies with at least 500,000 residential custs were
included in the study. The study was fielded inrdaby 2012.

About J.D. Power and Associates

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

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, i@nition to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial's leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éiases. With sales of $6.2 billion in 2011, the @aation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available ahttp://www.mcgraw-hill.com/
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