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Presentation

What customers are saying about public power 
A real-time review of national data to better understand an 

audience with evolving expectations and needs



Unique Solutions 
GreatBlue’s 39 years of 
service enables thoughtful, 
strategic design that ensures 
effective & statistically 
reliable data

Creation of unique data collection 
and research solutions to help our 
clients achieve their business 
objectives  

Diverse methodologies to maximize 
audience reach and response rates  

Proven and constantly refined 
development and implementation 
process 

Complex needs and challenges 
successfully navigated in heavily 
regulated industries  



Areas of 
Investigation

A typical Public Power research study leverages a multi-
mode quantitative research methodology to address the 
following areas of investigation:


๏ Perceptions of public power (what is known vs. what 
matters to them)


๏ Preferred communication mediums

๏ Understanding rates and levels of service

๏ Expectations from public power provider 

๏ Needs and services requested 

๏ Drivers/Barriers to engaging with the respective public 

power provider in the future  

๏ What information is desired and how frequently 

๏ Demographic profile of respondents 



Redefining Data :: PPDS 

Custom research experience for a fraction of the price

Online, subscription based product with quarterly deliverables 

Highlight relevant topics, trends, challenges

National/Regional reporting and actionable analysis



Public Power Data Source :: Sample Breakdown

- 2017 Baseline Sample Plan  
- 500 completed surveys per region


- Increases with subscriber growth

- 3,000 total completed surveys 

(quarterly)

- 12,000 total completed surveys 

(annually)

- 2018 Tracking Sample Plan  

- 3,000 total completed surveys 
(quarterly)


- 12,000 total completed surveys 
(annually)

Northwest

Southwest

Lower Midwest

Upper Midwest

Southeast

Northeast
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Utility Meeting Expectations :: 2018 
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National Customer Service Trends 
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National Utility Ratings :: 2018 
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Reasonableness of rates :: 2018 
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Reasonableness of rates :: 2018 (Cont.) 
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Topics of interest among customers :: 2018
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Public Power 
Industry Wide TrendsSeptember 2018
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National Customer Service Trends 
๏ Open/honest - clear, trustworthy, “nothing hidden” is cited as the most important factor customers note 

in discussing customer satisfaction  

๏ Efficiency - quick, being responsive in dealing with all issues (1st contact vs 3rd where applicable) 

๏ Knowledgeable - skilled, competent representatives who have the ability to provide sound information (or 
ability to connect customer with the proper person and knowing what q’s to ask) 

๏ Effortless - simple, easy, intuitive process 

๏ Personalized - tailored to “my” (being mindful of customer type) specific circumstance 

๏ Energy efficiency & renewables - what is/should be offered, interest, pricing & payment options
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To sum it all up…be sure to look at these key factors… 
- what is good vs. what is wanted/needed  
- expectations vs. what is actually being delivered 
- where frustrations exist  
- reliability, rates, customer service and transparency 
- all communication not created equal - audience specific

Expectations Frustrations Communication
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