KCP&L - JD Power Residential

Ovorall Customer Satlafaction Index
Power Quality & Rellability

Price

Billing & Payment

Corporate Cltizanship
Communications

Customer Service

Customer Sarvice - Phona
Customer Servica - Online

PQR1 Number of brief interruptions of § minutes or less (last 3 month:
PQR2 Number of lengthy outages of more than § minutes (last 3 mont
PQRA Average longth of longest oulage (hours) (Ranges)
PQR4 Causa of longest cutage

Hurricane

Ice or snow slorm
Thundorstorm

Wind or lornado
Other woather ralatod

Utility equipment fallure
Aute accidont

Other

Den't knaw

PQRS Notifled ahead of time about scheduled utiiity work
Yoz

No
Don't Know

PQRS Sources used 10 got outage Information
Called utility
Emailod utlity
‘Went to utllity website
Mobile’smartphone application
Utllity called
Utility emallod x
Utility sent toxt message
Utility soclal media site
Qutage map via utility webslie
Radio/TV

Naarby nelghber

Utility work crow

QOther

Nonae - did not gat any cutage Infarmation
Con't know

PQRO Information recelved about oulage
Timae Interruption beaan
Cause of cutage
Numbar of customers impacted/area atfected
Lenath of time belore pawer reslaration
Work crows dispatched 1o locel area
‘Work crews are on site making repairs
‘When to call 1o get updale on restoration time
Equipment repair status updole
Info on supplies and safety during cutage
Other
None of the above
Don't knaw

‘Outage points of information

PQRB Information provided by utliity about powor rastoration
Exact duration
Window of duration
Exact tima
‘Window of time
Dort know

PQRT Powar restored bafors, aftar, or on time as promised
Bafore
After
Ontime

PQRS Actual restoratien time compated with provided estimation (minutes)

PQR10 Utility contacted customar afler power restoration
Yes, 8 porson called
Yes, an emall was sant
Yes, o toxt was sent
YYes, on aulomated phone message was sont
No
Don't Know

PQR11 Lenath of time after power restoration for utility contact (minutes)

1Q13
€20

517

L2al
714
778
0.04

0.37

4.02%
18.93%
2.74%

1.28

26.31%
4.04%
88.74%

62,00

2013
727

0.08
0.40

417

63.20%
6.65%
30.10%

04,00

113
0.67
3%

13.24%

22,60%
16.97%
37.00%

0.00%
2.80%
22.70%
1.20%

217

8.51%
14.10%
77.20%

60,00

4013

673

0.64
0.49

38

2013

]

579

0.73%
13.27%
20.82%

3.664%
067%
1.04%
391%
210%
1.44%
A047%

10.75%
1.97%
2.20%

49.22%
0.00%

19.00%
20,62%
20.30%
2.19%
$8.71%

2.99%
313%
10.07%
274%

165

0.00%
7.95%

123

47.26%
11.08%
41.06%

2Q14

660
561

579
73

7z

0.08

1.26%
17.15%
2.66%

1.50

31.67%
11.08%
56.35%

27.62%
18.31%
54.07%

4113
3.00%
06m%
315%

80.71%
255%

4014
659
501
™
816
616
73

T2

127
052
395

2014

503

Lot
724

108

0.00%

4T
L=B 20N

D8%
nes

TN
18.27%
47 86%

08

119
122%
<4 24%
QT
200%

118

e
589

19.21%

12.53%
17.84%
18,16%

37.90%
12.21%
40.80%

9612

6.43%
2.85%
0.94%

80.85%
4,66%

Q15
853
700
570

505
745
710
a1

063

0.0%
€4.3%

15.6%
201%
41.2%
61.0%

s
670
e

616
615

90
810

16.62%

64.24%
17.37%

FILED
January 29, 2016
Data Center
Missouri Public
Service Commission

4Q15§ 2018
678 &7
723
610

7
15
o
12
30
20
40
0

.08

0.08

5.08

TABN
6.38%
8.17%

0.26%
003N

+2020%
211%
18.15%

12.81%

L 1.09%
-0.55%

A81%
-21.70%
373%

003
0.20
11,10
4.26%
1,15%
-4 7en

8.16%
4.76%

1.44%

1.99%
-1 43
25T

0,26%

T

-~ TT%
4.77%
0.00%

5.42%
510%
0/00%
0.02%
3.83%
000%
-0.04%
1.25%

1.67%

0.05% _

007%
8.51%

0.41%

0.77%
~10.60%

8,42%
-0 a0%
12.20%
=3.90%
0.43%
S241%
-187%

=1 55%

-5 0%
271%.

0.09
28.07%
A7.10%
2 81%

6.76%
54 T7%

3.04%

1,38%
-4 420

8,84

12.85%
365%
- A5%
=0 Uh%
-1362%
0.53%

4Q15-3Q15 4Q15-4Q14 4Q15-4Q13
2 10 a5

22
78
13
52
7
84
7
137

0.30
0.24

123

2.24%
8 48%
9.63%
«0.51%
-0.00%
374%
3.49%
=1.62%
3,06%
AT




KCP&L - JD Power Residential

Q1
95,22
PQR13 Number of updates received about outage
o
1
2
K]
4 or more
Den't know
PQR14 Oulage alorts signed up for/receive
Alert me whon my power i3 out
Alert once my power (s reatored
Estimaled resteration timo alert
1 do not recelve any outage alorts
PQR15 Utility maintain current Infrastructure
Yeos
No
Don't Know
PQR13 Viewad outage maps on utility wobslte (past 3 months)
Yoo 12,87%
87.13%
PQR14 Outage map affs displayed oulage
Yos 82.50%
No 17.41%
PQRA1 RATING: Provide auality electric powet
T4
PQRA2 RATING: Avoid brief interruptions.
715
PQRAJ RATING: Avold lenalhy outages
TA0
PCRA4 RATING: Promptly resiors power aller oulage
080
PQRAS RATING: Keap vou Informed aboul oulage
551
PQRAE RATING: Supply sleciricily uting exireme lomperalures
752
PQRAS RATING: Ovarall power quality and reliability
™
P1 Heard or read aboul rale changes
Yas - rale INCREASE £8.65%
Yes - rate DECREASE 0.80%
No 40.46%
P1 How often customer recaives bill statarmant
Every manth
Evory othor manth
Don't Know
P3 Average monthly bill amount
135.88
P2 Usage Increase or decraase in last vear
Higher usage
‘About the same usage
Lowor usago
Don't know
P& Switched rate plan
YYas I'va salectod an optional roto plan
Na | am slill on a slandard/general rate plan
Don't know
PG Eloclric rata plan
Standard/qeneral rate plan 06.77%
Raal tima rate plan 2.82%
Time-of-day rate plan 1.08%
Load-cyeling rate pian 1.08%
Groen rato plan - 100% renowable enefay
Green rale plan - a blend of and
Othar 2.41%
Don't know 25.62%
PA1 RATING; Avallabllity of oricing oplions thal meet neads.
57
PA2 RATING: Ease of understanding pheing oplions
5285
PAJ RATING: Fairness of pricing
507

a1
148,60

16.79%
84.21%

63.42%
36.58%
T4
73
739
TR
500
L)
748

40.92%

57.81%

130.16

85.87%
2.22%
0.16%
1.22%

0.80%
28.54%

583
560

70

Q1
5023

16.88%
83.12%

83.84%
16.16%

7.0

Eadl

kAL

7.06

557

7.8

s

42.62%
56,00%

160,55

68.16%
4.85%
0.60%
0.31%

1,70%
24,00%

547

547

538

4Q13
80.84

11.95%
88.05%

B8.85%
11.16%

70

707

709

703

569

753

728

26.00%

62.20%

142.76

€6,30%
2.80%
0.31%
0.69%

1.00%
28.72%

5N

643

2013
ws.ur

14,37%
05.63%

T067%
20.30%

.28

740

21

7.08

100,84

66.80%
3.44%
0.54%
0.82%

-
bt
23

547

551

537

1Q14
.28

14.05%
85.95%

81.24%
18,76%

T
710
mm
%0
565
76
9

43.01%
0.83%
55.76%

160.25

65.81%
0.00%
0.32%

261%
28.84%

547

s

2014
40.55

11.16%
88.84%

93.40%
6.61%

T4
713
7.8
L)
573
75
7.8

40.27%
58.40%

126,83

1.23%
0.31%
0.82%

0.92%
26.30%
%

a7

Q14
87.44

60.24%
10.35%
1.28%

15.25%
5.04%
344%

92.47%

54.66%
7.44%
a7.00%

1241%
87.50%

02.60%
7.34%

7
722
70

700

20.25%
1.88%
71.87%
100.00%
0.00%
0.00%

166.00

14.24%
10.07%
8.50%
6.24%
15.76%
0.00%
24.54%
9.95%
0.00%
5.11%

25.23%
aAT%

)
015

550

4Q14
180.20

84.30%
16.17%

1.42%
0.00%
8.46%

7.62%
8.21%
7.51%
86.18%

£1.00%

32.23%

10.60%
89.40%

T2.32%
27.68%

710
T.o0
707
(3]
ses8
T8
R

30.45%
1.84%
87.71%

100.00%
0.00%
0.00%

138,13

13.82%
64.22%
16.03%

6.92%

2094
B4 B0

o.a%

TI26%
542%
13™%
1.2

11.88%

CAM%

$15%

12.00%
B7 9%

8O
50T

724
730
Tio
3]
50
758
EAG

IWOTH
147%
63.40%

100.00%
0.00%
0.00%

"R

MOI%
.73
17.50%

a.T7a%

829%
SN
15.97%

THOE%
1%
615%
144%
22
256%
15.45%
R2AW%

s
59

355

B83.85%
0.16147278

73

T

720

70

502

2Q15
78.33

49.2%
17.3%

0.0%
1.0%
21.9%

2.2%
81%
5.4%
B8.6%

81.2%
57%
331%

10.8%
89.4%

80.7%
19.3%

70
70
k&3]
o
562
740
734

0.2%

9.2%

100.0%

118,00

12.0%
67.2%
13.0%

7.0%

8.7%
60.8%
21.5%

7.41%
4,10%
87.80%

61.14%
21.07%

13.66%
86.44%

00,73%
2.27%

740
kA~
718
714
576
750
Ta2

40.23%
2.56%
57.21%

728

2

¢

768

(1

587

2015 4Q15-3Q15 4Q15-4Q14 4Q15 - 4Q13
P18 78S =%0.10 9.35
4Te% 2081% 43.77%

10.54% B.54% 24.71%

3.58% 267% 12.23%

0,48% 1.10% 261%

6.15% 6.21% 6.21%

-4.09% 201% 10.46%

5.30% 4.89% 12711%

1.26% 0.56% 8.77%

2.00% RN 6.10%

T 34% A.72% 80.46%

226% 2,40% 63.40%

200% -0.00% 5.70%

0.28% “A.42% 30.81%

4.26% 21% £.80%

425N T2 -5.00%

-320% 15,13% -1.40%

axe% =16.13% 1.40%

Ty 02 0.18 0.08
724 0.02 0.26 0.28
212 0.08 0.18 0.16
Al 0.07 0.26 0.18
.04 0,33 0.45 0.51
769 0.10 0.20 0.15
143 0,08 0.26 0,19
3.40% 13.18% 7.54%

D31 _ 0.40% 0.62%

=2.00% BEE LN C A bed

0,00% 0.00% 100.00%

0.00% 0.00% 0.00%

0% 0.00% 0.00% 0.00%
VA BE¥Y Bk 597
a.asv, -5.80%. 3.80% 17.70%
0.02% 1.53% 05.70%

210 B528% 8.75%

0.6%% 0.13% ©.70%

LT 412% 5.38% 15.72%
Ex SaIN 70.03%

1.20% S1.99% 14.25%

5,98% 37.04% -20.06%

“401% 040 1.15%

0.04% 420% 5.76%

8.55% 2.02% 5.86%

0.00% 453 0.00%

2 0,00% 0,00%

~14.02% A21.30% 10.85%

825% ERLLY 5.62%

" 022 o 0.89
G2 0,24 0.33 114
3 0.03 o1 0.62




KCP&L - JD Power Residential

1Q13

PA4 RATING: Efforts of utility 15 help manage manthiy usage
5.29

PAS RATING: Tolal monthiy cost of electnic service

PAB RATING: Overall price
507

B8P1 Type of monthly il statemant
Traditional paper statement
Eloctronic
Don't Know

BP2 Bill payment mathod
Cash/money order
Check
‘Savinga/checking account transfar
Crodit/dobit card
PayPal
Othar

BP2 Bill payment type
By mall
Automatically
Throuah bank's onlina bill payment
By talaphone - reprasentalive
By lelophona syslem
At utitity webalte - desktoplapton
Al utility website - moblle device
Utility mobile app
in parson

BP2 Utllity chargos foa lo procoss payment

Yoo 7.4%
No B0.14%
Don't Know 12,52%
BP4 Bill alorts sianed up for/racoive

Alort when bill is ready to be viewed

Romindar whan bill Is due/overdue

Aleri when usage ia over preset amount

BPS Information reviewed on billing statement
Payment amount
Paymant due date
Kilowatt hours used
Price por usage levels
Usage compared lo prior month
Usage compared to priof voar
Billing Incans
Notlifications and information
Savings tips
Other

Do not look/review the bill
BPGC Eaoy to find axact amount to pay on bill
Yoo

Ne
NA

BPE Ensy 1o find payment dus date on bill
Yos

No
NA

BPE Easy to find electricity usage on bill
Yos

No
NA

BPG Easy to find consumption araphs en bill
Yos
No
NA

BP7 Have smart mater Instalied in home
Yeu

No
Don't Know

DP4 Onilne account set up on ulility's websile
Yoo 56.12%
No 44.88%

BP9 Number of times loaged into account (past 3 months)

BPS On budget biling plan

2013

580

50

588

A74%
89.00%
6.36%

64.80%
35.14%

3Q13

553

52

s

5.87%

85.56%

B.55%

56.14%
43,86%

_4an3

£47

5.90%

77.70%

18.%

58.02%
41.98%

2013

585

ey

537

6.74%
83.3%%
10.99%

5A.54%
41.40%

1Q14

564

LR

5

2.80%
B0.24%
17.08%

60.84%
39.16%

2014

52

552

558

4.78%

5.60%

58.05%
41.05%

314
5Mm
850
505

£0.08%
36.85%
2.48%

3.38%

3B.47%
33.02%
0.00%
1.66%

6.75%
2252%
203%
0.60%
2.04%

2.90%
86.83%
10.22%

34.00%
21,42%

2.82%
20,86%
55.71%

80.74%
73.42%
41.70%
2351%
AT01%
38.26%
22.91%
20.18%
18.22%

0.00%

5.00%

100,00%
0.00%
0.00%

00.50%
0.41%
0.00%

04.80%
5.20%
0.00%

75.07%
10.84%
13.40%

8.36%
56.96%
35.30%

58.22%
41.78%

4.00

oos

578

T0.45%
10.40%
10.06%

12.77%
54.58%
3285%

54.20%
45.80%

4.30

2014
877
564
553

Q3%

1.24%

255%
286%

I50%
86N
1027%

31.03%
2011%

8%
18.08%
SE.03%

89.18%

4362%
2802%

4027%
ME%
19.02%
1827%
018N
487

e80T
1.03%
0.00%

88T
1.13%

TN
531%
000%

77.56%
W%
"%

10.56%
554
NN

5805%
41.05%

42

1Q15

597

5710

08,85%
1.15%
0.00%

08.13%
1.87%
0.00%

05.11%

2018

575

562

570

58.4%

08.5%
1.5%

20.1%
0.9%

95.0%
5.0%

74.2%
12.3%
13.6%

12.8%
48,9%
38.3%

57.6%
42.4%

2.7

3Q18
B

582

90.65%
0.35%
0%

07.85%
215%
0%

96.30%
3061%

84.84%
9.16%
£.90%

18.02%
49.14%
31.04%

62.26%
A7.75%

4.48

4Q15

e

580

90.15%

Diffe
4Q15-3Q15 4Q15-4Q14 4Q15-4Q13

0.29 0.15 0.72
0.07 on 0.67
0.04 0.18 0.78
2% ST 58.16%
3.10% 4.70% 40,85%
087 0.00% 0.09%
0,30% 2.08% 4.68%
-1, 00% -5 36% 16.00%
=1.32% =1.70% 44.80%
2.22% 6,50% 33.21%
0.34% -116% 0.86%
0.22% -0. 4% 0.63%
=3.98% =5.28% 10.70%
0.04% B.A48% 21.62%
201% =2.56% 23.18%
1.41% 1.27% 4.22%
220% 1,00% 5.30%
=2 08% =2.08% 2051%
0.71% -1,18% 1.04%
<0.20% 0.17% 0.66%
1.30% 0.08% 207%
5.08% 504% 2.95%
£.25% D6™% 1.62%
0.16% 263% AETN
0.00% 20, B4% 0,00%
=3.30% 11.72% 30.52%
0.44% 2.69% 5.50%
T RN 6.12% 23.22%
4.30% 314% 57.50%
1.30% 020% 88,92%
1.35% 0,38% T4.70%
2 -2 42.04%
1.81% L) 28.86%
461% _0.45% 40.65%
261% - 88% 37.40%
~248% -0.62% 18.63%
-204% =1.20% 16.60%
#4.20% ~3.20% 15.12%
X 0%
N 0.29% 5,16%
D, 38% 1.33% 00.27%
0.38% AN 0.73%
0.00% 0.00% 0.00%
1,30% 1.00% 99.15%
<1.30% =1.00% 0.86%
0.00% 0.00% 0.00%
208 0.66% 05.13%
1.26% -0.50% 4.87%
0.00% 0.00% 0.00%
AT 1.76% 81.21%
0.11% =1.22% 0.27%
A62% 0. 54% 0.52%
QAT _ 5.68% 18.45%
5.50% “10.0%% 43.64%
5.06% 5.26% A7.01%
Ay 4 04% 1.11%
3.12% EATLY BRALY
0,65 +083 383




KCP&L - JD Power Residential

Yes
No
Don't Know

BP12 Utllity effers option to choose paymant due date
Yes

No
Don't Know

BPE Chogan slectricity pavmant due dale
Yes
Neo

BPE Number of estimated bills (past 3 montha)
BP15 Number of wab clicka/phone presses

BP16 Time on hold/In line lo make payment (minutes}
1 min. 1o 5 min,
€ min. to 10 min.
11 min. to 20 min.
21 min. to 30 min,
31 min. to 40 min.
41 min. to 50 min,
51 min. to 1 hr,
Did not wait on hold/in line
Don't know

BP17 Addressed by name
Yoo

No
Don't Know

BP18 Provided same information more than once
Yeu

Don't Know

BP19 Reprasentative was courteous
Yes

No
Don Know

BP20 Thanked for baina a customer
Yes

No
Don't Know

BPAZ RATING: Usefuinens of information on bill

BPAJ RATING: Amount of lime aiven 1o pay bill

DBPAS RATING: Variaty of methoas 1o pay bill

BPAT RATING: Ease of paying vour bil

BPAG RATING: Overall billing and payment expariance

C©C2 Aware of utility efforts to improve Impact on environment
Yoz
No

CC3 Famillerity with utility energy efficlency of consarvation programs
Vary familiat
Somewhat familiar
Not vory familiar
Not at all famillar

cca of utllity or
Yes
No

CC5 Balieve utllity supports economic davolopment of local community

Yan
No

C€C6 Awaranass of ulility efforts lo increase qenaral safaty of electric svstom

Yos
No

CC7 Seen utility emplovees velunteering/working in community
Yas
No

CCB Awarenass of assistance programs

1Q13
31.20%

2.75%

13.78%
86.22%

2]
708

7.4

24.56%
75.44%

3.08%
33.08%
38.07%
23.97%

15.71%
84.20%

56.03%
43.97%

18.05%
B81.95%

12.13%
87.87%

2013
RTT%
85.20%

1.04%

17.20%
82.80%

7.0

7.8

70

.60

10.00%
81.00%

4.32%
20.87%
30.53%
20.28%

12.33%
B7.67%

64.08%
35.02%

16.97%
83.03%

13.60%
88.41%

8.00%

91.04%

1.97

734

720

.50

24.36%
75.84%

2.45%
30.82%
35,15%
22 68%

12.71%
B7.20%

02 45%
37.55%

16.54%
B3.46%

11.18%
B88.82%

B57%

01.42%

1.35

o

702

72

25.83%
74.17%

3.20%
38,28%
21.75%

12.00%
B87.01%

61.21%
38.70%

19.3%
B80.69%

12.97%
B7.63%

11.00%
08.10%

7.0t

720

L]

743

23.44%
76.56%

2.40%
34.30%
J7.70%
24.40%

13.43%
M.ET%

60, 0%
0.06%

17.72%
82.28%

12.32%
67.00%

12.56%
B7.44%

1.40

To7

™m

EAL)

7%

23.24%
76.76%

2.70%
35.12%
I7.65%
24.44%

12.85%
87.15%

57.02%
42.68%

14.70%
B5.30%

10.35%
89.85%

0.81%

80.19%

702
7.4

™M

10.70%

50.74%
41.26%

14.06%
B5.02%

0.82%
60.18%

314
25.42%
71.76%

2.81%

12,08%
212%
65.80%

48,94%
51.00%

0.01

36.86%
B8.84%

27.44%
63.73%
8.84%

63.89%
18.26%
17.85%

63.80%
27.26%
BB4%

T2
7%
™
Te9
749

24.45%
76.56%

A71%
308.41%
36.22%
21.68%

16.17%
B4.83%

45,00%
97%

20.01%
79.19%

12.07%
87.03%

13.10%
28.61%
68.20%

49.10%
50.00%

0.95

30.28%
61.44%
8.28%

17.96%
05 47%
10.57%

86.08%
13.02%

53.46%
26.61%
19.03%

T

7
T4
7.20

N.T70%
68.21%

7.03%
37.24%
40.15%
15.58%

17.78%
B2.22%

67.30%
32.64%

27.51%
T2.40%

13.33%
B6.67%

Q0%
BO5%
B 16%
0.00%
0.00%
Q00*
(X

22%

J5TR
£7.87%
asct,

2.70%
64 60
1270%

T4.98%
21T
15.80%

S8ET%
20.54%
8%

™

718

T24

757

T

Hw

R

A84%
35.24%
38.61%

2.31%

AT
[ Ty

az11%
378

10.50%
80 50%

1M.30%
a8 61%

1Q15
74.06%
3,15%

14,84%
28.00%
5TA7T%

54.17%
45.80%

324

38.10%
7.70%
7.70%
0.00%

0.00%
7.79%

38.44%

45.50%

16.35%

31.54%
60.28%
BAT%

88.46%
15.58%
15.96%

52.88%
23.37%
22.75%

7.2
723
™
15
7

3268%
67.22%

517%
41.37%
17.80%

18.20%
B1.77T%

00,84%
33.16%

25.83%
7417%

11.50%
88,44%

12.0%
38.1%

14.1%
62.1%
23.8%

76.2%

15.5%

52.9%
16.5%
N.2%

To7
m
725
Tea
7.36

32.2%
67.7%

37%
20.6%
5.6%
21.1%

18.6%
B1.4%

60.2%
30.8%

27.5%
725%

15.2%
B84.8%

3Q15
27.57%

3.20%
14.08%

27.22%
57.80%

51.56%
48.44%

33.21%
7.51%
7.03%

18.31%
35,05%

50.85%
18.66%
30.60%

38.09%
40,60%
21.30%

85.84%

0%
14,16%

48.22%
30.47%
21.30%

74
T.20

e

782

30.88%
60.12%

5.30%
30.03%
20.60%

19.21%
B0.78%

04.76%
35.24%

25.01%
74.19%

12.41%
87.50%

34.06%
85.04%

0.45%
37.31%
34.50%
18.65%

18.,60%
B1.31%

60.00%
36.34%

2B.7T%
74.23%

16.23%
B84.77%

2.74%
0.27%

1.01%
~1.00%

0.91%

_10.20%
-19.20%

B 75%

9.12%
-0

1.16%
2w

0.00
021
012
0.8

0.26

0.91%
0.01%

TN

a70%

AT
1.75%

4Q15-3Q15 4Q15-4Q14  4Q15-4Q13
0.12% [N 1.65%

1.21%

14,18%
26.68%
59.14%

56.70%
50T

027

64.62%
27.83%
17.55%

025
020
021
761
0.26

8.22%
~822%

6.26%
0.54%
~360%
=210%




KCP&.L - JD Power Residential

Yas
No

CCAT RATING: Actions 1o take care of environmant

CCA2 RATING: Variety of enafav efficiency proarams offered

CCAI RATING: Invalvemant in local charilies and Civic oraanizations
CCA4 RATING: Efforts 1o davelop eneray supply plans tor the future
CCAT RATING: Overall corpdrate Citizenship

COM1 Recall utility communications (past 3 menths)
Yoo
No
Don't Know

COM2 Number of utllity cammunications (past 3 months)

COM3 Topic of utility communications
Consumer safely around clectricity
Enerqy conservation tipe
Natural gas pricos
Product or sefvice offers
Rellabllity of electric delivery
Eloctricity bill
Company imane
Eneray officlency rebateaffinancing

Customer sefvice
Daroqulation/sustomer choico
Company Information/naws
Emergency proparodnass
Environmental issues

Smart grid/smart meter technoloay
Electric systom upgrades or improvements
Renawable enerqy

Powor supply

Price of rate change

Outage Infarmaticrvalerts
Papaeriess billing
Marger/acquisition of utility

Other

Don't know

COM4 Where noticed utility communications.
Telovision
Radio
Nowspapar/magazine
Bill insart
Brochure
Bill nawsletter
Direct mall

Statement

Utility wobsite

Email

Utllity bloa

Utility social media site
Text mossage

In person

Billboard

Othar

Don't know

COMS Frequancy of communication received from utllity
Not enouah
Just right
Too much
Don't know

COMS Recall modia news slories about utllity (sast 3 months)
Yen

No
Don't Know

COME Numbar of media news slories (past 3 months)

COM7 Media nows slories gave positive/negative impression of utility
Very neqative
Negative
Noutral
Positive
Vary positive
Don't know

1013

505

oM

871

550

47.33%
45.52%
7.16%

34.60%
57.20%
8,20%

218

47.50%

2.02%

o8
.00
570
a0
S04

46.23%
47.48%
6.20%

263
15.47%
15.71%

10.04%
14.64%

217%
20,94%

17.63%
13.76%
12.77%
5.84%
10.81%
9.02%
111%
15.68%

3.26%
813%

22.82%
70.81%
6.37%

222

40.10%

0.00%

let k]

.00
503
555
L%
L%,

37.96%
49.48%
12.56%

244

5.22%
54.03%

N.2%
15.02%
190.40%
8.07%
16.18%
0.00%
0.00%

1.82%
1.75%

27.72%
64.82%
7.40%

45.02%

1.13%

4Q13

LM

383

5.68

5.08

58

A3.87%
40.51%
6.81%

23

23.79%
21%
4,00%

43.70%

4.4T%

2013

a.04

870

43.85%
40.00%
8,15%

4.44%
61.57%
6.70%
20.26%
17.50%
18.51%
10.06%
10.07%
1.80%

0.78%

27.46%
06.20%
0. 26%

"
=]

40.50%

1.01%

1014

877

580

540

583

[ %,

49.20%
42.968%
7.83%

4.46%
10.87%

5.70%
40.18%
8.01%

27.08%
10.07%
1272%
17.18%
127%
2,52%
0.63%

0.00%
1.83%

24.47%
88.03%
6.00%

224

48.74%

2.57T%

82
88
558
505
s05

45,48%
47.20%
7.92%

1.36%
12.02%

4.88%
42.26%
7.43%
28.14%
17.50%
15.42%
16.50%
17.62%
0.68%
A37%
0.68%

0.68%
4.68%

19.861%
©68.50%
11.00%

208

Q14
41.70%
58.30%

a0z

(1]

S84

o.0n

©08

4547%
47.7a%
6.80%

319

20.39%
30.52%

16.92%
3.40%

4,00%

203%
27.99%
0.00%
17.00%
7.62%

0.40%
6.13%

2.76%
10.87%
6.87%
40,00%

8.17T%
12.18%

1.62%
19.00%
44,45%
28.56%

310%

A4Q14
44.10%
55.90%

oM

590

e

48.42%
45.62%
5,90%

260

12.50%
4.55%

6.14%
82.70%
5.17%
5.90%

17.78%
8.70%

a0z

(X4

a0y

47.14%
45.38%
6.98%

5A0%
TO85,
Fee

10.45%

208
70.70%
LR )b

1Q15
44.33%
55.67%

615

s

LB

23.62%
©69.88%
6.50%

4.56%
10.72%
34.13%
32.60%

7.19%

1.57%

2018
40.4%
59.6%

.00

(3 H]

)

LR

42.9%
47.8%
0.3%

286

4.9%
13.1%

30.8%
12.0%
0.0%

318

ﬁbm

4.6

en

624

48.41%
43.01%
7.68%

247

5.27%

6.71%
6.44%

33.22%
59.83%
0.90%

3.74%
10.52%
46.01%
30,28%

0%

642

oo

630

40.02%
4561%
5.37%

15.38%
17.60%
36.51%
17.82%
11.66%

1.15%

Dif D Dift
4Q15-3Q15 4Q15-4Q14  4Q15-4Q13
0.29% 0.60% 44.70%
=0.30% <0.60% 55.21%
0.17 0.10 0.61
0.19 021 0.59
0.01 0.03 047
018 0.16 0.51
0.18 0.14 0.60
0.61% 0.60% 5.14%
1.70% L01% =3.00%
231% <0 59% 1,24
0.33 0.20 0.47
20T ~T111% 2T
248% -2.30% ~1.20%
0.00% 0.00% 0.00%
A5.00% -7 0a% “4T%
L.T0% -4 20% <0.38%
0.00% 000% 54.10%
0.10% £0.58% 0 85%
e - 0% =3126%
1.62% 0.50% 4,34%
044% 034 -10.05%
=1.30% =1.06% 0.45%
-215% -1.00% 363%
A 75% ~7.50% 0,83%
“05T% -'.' 3% -330%
Sas% 2 44% 021%
0.78% 0.61% 4.30%
-0.80% AT 1.08%
~1.79% =1.08% 0.12%
-180% 4.30% -0.50%
8.31% A4 47T% 4.40%
-1.20% 140N 21.11%
-347% 0.00% 0.00%
1.M4% <0 50% 0.28%
D 08% =3 TH% 528%
3.,12% 5.08% 18.49%
-3.50% =1.02% 1.31%
-1.78% 1.97% 1.37%
1.065% LT 0TI
2N ~288% A0T%
16.05% H247% ~D.92%
<5 6T% «1.61% 4,00%
-0.57% =500 ~1365%
1.01% 1.96% 3.53%
~1.80% 1,00% 280
<0, 16% BATLH 1,31%
232% -1.00% 2.97%
1.00% 225% 4.42%
1.39% 2.20% 2.62%
0.65% 2.56% 4.62%
000% 0o6% BTN
“1.45% =1.50% ~2.30%
4.43% 3.50% 0.70%
<0.90% S1.62% B1,08%
-1 0,16% 5.33%
-2 55% 210% 0.04
- 8% 10,92% 4.01%
Q4% =1018% 8T,
1,009 0.74% 4.05%
o 000 057
11.64% 16.38% 15.38%
7.07% 6.14% 17.59%
A0.10% 17.06% EALS
12 54% 27.30% 17.82%
2,77% +10.43% 11,55%
1,15%. 0. 78% 23




KCP&L - JD Power Residontial

COMA1 RATING: Creating messages (hat aet attention

COMAZ RATING: Keop vou informed about keeping costs low
COMAZ RATING: Usafulness of suggestions on waye 10 reduce enerqy
COMAL RATING: Communicaling how 10 ba safe around slectrcity
COMAS RATING: Efforts lo communicate changes

COMA14 RATING: Overall communications

C31 Number of phona contacts (pest 3 months)

CS2 Number of wabslta contacts (past 3 months)

CS3 Number of mobile app contacts (past 3 manths)

€54 Number of emall/chat conlacts (past 3 months}

€55 Number of text moasage contacts (past 3 months)

CS6 Number of social media contacts (past 3 months)

€84 Primary roason for mast recent phone centact
Reportiollow-up on outage
Raport utility damaae
Check due date or balance due

Incuire about products of services
Mater reading error or other meter quastions/issuas.
Make extonded payment arrangemonts
Ways lo save

Cot usage history

Set up alerts/notfications

Company information

Deroguiation shoppina/offers

Prico ootions

Other

Dan't knew

€87 How mast rocent call was handled
Comgletaly handied using automated telephana systom
Usaed phone syatom first, then talked o resresentative
Spoke directly 1o representative
Don't know

€S8 Number of menu choices needed 1o gel Infarmation

Q13
537

530

30.85%
2.83%
6.74%

5.07%

2.00%
5.66%

4.65%
1.08%

30.38%
19.88%

1.08%

3.45

CS10 Fealure on automated phone system 18 Immed|ately speak to rep/oparator
Yeu

No
Don't Know

CS11 Walt on hold
Walt on hold te talk to o representative
Virtual hold
Never had to wait on hold

€812 Time on hoiditime of call back
1 min. to less than 5 min.
5 min. 1o lass than 10 min,
10 min, 1o less than 20 min,
20 min. to leas than 30 min,
30 min, to less than 1 hr.
1 hr, or more
Don't know

€527 Representalive put me on hold
Yes

No
Don't Know

CS13 Provided same information mote than once
Yoo
No

2013

575

505

o

oo

ooe

0.42

5.13%
0.00%

44.02%
20.43%
20.70%

5.85%

3.41

an

542

550

s05

N

508

L}

0.33

61.44%
7.07%

4Q13
535
520
586
€13
50
574

0.48

31,30%
1.38%

583%
947%
1.68%
1.38%
4,74%

413%
0.00%

40.68%
19.75%

0.00%

3.00

2013

547

548

a00

624

574

604

30.67%
3.85%

G.0H%
6OT%
1.81%
1.04%
4.42%

4.43%
0.27%

44 0%
34.00%
17.00%
256%

206

1Q14
540
541
588
LRE]
567
575

0.30

36.20%
5.40%

8.10%

137%
0,00%
4,02%

6.83%
0.00%

33.75%
35.14%
27.09%

4.00%

274

560

557

500

590

0.46

22.64%
€.01%

2.58%
6.01%
3.54%

4.85%

7.21%
1.22%

30.18%
30.87%
27.54%

314

57

B7s

¢48

500

L8}

028

020

0.02

0.08

0.07

.02

42.05%
12.36%
542%
0.01%
1.82%
358%
1.74%
1.82%
1.84%
1.74%
1.84%

5.36%
10.80%

50.07%
28.60%
19.56%

1.78%

2.28

a7.12%

18.50%
77.80%
362%

1851%
77.88%

4Q14

509

5900

(33

[0

806

0.06

0.08

0.04

56T

eor

o

380

a0

030

03s

a0l

0.08

005

118

M

504

20

LA

€30

0.34

0.30

0.08

019

0.08

a0

33.04%
36.12%
20.04%

83.73%

s

508

€430

502

€T

0.39

0.34

0.10

013

3Q1s
583
580
6
€40
o
€30
0.45
0.89
0.00
0.10

0.10

4.62%

30.22%

15.63%
312%

37.55%
4801%
13.54%

78.00%

11.98%

43.40%
56.51%
0%

32.36%
65.37%

415
61
en
(1]
665
cas
.57
043

022

013

c.08

@M%
24.48%
7.57%
5.20%

3a7

51.41%
2216%
20.43%

63,30%

10.79%

0.00%
0.00%
5.16%
30.62%

40.22%
47.60%
12.18%

40,52%
55.56%

018

Das

QAR

Difference
4Q15-3Q15

033

0.33

0.1¢

13 86%
20 75%

12.80%

401N
0,80%
781%

208%
5%
~2.54%
2 TE%
“2.79%

5.16%

7.20%

-2
~802%
12.18%

8,16%
~081%

Differance  Differenco
4Q15-4Q14  4Q15-4Q13

0.26
0.35
o027
017
039
0.35
004
o2
0.08
0.05

0.04

0.02

17.10%
BLEN
147%

~A.10%
7,98%
~1.80%

N7
7.65%
11.46%
0.00%
0.00%
5.16%
0.50%

12.45%
A7
5.62%

B.41%
05T

0.80
.82
073
053

a2

51,41%
2216%
0.26

83.39%
16.82%
0.20

2072%
14.53%

0.00%
0.00%
5.15%

.31

40.22%
47.60%
012

40.53%
55,56%




KCP&L - JD Power Residential

Dont Know

€514 Addrassed by name
Yoo

No
Don't Know

€815 Experlenced difficulty understanding tha rop
Yoo

No
Don't Know

€816 Transferred/relarred to snother person
Yoo

No
Don't Know

€817 Number of phone contacts needed to answar quastion/rescive problom
Anawared/rosolved on first contact
Answered/resclved on second contact
Requlred three or four contacts
Reauired five or more contacts
St unresolved
Don't know

CSA2 RATING: ATRS - Esze of phGNE Menu

CSAI RATING: ATRS - Clarity of informalion provided

CSAY RATING. ATRS ~ Caze of navigaling phone menu prompts

CSAQ RATING: REP « Promplness in spoaking 1o a person

CSAT RATING: RLCP = Courtesy of ihe representalive

CSAB RATING: RLP - Knowledae of the reprasentalive

CSAD RATING: RCP « Representalive's concern fof neuds.

1Q13

707

697

709

6.00

2

T.19

m

CSA10 RATING: PHONE - Timelinens of rezolving problem, quostion, of requast

CSA11 RATING: Overall phone cusiomer service experionce

CS16 Primary reason for most recent online contact
Reportfoliew-up on cutage
Report utliity damage
Check dua dale or balance due
Verify payment
High bill complaint
Account management
Inquire about products or services
Mster reading error or other meler questions/issues
Make oxtonded payment arrangements
Ways lo save
View usage history
Satup online account
Set up alerta/notifications
Company information
Deroqulation shoppina/ctiers
Prica options
Othar
Don't know

CS15 Tyoo of dovice used to contact utility oniine
Desklop
Laplop
Smariphone
Tablot
Othor

C€S18 Number of web peges neoded 1o get information

€521 Wobsita/mobile app issues
Waobsile/mobile app not sccesaibla
Waebsite/mobile app froze
Information was unavailablo
Links not working property
Other
Did not exporience any isaues

€522 Number of online contacts needed to anawer quastion/resolva problom
vad on first contact

7.0

2013

785
802
760
M
750
738

743

18.05%
0.00%

5.20%
0.25%

10,01%
0.24%
0.00%

3Qn

70

an

ces

N

76

rar

2.62%
0.00%

13,45%
3,05%
0.00%

4Q13

cor

ern

L)

LA H

w“n

2.90%
3.64%

0.00%
0.00%

6.03%
12.58%
2.90%

2013

7.20
™m

7.00

.00

14.62%
2.30%

2.82%
0.01%
0.00%
0.70%

2.40%
0.48%

12.30%
4.50%
0.75%

1Q14

752

728

740

(2

720

L)

L

0.00%

2Q14

7.04
T
728
o
7587
™

kA

EA L

5.16%
0%
251%

0%
251%
261%

0%

22

0%
5.03%
0%

”
2

IQN4
362%

41.22%
33.20%
25.40%

0.00%
100.00%
0.00%

3,83%
02.56%
3.02%

76.17%
0.00%
0.00%

12.70%

€0
66
oes
740
a7
796

T8

T

47.70%
16.30%

4.08%
0.00%

am

4Q14
2.80%

49.74%

0.47%

To

e

T2

™

T84

ons

o8

2014

I

45.48%
37.04%
17.40%

7.75%

W25%

0.00%

212%
BTET
I

T00™%
15.66%
.88
1.16%
LT
2.66%

o7

713

704

700

781

.37

710

To00

44.50%

1218%
280%
000

1Q15
6.76%

64.00%
36.00%
0.00%

19.46%

717

022

703

(1

8%

L)

2Q15
1M1.7%

50.9%
24.1%
24.9%

tA L)

T07

73

(.

om

710

3015
227%

71.20%
17.01%
11.70%

16.00%
84,00%
0%

0.26%
B7.72%
2.00%

TAT79%
9.60%
5.02%
2.88%
5.42%
2.70%

oar
708
o
e
M
T4

™

oS

4015
3.01%

80.45%
31.50%
8.05%

36.53%

30%

738

7%

T
T80
742

T

2018

Qo

Differance
4015-3Q15
1,85%

075N

14 40%
SATaN

20.52%
24 44%

A91%

19.40%
24.24%

4.75%

0.46%

&a5%
2.02%
-2.88%
2T%

1.32%

0.46

0.05

0.48

0.78

~18.05%
0.86%
7.72%
341%
7.57%
0.47%
-1.60%
0.00%
0.00%
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KCP&L - JD Power Residential
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