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1 Q. Reference: Volume 1, pages 2.1 to 2.4
2 Hydro states (page 2.2, lines 4 to 7) “...Hydro regularly gathers customer feedback on reliability,
3 outages, billing and customer support. This input informs service improvements, asset
4 management, and long-term capital planning.” Hydro states (page 2.2, lines 14 to 15) “Hydro
5 measures customer service performance through a combination of transactional and
6 relationship-based surveys, as well as spot engagement surveys.” Hydro states (page 2.3, lines 1
7 to 2) “Hydro also conducts biennial Residential and General Service customer satisfaction
8 surveys.”
9 a) Please provide the details of the transactional customer survey results from 2019
10 through to 2025.
11 b) Please provide the details of the 2024 residential biennial customer satisfaction survey.
12 c) Please provide the details of the 2024 digital engagement process.
13 d) Please summarize the feedback received from residential customers from 2019 to 2025
14 as part of the various surveys and describe actions taken by Hydro based on residential
15 customer survey feedback.
16
17
18 A a) Customer satisfaction results related to the transactional customer survey from 2019 to
19 2025 are outlined in Table 1.
Table 1: Customer Satisfaction Results
2019 2020 2021 2022 2023 2024 2025
Total Respondents 1,912 1,638 2,151 2,456 1,994 3,550 3,572
% Satisfied 85.56% 83.70% 87.82% 87.42% 86.16% 89.72% 87.29%

20 b) Please refer to CA-NLH-017, Attachment 1.
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c) Please refer to Newfoundland and Labrador Hydro’s (“Hydro”) response to NP-NLH-014 of

d)

this proceeding.

Overall, customer satisfaction with Hydro remained high from 2020 to 2024, as outlined in

Table 2. This is reflected in the results of the residential customer surveys completed during

that period.

Table 2: Overall Residential Customer Satisfaction (%)

Region 2020 2022 2024
Central 91 88 91
Northern 92 87 86
Labrador 89 93 89
Overall 920 89 89

In addition, customers have provided feedback on Hydro’s mandate. This includes noting

the importance they place as well as how Hydro should best balance cost, reliability, and

environmental responsibility, and gauging our performance in each of those areas of our

operations.

For full findings of the 2024 digital engagement process, including responses on the topics of

growth management, new technology, asset selection, and electrification, please refer to

Hydro’s response to NP-NLH-014 of this proceeding.

Feedback gained during the aforementioned surveys is used to improve communications

and service to customers, gauge employee and operational performance, identify

information-sharing and training opportunities, and help determine areas for growth and

development. Customer feedback is also used as a component of planning criteria for

Hydro’s capital work, and improves internal understanding of issues, trends, shifting

customer needs and priorities, and emerging topics, in relation to the provision of electricity

service in the province.
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