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Project Overview

Research Objectives Areas of Investigation
+ GreatlBlue Research was commissioned by the Grand Haven The Grand Haven Board of Light and Power Customer
Board of Light and Power (hereinafter "GHBLP") to conduct Satisfaction Study leveraged a quantitative research
comprehensive research among residential and commercial meathodology to address the following areas of investigation:

customers to gain a deepear understanding of their perceplions of

the utility and satisfaction with the services provided. o Rating GHBLP's organizational characteristics
o Satisfaction with customer service and field personnel
s The primary goals for this research study were to assess the o F're-_fea*rer;l rrretl_'m:ls of communication and bill payment
effectiveness of GHBLF's ability to serve its customers, identify I3 Eﬂ”ﬂﬁgﬂ with 'ﬂﬂ ﬂgl?‘?;rmanagemﬂnt sysiem
areas for improvement, and isolate areas that may increase ° SmartHub use and safisiaction , _
2 e Awareness and imporance of GHBLF's community
ngagement. .
ownership structure
| _ e Trust in GHBLF's Board and customer involvement in
+ [he outcome of this research will enable GHBLP personnel to a) decision-making
more clearly understand, and ultimately set customer ¢ Awareness of and support for carbon emissions reduction
expectations, b) act on near-term opportunities for improvement goals
and, c) create a stralegic roadmap to incréase customer e Interest in installing heat pumps
satisfaction. a

Likelihood o install solar panels and interest in a Community
Solar Program

Interest in purchasing an electric vehicle

Familiarity and interest in "time of use” rates

Likelihood to participate in a demand response prograim
Demographic and firmographic profiles of respondents

B o @ 0

Copyright 2008 - 2035 Great Blue Research, inc. All Rights Resersed, Mol for Disinbution and Reprodusciion. Shde / 1



Research Methodology Snapshot | Residential

Methodology No. of Completes Mo, of Questions Incentive sSample
Digital and Telephone 218 48* None Customer List
L Quality Assurance Margin of Error Confidence Level AR
Residential - ;i February 24 -
Cikimdes Dual-level +/- 4.2% 95% April 3, 2025
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Respondent Profile | Residential Demographics

Age Income Rent or Own

Bindd | 7.1% Urdar S00C0 | 1 4%

S 10000 10 825 an 323,000 § 4. 2%

a2 o 24 B.4%

325,000 1o less than $40.000 M 8.7%

33 W 44 T.5%

Profar nol o say

$40.000 1o loss than 550,000 W 6.4%

S OO 10 et thaan S60,000 B & 4%

20 OO0 10 leess an 32 000 110 le44 [Man 3 pealrs

5 o less than 10 years

51.5%

ST5.000 or more 40.5%. 10 o less than 15 years

15 o haEs fhan 20 yaars

Prafer not 1o say | 1.0% Prafer not 10 58y 20 yOars of more

Frifed ndl 1o say

ig ¥ — g 100% 4 B, Lt
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Research Methodology Snapshot | Commercial

Methodology No. of Completes Mo, of Questions
Digital and Telephone 28 44*
L Quality Assurance Margin of Error
Commercial
g ol +/-
Gk Dual-level /- 11.3%
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Incentive

MNone

Confidence Level

95%

sSample

Customer List

Research Dates

February 24 -
April 3, 2025
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Key Study Findings

Residential




Key Study Findings | Residential

Satisfaction & Service Experience

The average positive rating across all organizational characternistics increased
significantly in 2025, reaching 85.9% (+6.1 percentage points from 2022), driven
by higher ratings for reliability and service value.

Nine-out-of-ten respondents were satisfied with GHELP employee interactions
(90.8%), up 4.0 percentage points from 2022.

Four-fifths of respondents (79.9%) had their issue resolved on first contact,

marking a significant improvement (+11.0 percentage points from 2022).
Satisfaction with field service employees also increased, with 88.1% of
respondents reporting positive experiences (+7.7 percentage points from 2022).

Communication, Billing & Utility Awareness.

Nine-out-of-ten respondents who have used the online cutage system were
salished (90.4% ), and confidence in storm response remained strong (93.8% ).
The BLP website remained the top information source (31.7%), followed by email
communications (38.8%).

“Auto Pay ACH" continues to be the most preferred bill payment method (58.5%),
up 7.5 percentage points from 2022. SmartHub usage also rose significantly

(52. 7%, +10.7 percentage points from 2022).

Nearly all SmartHub users (94.1%) were satisfied with the platform, showing a
15.0 percentage point increase from 2022,

Awareness that GHBLP s a community-owned utility remained strong (75.7%),
and &7.4% said this ownership model was important to them (+6.2 percentage
points from 2022),

Trust in the GHBLF board was high, with roughly three-guarters of respondents
(78.8%) expressing trust and reporting satisfaction with input opportunities in
decision making (74.2%),

Caopyrighl 2006 - 2035 Great Blue Research, inc. AR Rights Resersed. Mot for Disinbubion and Reprodusciion.

Energy Awareness, Preferences & Customer Behaviors
« Awareness of Michigan's carbon reduction goals was high

(F7.5%), and nearly three-quarters knew GHBELF had
already reduced emissions by over 70% from 2005 levels
(72.4%).

Nearly three-fifths of respondents (58.1%) supported
accelerating GHBLF s carbon reduction timeline aven If this

meant higher electric bills, and over one-guarter (28.2%)
would pay 31-=33 more par month to support it.

A majority of respondents (84.3%) prioriized “reliable
power  as a top aspect of their elecinc service, while over
one-half (53.5%) ranked “carbon reduction” as least
important.

Most respondents were unlikely to install solar in the next
five years (80.5%), but nearly one-half (46.2%) were
interested in a community solar program.

Ower one-half (53.1%) were nol considering purchasing an
electric vehicle in the future, while 72.7% of current and

future EV owners planned to charge their vehicle at home.
Three-fifths of respondents (59.8%) reported familiarty with

“time of use® rates, while a similar frequency (54.3%)
showed interest after leaming more, and 21. 7% would

need atl least 320/month in savings o participate.
30.8% were likely to join a demand response program, but

45.2% did not want o provide control over their apphances.
atrong support was shown for local natural gas generation

to limit siress on the grid (79.0%).
f4.3% did not plan to adopt electnc heat pumps in the next
D years.
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Satisfaction | Organizational Characteristics

In 2025, residential respondents provided higher average positive ratings for GHBLP across all organizational characteristics, with positive ratings for four
(4) out of nine (9) characteristics increasing significantly, This yielded an average positive rating of 85.9% among residential respondents, which was
significantly higher than in 2022 (+6.1 percentage points). This was primarily driven by increased positive ratings among respondents for "maintaining
reliable electric utility infrastructure™ (+12.5 percentage points) and “providing good service for the cost of electrnicity” (+8.9 percentage points). In addition,
overall satisfaction with GHBELP increased by 7.5 percentage points since 2022 and is 19.0 percantage points higher than national satisfaction scores for
Q1 2025.
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Satisfaction | Office Personnel

Ower nine-out-of-ten residential respondents reported being either “very” or "somewhat satisfied™ with the GHBLF employee they interacted with, which was
a shight increase over 2022 (+4.0 percentage points). Residential respondents primarily reported contacting office personnel for inquines such as “to pay
oill® or to "report an cutage.”

Satisfaction with GHELP Employee Reason for Contact

o — mew [ w
80 8%
g nrrossmdnet | | wmon | won
76 45 Report an outage 17.9%%
Install service 10.3%

Question on bill (not a complaint)
| 10.6%

Total "Satisfied” Total *Dissatisfied” Pole ! line repairs m
Residential 2021 (n=102} W Residensal 2022 (n=151) 1 Residential 2025 (n=184) “ 1.6%
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Satisfaction | First Contact Resolution

Ower three-quarters of residential customers reported that their reason for contact is typically taken care of upon first contact with GHBLF, which was a
significant increase over 2022 (+11.0 percentage points) and nearly 20 percentage points higher than the national benchmark for first contact resolution
(+19.3 perceniage points).

100% Rate of First Contact Resolution

79.9% (+)

5%

= 31 2025 National PPDS Benchmark

253,
15 8%
9.8%
7.5% 4 7% T 6 .0%
g
Grand Haven Board of kMust have repeated Dant know
Light & Fower takes care comntact
of things the first time
B Residential 2022 in=151) [ Residental 2025 (n=184)
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Satisfaction | Field Personnel

MNearly nine-out-of-ten surveyed residential customers reporied being either “very™ or “somewhat satisfied™ with the GHBLP held service employee they
interacted with, which was an increase over 2022 (+7.7 percenlage points). Residential customers primarily reported having a field service representative
visit their home for a "meter reading” or "outage restoration.”

Satisfaction with GHBLP Field Service Employee Reason for Contact
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Satisfaction | Outage & Restoration

Of the residential respondents who have usad the onlineg oultage management syslem, nine-out-of-ten reported being satisfied with the system; significantly

maore than 2022 (+8.7 percentage points). Similarly, over nine-out-of-ten residential respondents (93.8%) were aither “very” or "somewhal confident™ in

GHBLP's ability to restore power after a major storm/weather event.

Satisfaction with Online Qutage Management System
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Confidence in GHBLP Power Restoration Ability

Very confident 7d.75%
Somewhal confident 18.1%
Mol very confident | 1.2%
Mot at afl confident | 0.8%
Dont know / unsure | 4 2%
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Communication | Preferred Methods

In 2025, one-halfl of residential respondents preferred to look for

D e Preferred Methods to Find Information About GHBLP
represents a slight decrease from 2022 (-2.8 percentage points), 47 8%
over one-third of respondents preferred a "BLP email to BLP weabsito 54 5%
customers” as their source of information about GHBELP — a new 1L
option in 2025. i 0. 0%
BLP amail to cusiomars [ 0.0% —
However, nearly one-quarter of respondents prefer receiving — |
information through the "BLP Plugged In newsletter/brochures™ or ""BLP Piugged In newslatter / brochures |
"BLP bill inserts.”
BLP bill insers
Direct mail
MNewspaper stories
"BLP social media
Dt
0% 25% 5% 5%, 100

Residential 2021 (n=203) B Residantinl 2022 (n=400) [ Residantial 2028 (ne518]
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Billing | Current Bill Payment Method

The most common bill payment method among residential respondents in 2025 was “Auto Fay ACH,” signiicantly higher than in 2022 (+7.5 percenlage
paints). Additionally, nearly one-fifth of respondents reported paying their bill via “SmartHub,” which also saw a notable rise (+5.3 percantage points).
Conversely, payment by "Mail” declined significantly, with only 7.1% of respondents using this method in 2025 — a drop of 3.7 percentage points from 2022,

100% Current Bill Faym&nt Method
To%
a8 5% ()
W%l a38%
TN 19.1% () 18.7%
10.8% e — 10.0%
7 1% (- 8.4% ' _ 9.4%
%%
Auto Pay ACH (checking Via SmariHub Mail Hand defiver or drop box Online (through bank, by
or savings withdrawal) credit'debit card)

Residentiad 2021 (n=203) B Residential 2022 (n=400) I Residantial 202% (n=518
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Billing | SmartHub Usage & Satisfaction

Owver one-half of surveyed residential respondents reported using SmartHub to access their account information or pay their bill, which was a significant

increase over 2022 (+16.7 percentage points). Of the respondents who use SmartHub, over nine-out-of-ten respondents were either “very™ or "somewhat
satished” with the platform, which was also a significant increase over 2022 (+15.0 percentage points).

Satisfaction with SmartHub

SmartHub Usage

N 20.0%
J5.0% (<)

52 7% (+)

63 .0%
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41.0% (-] | 3.3%
N 3 .0%
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5.4% 4.0%
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Awareness | Community Ownership

Three-quarlers of residential respondents cormecily identified GHBLP as a "community-owned electnic utility.” Additionally, nearly nine-out-of-ten residenhal
respondents indicated it is either "very important” or "somewhat important” to them that their utility is a community-owned utility, which was a significant
increase over 2022 (+6.2 percentage points).

— Importance of Community Ownership

87 5% (+)
81.3% .
9% T5-7 /ﬁ
Were aware that
—— GHBLP is a
Community-Owned
e Electric Utility
26.5% 24.9%
gy g
4.8% 3 7% bt i

Very important

soméwhal important

Somewhal unimportant Mot at all important

[
Total “Important™

B Residansial 2022 in=400) [ Residental 2025 (=518
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Awareness | Benefits of Community Ownership

In 2025, significantly more residential respondents were aware of all the perceived benefits of being a customer of a community-ocwned electric utility
compared to 2022, Nearly two-thirds of respondents perceived the benefits of being a customer of a community-owned electric utility 1o include "local
control,” followed by over one-half of respondents who indicated community-owned electric utilities provide “responsive service,” their "reliability,” and that
having a "local office” is a benafit of being a cuslomer.

100% Perceived Benefits of ﬂnmmunlty-nwnershlp
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Trust in GHBLP | Trust & Opportunities

Ower three-quarters of residential respondents (78.8%) had either a "great deal” or "some trusl” in GHBLP's Board o operate in their best interest, with over

two-fifths having "a great deal of trust.” Further, nearly three-quarters of respondents (74.2%) were either very or somewhat satisfied with their opportunities
o provide input regarding decisions made at GHBLP,

Level of Trust in GHBLP's Board Satisfaction with Involvement in Decision-Making
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Renewable Energy | Goal Awareness

Ower three-quarters of residential respondents (77.9%) reported being either "very™ or "somawhat aware™ of the State of Michigan's goal to reduce carbon

emissions. Further, a similar rate of respondents (72.4%) were aware that GHBLP has already decreased local carbon emissions from their electnc
generation by over 0% from 2005 levels.

Awareness of GHBLP Carbon Emission Reduction

Awareness of Statewide Goal
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Carbon Reduction | Acceleration of Goals

Nearly three-fifths of residential respondents (28.1% ) would either “strongly” or "somewhat support™ GHBLF accelerating the reduction of carbon emissions

o achieve carbon reduction requirements sooner, if doing so increased their elecinc bill, while slightly less than two-fifths (36.1%) oppose. When asked how
much more money per month they would be willing to increase their electnc bill to further reduce carbon emissions, over one-guarter would be willing to pay

51 to less than 35 per month more on their monthly bill,

Support for Carbon Reduction Acceleration

Strongly support 25.1%
Somewhal support 33.0%
somewhal oppose 18.1%
Strongly oppose 18.0%
Donl know [ unsura 5.8%
0% 25% 5% T5% 100%
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Customer Priorities | Ranked Importance

Ower eight-out-of-len residential respondents (84.3% ) ranked “reliable power o your home™ as the first or second most important aspect of their local

electric serice, followed by nearly one-half (46.5%) who ranked the "cost of electricity” in their top two. Conversely, over one-half of residential customers
ranked “reduction of carbon in the electnicity portfolic”™ as their least important aspect.

Most Important Electric Service Characteristics Ranked
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Customer Behavior | Solar Adoption

Eight-out-of-ten residential respondents (80.5% ) reported being aither “not at all® or "somewhat unlikely”™ to install solar panels on their roof within the next 3

yvears. However, nearly one-half of respondents (46.2%) were either "very” or "somewhal interested” in participating in a local community solar program,
while nearly one-half of respondents (45.6%) were either “nol very interested or "not at all interested.” Of these respondents, nearly two-fifths were unsure

of how much they would be willing to invest in this program, followed by one-fifth who would be willing to invest "3300 to less than 3400 per solar panel.”

Customer Solar Adoption

Likelihood to Install Solar Panels Interest in Local Community Solar Program Price Willing to Pay for Community Solar
Within the Next 5 Years
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Customer Behavior | Energy-Efficient Technologies @

Wwhen asked if they plan to purchase an elecinc heat-pump based heating and cooling system for their home in the next five years, nearly threg-quariers |
indicated they did not, while nearly one-fifth were “"unsure” or “did not know what a heat pump 5" (18.0%),

Planned Heat-pump Purchase in the Next 5 Years
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Customer Behavior | Electric Vehicle Adoption

Ower one-half of surveyed residential respondents are “nol thinking about purchasing an electnc vehicle” in the future, followed by nearly one-fifth who plan
lo purchase one “beyond the next 5 years." Of the respondents who already own an electnic vehicle or plan to in the future, nearly three-quarters currently
or pian to charge their vehicle most freguently at home.

"I

Timeline for EV Adoption Type of EV Charger Use
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Customer Behavior | Time of Use Rates

Three-fifths of residential respondents (55.8% ) reported being either “very™ or "somewhat familiar with the concept of "time of use  rates. Afer being

provided with a description of the program, over ane-half of residents [54.3% ) expressed interest in participating in such a program. Among those
interested, over one-fifth stated they would need to save at least 320 or more per month on their electnc bill to consider participating.

Customer Time of Use Rate Adoption

Interest in Potential Time of Use Rates Amount Customers Need to
Save to Participate
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Customer Behavior | Demand Response Program

Nearly one-third of residential respondents (30.8%) were either “very or “somawhat” likely to participate in a program that allows the GHBLF to adjust

qualifying appliances within their household (o allow customers 10 save money on their electric bill, while over two-fifths (45.2%) "do not want the electnc
utility to have control of their household equipment.” Of the customers who were likely to participate, nearly one-guarter would need to save "at least $20 or

more per month,”

Likelihood to Participate in Demand Amount Saved on Bill to Participate in Program
Response Program
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Customer Behavior | Natural Gas Fired Generation

Nearly eight-out-of-ten residential respondents (79.0%) would
either "strongly” or “somewhat support” GHBLP owning small- Support for Local Natural Gas Fired Generation
scale local natural gas fired generation if it would limit stress on
the electric gnd and could stabilize costs in the future, while less
than one-eighth of respondents (11.2%) would “strongly™ or

"somewhat oppose.”
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Key Study Findings | Commercial

Satisfaction & Service Experience Energy Awareness, Preferences & Customer Behaviors

« Commercial respondents provided an average positive rating across all organizational
characteristics of B5.8%, representing an increase of 3.8 parcentage points compared to
2022,

« The vast majorily of surveyed commercial respondents (95.7%) were either “very™ or

"somewhat satisfied™ with their interaction with a GHELP employee, an increase of 3.7

percentage points over 2022,

Ower nine-out-of-ten commercial respondents (91.3%) reported their issues are typically

resolved on the first contact—an increase of 13.3 percentage points over 2022,

« All commercial respondents {100.0%) who interacted with a field service employee reported
satisfaction with their expernence, an increase of 16.7 percentage points over 2022,

Communication, Billing & Utility Awareness
« Over two-thirds of commercial respondents (69.0%) correctly identied GHBLP as a

community-owned utility, and over four-fifths (86.2%) indicated that this is either “very™ ar
“somewhat important” to them — an increase over 2022 (+14.2 percentage points).

« All commercial respondents { 100.0%) who used the online outage managemenlt system
reported being satisfied. In addition, a vast majority (98.2%) were confident in GHBLP's
ability to restore power after a storm, with nearly nine-out-of-ten (B7.9%) being “very
confdent.

« Nearly two-thirds (65.5%) of commercial respondents preferred the BLP website as their
pnmary information source—an increase of 8.5 percentage points from 2022.

« The most common bill payment method was “Auto Pay ACH™ (31.7%), a 10.5 percentage

point increase from 2022,
« Over two-fifths (44 _8%) of commercial respondents used SmartHub to access their account

or pay a bill—an 8.0 percentage point increase over 2022. Among users, a vast majonty
(96.2% ) were satshed with the platform; consistent with 2022 satisfaction levels.

Caopyrighl 2006 - 2035 Great Blue Research, inc. AR Rights Resersed. Mot for Disinbubion and Reprodusciion.

Cwver three=-guarters of commercial respondents

(76.4%) ranked “reliable power™ as one of their top
two prionties for their electnc service, followed by
over one-half (53.0%) who prioritized outage
management.

Owver four-fifths of respondents (84 .5%) were aware of
the State of Michigan's carbon emission goals, and
over three-quarters (79.3%) were aware that GHBLP
has already reduced its emissions from 2005 levels.
Nearly eight-out-of-ten commearcial respondents
(79.3%) reported being unlikely to install rooftop solar
in the next five years, while nearly one-half (44 _8%)
expressed interast in community solar.

Two-thirds of respondents {(67.2%) are nol
considering purchasing an electric vehicle for their
business or vehicle fleel.

Three-fifths (60.3%) are familiar with time of use
rates, and over two-fifths (41.4% ) were interested in
enrolling after being provided with a description.
Nine-out-of-ten respondents (89.7%) would support
GHBLF owning a local natural gas-fired generator o
reduce gnd stress and stabilize future costs.
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Satisfaction | Organizational Characteristics

When rating GHBLP on a senes of organizational charactenstics, surveyed commercial respondents provided an average positive rating of 85.8%, which
was a slight increase over 2022 (+3.8 percentage points). This was primanly drniven by increased positive ratings among respondents for “providing good
service for the cost of electricity” (+11.5 percentage points), “responding promptly to customer questions® (+9.6 percentage points), and "maintaining
reliable electric ulility infrastructure” (+9.4 percentage points).
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Satisfaction | Office Personnel

The vast majonty of commercial respaondents who have recently interacted with a GHBLP employee reporied being either “very™ or “somewhal satished"
with the GHBLP employee they interacted with, which was an increase over 2022 (+3.7 percentage points). Commercial respondents primarily reported
conlacting office personne! for inguines such as a "service call® or “to pay bill.”

"I
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Satisfaction | First Contact Resolution

Over nine-out-of-ten commercial respondents reporied that their reason for contact is typically taken care of upon first contact with GHBLP, which was an
increase over 2022 (+13.3 percentage points).
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Satisfaction | Field Personnel

All surveyed commercial respondents reported being either “very™ or “somewhat satished” with the GHBLP held service employee they interacted with,
which was a strong increase over 2022 (+16.7 percentage points). Commercial respondents primarnily reported having a field service representative visit
their business for inquiries such as a “repair or "outage restoration.”

Satisfaction with GHBLP Field Service Employee Reason for Contact
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Satisfaction | Outage & Restoration

Of the commercial respondents who have usad the online outage managament system, all respondents reported being satisfied with the systemn. Similarly,

a vast majority of commercial respondents (88.2%) were either “very™ or "somewhat confident” in GHBLP's ability to restore power after a major
stormiweather event, with nearly nine-out-of-ten respondents being “very confident.”

Satisfaction with Online Outage Management System Confidence in GHBLP Power Restoration Ability
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Communication | Preferred Methods

In 2025, nearly two-thirds of commercial respondents preferred to
g M bt e e g el Preferred Methods to Find Information About GHBLP
representing an increase over 2022 (+8.5 percentage points). 8 RO
Additionally, nearly cne-guarter of respondents preferred a "BLP Bl P wehsite 5T 010
email to customers™ as their source of information about GHBLP - 65.5%
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Billing | Current Bill Payment Method

The most common bill payment method among commercial respondants in 2025 was “Auto Fay ACH,” reflecting an increase from 2022 (+10.5 percentage
points). Additionally, nearly one-guarter of respondents reported paying their bill via the “mail.” down slightly compared to 2022 (-6.5 percentage poinis),

o
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Billing | SmartHub Usage & Satisfaction

Ower two-fifths of commercial respondents reported using the SmartHub platform o access their account information or pay their bill, which was higher than

2022 (+8.0 percentage points). Of the respondenis who have used SmartHub, a vast majority were either “very™ or “somewhal satisfied” with the platform,
consistent with 2022,

"
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Awareness | Community Ownership

Ower two-thirds of commercial respondents cormectly identfied GHBLFP as a "community-owned electnc utility.” Additionally, over four-fifths of commercial
respondents indicated it is either "very mportant” or “somewhat important” to them that their utility is a community-owned utility, which was an increase over
2022 (+14.2 percentage points).

100% Importance of Community Ownership
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Awareness | Benefits of Community Ownership

In 2025, significantly more commercial respondents were aware of all the percelved benefits of being a customer of a community-owned electnc utility
compared to 2022, Over three-fifths of commercial respondents perceived the benefits of a community-owned electric utility to include having “local
control,” followed by nearly one-half of respondents who indicated benefits include receiving "responsive service,” having a "local office.” and the
“reliability” of their service.

100% Perceived Benefits of Community-ownership
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Trust in GHBLP | Trust & Opportunities @«

Owver three-quarters of commercial respondents (79.3%) had either a "great deal” or "some trust” in GHBLP's Board to operate in their best interest, with

over two-fifths having "a great deal of trust,” Further, nearly eight-out-of-ten respondents (79.3%) were either "very” or "somewhat satisfied” with the
opportunities to provide input regarding decisions made at GHBLFE.

Level of Trust in GHBLP's Board Satisfaction with Involvement in Decision-Making
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Renewable Energy | Goal Awareness

Owar eight-out-of-ten commercial respondents (84.5% ) reported being either “very” or “somewhat aware” of the State of Michigan's goals to reduce carbon

emissions. Further, over three-quarters of respondents (79.3%) were aware that GHBLP has already decreased local carbon emissions from their electnc
generation by over /0% from 2005 levels.

"

Awareness of GHBLP Carbon Emission Reduction
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Carbon Reduction | Acceleration of Goals

Ower two-Mifths of commercial respondents (43.1%) would either “strongly” or "someawhat support” the GHBLP accelerating the reduction of carbon

emissions to achieve carbon reduction requirements sooner if it meant increased electric bills, while half would oppose (51.8%). When asked how much
more money per month they would be willing to increase their electnc bill to further reduce carbon emissions, nearly three-fifths (58.1%) said they would be

willing to pay at least 35 more per month on their monthly ball,

Support for Carbon Reduction Acceleration Willingness to Pay More for Acceleration
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sStrongly support 15.5%

51 1o less than 55 per month 16.3%
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Customer Priorities | Ranked Importance

Uwer three-quarters of sunveyed commercial respondents (76.4%) ranked “reliable power to your business™ as their first or second most important

aspect of their local eleciric service, followed by over one-half {53.0%) who ranked “outage management® in their top two, Conversely, seven-out-of-
ten respondents ranked “reduchion of carbon in the electricity portfolio™ as the least imporiant aspect of their electric senvice.

Most Important Electric Characteristics Ranked
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Customer Behavior | Solar Adoption

MNearly eight-out-of-ten commercial respondents (73.3%) reporied being either “not at all® or "someawhat unlikely™ to install solar panels on their roof within the
next 5 years. However, nearly one-half of respondents (44.8%) were either “very” or "somewhat interesied” in participating in a local community solar
program, while nearly one-hall of respondents (48.3% ) were either "not very interested” or “nol at all interested.” Of these respondents, over one-guarter

were unsure of how much they would be willing to invest in this program, while over one-third would be willing o invest 5300 to less than 400 per solar
panel.”

‘l

Customer Solar Adoption
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Customer Behavior | Energy Efficient Technologies

When asked if they plan to purchase an elecinc heat-pump based heating and cooling system for their business in the next five years, nearly nine-out-of-ten
did not, ancther one-out-of-ten respondents were unsure, and only 1.7% were likely to make such a purchase.

Planned Heat-pump Purchase in the Next 5 Years
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Customer Behavior | Electric Vehicle Adoption

Ower two-thirds of commercial respondents are not thinking about purchasing an electnc vehicle for their business or vehicle fleet in the future, while nearly
one-fifth plan to make a purchase within the next 2 to 5 years or beyond

Timeline for EV Adoption
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Customer Behavior | Time of Use Rates

Three-fifths of commercial respondents (60.3% ) reponted being either “very” or "somewhat familiar” with the concept of “time of use” rates. After baing

provided with a description of the program, over two-fifths of respondents (41.4%) expressed interest in participating in such a program. Among those
interested, over one-third stated they would need to save "more than 3.0% of my electric costs per year to consider participating.

Customer Time of Use Rate Adoption
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Customer Behavior | Demand Response Programs

Nearly one-third of commencal respondents (32.8% ) were either "very” or “somewhal” likely to parlicipale in a program thal would allow the GHBLP to

adjust customers’ qualifying appliances o save money on ther electnc bill, while over one-third (37.9%) "do not want the electric utility 1o have control of
their facility’s electncal equipment.” Of the respondents who were likely to participate, over one-quarter were unsure how much they would need to save to

participate, while a similar frequency (26.7%) would need to save at least 3% of their electric costs per year.

Likelihood to Participate in Demand Amount Saved on Bill to Participate in Program
Response Programs
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Customer Behavior | Natural Gas-Fired Generation

MNine-out-of-ten commercial respondents (89, 79%) would either
strongly or somewhat support GHBLP owning a small-scale local Support for Local Natural Gas Fired Generation
natural gas fired generation if it would limit stress on the electnc
gnd and could stabilize costs in the future, compared o 6.9%
who are opposed. Of note, one-half of respondents “strongly

support” such generation.
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) Harnessmg the Power of Data
/ ...to help clients achieve organizational goals.

Studies:

@ Awareness and
Perception Studies

||| Data supporting strategic decisions to Methodologies:

improve products and services. Since 1979,
our experience with study and instrument

design, data collection, analysis, and formal
presentation assists our clients in identifying

the "why" and "what's next.”
@ Talent with a knowledge base in a wide Focus Groups
range of industries and methodologies

ensures a 360° view of the challenges faced
and the expertise to address them.

Digital Surveys

Customer and
Employee Satisfaction
studies

In-Depth Interviews Journey Mapping

E Solutions that are customized to provide

:a personalized approach to understanding
organizational, employee, and customer
needs, allowing for more informed decisions.

Creative and New
Concept Testing
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