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DPU Overall Customer Satisfaction
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mmmm Residential  mmmm Commercial e Goal

Residential Net Promoter Score
Customer Engagement

2015 2017
M Residential M Industry High* M Goal - Industry Avg*
*TEMKIN Group Data for Utility Industry (electric & natural gas utilities)

Commercial Net Promoter Score
Customer Engagement

2015 2017

m Commercial M Industry High* M Goal - Industry Avg*
*TEMKIN Group Data for Utility Industry (electric & natural gas utilities)
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DPU's Residential Customers - Net Promoter Score
Promoters - Detractors = NPS
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2015 = NPS +17.2 2017 = NPS +11.2
B Promoters 42.8 40.1
Passives 31.5 30.6
H Detractors 25.6 28.9
DPU's Commercial Customers - Net Promoter Score
Promoters - Detractors = NPS
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2015 =NPS +4.1 2017 = NPS +34.7
B Promoters 47.2 50.7
Passives 9.8 35

M Detractors 43.1 14.4
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