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NYSEG and RG&E Customer Satisfaction Index Summary Performance 2004 - 2007

Company/indicator 2007 20086 2005 2004
NYSEG _

-Appointments Kept 99.6% 95.0% 99.6% 99.7%
Billing Accuracy 98.83% | 96.74% | 99.90% ' 99.89%
Telephone Answer Response 52.0% 21.0% 70.0.% | 81.0%
Estimated Readings 8.4% 9.9% 3.7% 3.4%
PSC Complaint Rate 0.6 0.9 0.3 0.4
Number of Complainis to the PSC 73 108 38 41

Customer Satisfaction (Spring and Fall) | 78.4% 75 7% 79.6% 81.5%
Customer Contact Satisfaction 78.8% 736% | 86.7% | 885%
RG&E N
Appointments Kept 98.1% - 89.0% 99.7% 99.8%

" Billing Accuracy 98.23% 98.96% | 99.25% | 99.36%
Telephone Answer Response 53.0% 87 4% 84.1% 84.0%
Estimated Readings 5.6% 4.6% 4.5% 4.8%
PSC Complaint Rate 1.3 1.1 1.0 1.6
Number of Complaints to the PSC 62 57 51 76
Customer Contact Satisfaction 7.7 v 7.8 8.0 8.3




