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Survey conducted Nov-Dec 2007
300 stakeholders invited to participate
Solid participation rate:

1 79% of phone invitees participated

1 36% of web surveys

All sectors represented

B 2 Caitoniaiso



v" Combination of web-based & phone surveys
= Interviews conducted by consultant
v 8 targeted surveys — focusing on key ISO functions

v" Survey scores complimented by rich anecdotes

& California ISO



Benchmark questions:

“*CAISQO’s service quality improved over the
past year.” - 83% agreed

“The service provided by CAISO is valuable to
my company.” — 82% agreed




Customers value access to Board & new meeting structure

Solid responses for Client Training — over 90% favorable

Executive-level outreach well-received

Good marks for staff professionalism & courtesy

Summer workshops garnered praise




Stakeholder process
Improved; more
work to be done

v Post process on web

v New metrics

v Help stakeholders to contribute
v~ Account manager outreach

Streamline customer
access to systems

v Customer self-service for
certificate requests & renewals




MRTU — various topic
areas

v" Faster response to customer
ISssues

v Improve system stability
v Expand market sims
v End-to-end testing

Demonstrate how
CAISO used
stakeholder comments

v 0Ongoing effort to better
characterize disposition of
comments




€ April and May: Share action plans w/ stakeholders
€ May — Oct: Implement and monitor performance
 Oct: Inform stakeholders of progress

2 Nov — Dec: Conduct client survey

2 All year: Transactional surveys provide additional
Indicators of customer satisfaction
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