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INTRA-AGENCY MEMORANDUM

KENTUCKY PUBLIC SERVICE COMMISSION

TO: Case File

FROM: Allyson Honaker
Staff Attorney

DATE:  December 17, 2012

SUBJECT: Case No. 2012-00132
Columbia Gas of Kentucky, Inc. Filing of
Customer Choice Survey Results

Informal Conference

An informal conference was held in this matter on Thursday, December 6, 2012
at the Commission’s offices. Representatives of Columbia Gas of Kentucky, Inc.
(“Columbia”), The Matrix Group (“Matrix”), the Columbia survey collaborative, the
Attorney General’s office, and Commission Staff participated in person or via telephone.
An attendance list is attached. The purpose of the conference was to allow Columbia
and Matrix the opportunity to. make a presentation regarding the results of the Customer
Choice survey that was conducted in March and April 2012. A copy of Matrix’s power
point presentation is attached to this memo.

As the presentation was given, all participants had the opportunity to ask
questions or raise concerns regarding the results of the survey. Both Columbia and
Matrix answered the participants’ questions.

At the conclusion of the presentation and after all questions had been answered,
the conference was adjourned. C
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Prepared for: Columbia Gas of Kentucky
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Research Objectives

The Kentucky Public Service Commission requested that
customer perceptions of the Customer Choice program through
Columbia Gas of Kentucky be assessed.

The primary objectives of the ré‘ééarch were:

1. Measure awareness of the Customer Choice program

2. Assess the primary reasons for participation in the program

3. Understand why customers who are aware of the program
choose not to participate

4. Quantify the savings that participants perceive they have
realized through the program

5. Gauge overall satisfaction with the program

TheMatrixGroup © 2012 Columbia Gas of Kentucky Customer Choice Survey Page 2
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Methodology

The Matrix Group interviewed 768 Columbia Gas customers in
20 counties by telephone in Central and Eastern Kentucky
between March 12, 2012 and April 5, 2012.

: lype
pﬁ” et e

Current hbivce i 375 hE 49%
Previous Choice | 47 | 6%
NeverChoice | 346 | 45%

Note: The customer list provided to The Matrix Group by Columbia Gas
differentiated Choice and non-Choice customers. During the course of the interviews,
some customers self-identified themselves as something other than what the list
identified them as. Because the objective of the research was to examine
perceptions, The Matrix Group used the customers’ self-identification, and not the
list identification, to evaluate and report the findings.

TheMatrixGroup © 2012 Columbia Gas of Kentucky Customer Choice Survey ‘ Page 3

Thiz Qaatity Sosten for St Risean b




I\/Iethodcjlogy

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

List Identity vs. Self-ldentity

- E——

0%

TheMatrixGroup

This Qoality Soress for Madet Risean b

Current Choice
(Base: 375)

© 2012

Previous Choice Never Choice
(Base: 47) (Base: 346)

Columbia Gas of Kentucky Customer Choice Survey

4 Came from Never
Choice List

Came from
Previous Choice List

= Came from Choice
List
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Methodology

- The sub-sample of 375 Choice customers and 393 non-Choice
customers provides results for each group at the standard 95%
confidence level with a margin of error of +/- 5.03% for Choice,

and 4.93% for non-Choice.

- A total of 768 interviews are reported in this study.

Note: Throughout this report, questions allowing hwltiple responses are marked with an (*).
Totals for these questions may add up to more than 100%.

TheMatrixGroup © 2012 Columbia Gas of Kentucky Customer Choice Survey Page 5
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PROFILE OF THE RESPONDENTS




Profile of the respondents

Area of residence

Fayette | 51.3% 48.0% | 55.1%
Bluegrass! | 26.8% | 26.0% 27.1%
Eastern? | 21.9% | 26.0% | 17.6% i

I Franklin, Clark, Scott, Bourbon, Woodford, Estill, Harrison,
Jessamine, Madison

2 Boyd, Greenup, Mason, Montgomery, Lawrence, Floyd, Martin,
Pike, Bath, Nicholas

2534 | 7.5% 2.1% 11.8%

3544 | 6.2% 3.0% 9.1%
45-54  _ - 11.2% 9.6% 12.6%
s564 | 205% | 24.0% 17.5%
":‘65";} | s50a% 59.9% 41.4%
Refused | "3.'5% R 1.5% - 5.4%

Residential respondents only

Page 7
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Profile of the respondents

Internet access Education
| | 72.0% t?gsa ‘Zf\’;oi | 76% 7.8% 7.5%
No ©295% | 311% 28.0% R ' ‘
— S géd | 27.2% 31.7% 23.1%
Residential respondents only e
 5ome" ] S : , ; ,
1| college/ tech | 22:1% 21.3% 22.8%
College grad | ~ 28.2% 254% 30.6%
Scr‘:‘ggl"“te |l 11.0% 114% | 10.8%
Refused 3.8% 2.4% 5.1%
Residential respohdents‘only | |
TheMatrixGroup ¢ © 2012 Columbia Gas of Kentucky Customer Choice Survey Page 8
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Profile of the respondents

Housing
Choice Non-Choice
Base: 334 Base: 372
Own vs. Rent : | Own vs. Rent

B Own

i Rent

Residential respondents only
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Profile of t

Number of emplc}yees at location
(Base: 62)

Number of Employees
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Current Choice
Customers

Commercial Choice
customers have
participated in the
program approximately
half as long as the average
residential Choice
customer.

TheMatrixGroup © 2012

Thiz Quality Sowres for Maket Reseastly

N

Columbia Gas of Kentucky:fCustomer Choice Survey

‘e.ss than 2 éar
2tounder10years | 67.5% 68.4% 61.0%
10 or more years . “19.7%_‘ 21.6% 4.8%
Don't recall e 53% 4.2% 14.6%
,Méa:n’yeérs’_i',“f’f' L 5.90 6.17 3.39
}Media‘n' yeérs . 50 5.0 20
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Current Choice
Customers

Choice customers ages 55
and older have
participated in the Choice
program significantly
longer than younger
Choice customers.

TheMatrixGroup © 2012
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Years in the Choice Program
U
/8]
un
B
P
\g\

18-34  35-44 45-54

Age
Base: 334

Columbia Gas of Kentucky Customer Choice Survey

55-64 65+

-=Residential Choice
Customers
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Current Choice
Customers

The main reason why
Choice customers joined
the program was to save
money.

The longer-term fixed
price was also appealing,
though to a much smaller
extent than potential cost
savings.

TheMatrixGroup © 2012

e Craality Soitro for Masket Rearae by

Thinking back to when you first enrolled in the Choice Program, why
did you originally decide to participate?

Tosavemoney | 752% | 75.7% 70.7%
Togetalonger | | |
O BERAONEEY. 18.9% 22.0%
term fixed price )
Other 5.4% 4.9%
Don’t know 0.6% 2.4%

Columbia Gas of KentuckyvCustomer Choice Survey
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Thinking back to when you first enrolled in the Choice Program, why did you originally

participate?

Sample of other responses:

Convenience.

| had to choose a supplier when | moved into this building.

| joined as a favor to a friend to help her out with her job.

| joined for the price.

| just agreed with the letter I got.

| just decided to make a change.

| just picked a choice.

| just wanted to try it out.

| like having a choice. (2)

| thought | might as well try it.

| thought it was a good deal. ,

| took over for another manager, so | can't say why he would have participated.
I'm trying something new.

It seemed like the thing | needed to do.

It's a nice option being offered.

Referral from friends.

To have different options.

We expected unstable gas pricing, and wanted a sure budget.

We wanted to look into the different providers and what they offered.

Page 15



Current Choice
Customers Savingmoney |  603% |  602% | = 61.0%
Similarly, the main benefit Fixed payment . s .
that Choice customers say amount 16:8% 15.3% 29.3%
they receive from S i ] (P PR
participating in the ‘leed rate 2% 63% - 14.6%
program is cost savings. R have not recelved
6.7% 6.6% 7.3%

any | beneﬂts LU
It appears that some Having a chOIce of i 70 57 A '* R R A 9(7
Choice customers are providers e TR R P °
confusing the Choice . N i T A
program with the budget Other _ . 8:5% . 9.3% 2'4%
payment plan, as many "Don t know 77% | 84% | 24%
respondents said the S : :
greatest benefit they Selected verbatlm responseS'
receive through the Choice The fixed price. My gas bill has not gone up, even in the colder
program is a fixed months. It stays the same.
payment amount. When | was on a budget, it was nice to know that | would be paying

the same price for every bill so | could factor it in.

Since | have participated with the Customer Choice program, my gas

bills have been ot a set rate for while now. | have not paid more or

less. It’s the same every month.

TheMatrixGroup © 2012 Columbia Gas of Kentucky Customer Choice Survey Page 16
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What is the greatest benefit you receive from participating in the Customer Choice program?*

Sample of other responses:

Compatible prices.

Convenience.

Good service.

| am happier with the service.

| am not sure if | have saved money or not. | keep paying around the same amount every month.
| assume it’s beneficial.

| can't tell any difference anymore. There's not enough information.

| do not know if | have saved money or not. It comes out of my checking account.
| do not know whether | am saving money or not / have not compared prices.

| do not think it is any cheaper than staying with Columbla Gas.

| don't think there is much of a benefit. It just heats my house.

| feel like if something were to happen with the supply of gas, | would have more security being in
the program.

| get great service.
| had no problem with it.

Page 17



What is the greatest benefit you receive from paét[cipating in the Customer Choice program?*

Sample of other responses (continued):

| like choosing a company to meet my natural gdéf’giﬁeeds.

| like having a choice. |

It gives us a choice to compare different companies to meet our gas needs.
| like having the ability to make the choice.

| like having 30 days to pay the bill.

I'm happy with the program.

It seems to be a good program, but | don't see much of a difference.

It was easier.

It works for me.

It's not expensive.

It's the same great service that is offered by Columbia.

We have always used Columbia Gas, and we feel like the price is very fair.

The auto-draft bill pay - they give enough notice to.be sure the correct amount of money can be
deposited. o

To have heat throughout the whole house when lt s winter.
When we get our bill, they explain how much the, prowder is offering it for.
| honestly don’t know if we have received any. It is easy to sign up for, but not easy to change.

Page 18



Current Choice
Customers

Approximately half of
Choice customers say they
have saved money by
participating in the
program.

A significant percentage of
Choice customers do not
know if they have saved
any money.

TheMatrixGroup P © 2012

This Qoatity Sewsress for Slavket Reeithy

Have you saved m;_o:n'é’y by participating in the Choice program?

UnSUre/ Don't

know

Columbia Gas of Kentucky Customer Choice Survey
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Current Choice
Customers

Of those who do know
they have saved money by
participating in the Choice
program, most say that
they know because their
monthly bills are lower.

TheMatrixGroup B © 2012

Thi Quality Soute for Masket Resedith

‘Lower monthly bl”S ,90.2% B - 89.0% o 100.0% .
By comparing m blllto

y comparing my 3.6% 4.0% i
other. people’s gas bills -

Lower unit rate | 2.1% 1 23% -
Other o 2a% 2.3% -
Dontknow | 2.1% 23% | -

Other responses:

From what they told me when | switched, it was going to be better.
I will call and talk to Columbia in the fall, and they will tell me

which is cheaper.
| used to receive something that showed the difference in price,

but we don't receive that anymore.
The bills average out about the same.

Columbia Gas of Kentucky Customer Choice Survey Page 20



Current Choice
Customers

The perceived average
dollar amount saved by
participating in the Choice
program was $107.02, and
the perceived average
percentage saved was
15.1%.

TheMatrixGroup © 2012

The: Quatity Sosittn for Stadet Ressanty

[If you have saved money,] In the course of a year, how much do you
think you have saved?*

Indicated a dollar ; -
‘am'o'uht saved e 57.0% 62.4% 10.0%
Indicated a -~ 16.6% 16.8% 15.0%
‘percentage saved e o 0
Does not know T o
: . qo o/ 0
how much saved - 38.9% 34f”’ 72:0%

Mean dollars
saved
Median dollars
saved

Mean prentage; |
saved o
Median e
jp,e_rCEritage saved | . TT

Columbia Gas of Kentucky Customer Choice Survey Page 21



Current Choice
Customers

The most common reason
why Choice customers
who have not saved
money continue to
participate in the program
was because they hope to
save money in the future.

Another significant
segment of this population
remains in the program,
because it is easier to stay
in the program than to
switch back to Columbia.

TheMatrixGroup. ©2012

This Craatity Soitee for Stoket Ritedals

[If you have not saved money,] Why do you continue to participate in
the Cho:ce program P*

1 hqpéto savé money. 43’.-4%‘; 45.3% 28.6%
It is easier to remain in the
‘program than to switch 28.6% 28.6% 28.6%
back to Columbia =~ e
| like having a !ong-term - 15.4% 12.4% 38.1%
‘ﬂxed price :
My contract with the gas 5 7% 31% i
supplier o ,
Other - 8.8% 9.3% 4.8%
Don’t know 1.1% 1.2% -
Columbia Gas of Kentucky‘Customer Choice Survey Page 22



[If you have not saved money,] Why do you continue to participate in the Choice program?*

Sample of other responses :

| am satisfied with current service.
| don't know how to change back to Columbia Gas (3)

I haven't been presented with another option. «

| haven't gotten around to changing back.

I haven't opted out, so | guess I'm participating.

I never decided to look into other options.

I never thought into it.

I plan on changing back.

| wanted to see if it would be cheaper.

I'm satisfied with the gas rate, because it's reasonable.

I'm trying to get out of it, because it's not useful for me anymore.

It doesn't cost me anything to continue.

It's the lesser of two evils. | just go with the flow. I'can't say anything good or bad about the
program. |

There's no better alternative.

Page 23



Current Choice
Customers

Nearly 80% of Choice

respondents said that they

would switch back to

Columbia if they were not
saving money through the
Choice program.

TheMatrixGroup

The: Craafity Smstee for Mkt Risean by

© 2012

If your monthly gasv bills were not lower as a result of the Choice
program, how likely is it that you would switch back to Columbia Gas?

Notdtdl il . S 32

Verylikely | 563% 56.9% 51.2%
Somewhat likely | . 23.5% 23.4% 24.4%
‘Not very likely 61% 6.0% 7.3%
Not at all likely o 7:‘,1;6% 1.5% 2.4%
tdepends | 40% 3.6% 7.3%
D,Qr).trkniow‘/.-No}t‘ B 8“‘;5%,‘ o 8.7% 739
Mean | 354 3.55 3.46

Columbia Gas of Kentucky Customer Choice Survey
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Current Choice
Customers

Satisfaction with the
Choice program was high,
with 95% of respondents
saying they are satisfied
with the program.

TheMatrixGroup © 2012

This Qusality Souten for Slaket Rescanh

How satisfied are you with your participation in the Customer Choice

program?

Ty

R e B Y

Somewhat satisfied | 45.3% 44.3% 53.7%

‘Not very satisfied E 4.0% 3.9% 1 4.'9%

Not at all satisfied 0.8% 0.9% :

Mean | 3.44 3.45 3.37
Columbia Gas of Kentu;:ky Customer Choice Survey Page 25



Current Choice
Customers

The most common reason
for dissatisfaction with the
Customer Choice program
was a lack of savings.

TheMatrixGroup © 2012

The: Qaaabity Souren for Mihat Ricanits

Why are you not satisfied [with your participation in the Customer
Choice program]?*

Responses about lack of savings:

The bills are the same. They did not go down.

Because my bill has gone up compared to my neighbors who live
next door to me. It is just me who lives in the house, and | do not
use that much gas.

| have not saved money.

I don't like the rate.

I’'m not saving moniey.

They could lower the pfice more.

I did not see any changes in bills.

They guaranteed that they would be a certain percentage below
Columbia Gas, but they are higher.

| am not saving money anymore.

Am not saving money.

There hasn't been qhything negative other than not saving money.

Columbia Gas of Kentucky Customer Choice Survey Page 26



Current Choice
Customers

The other reasons for
dissatisfaction with the
program primarily
centered on a lack of
information and
difficulties switching
providers.

TheMatrixGroup © 2012

Thie Guality Sous for Madutt Retadst by

Why are you not satisfied [with your participation in the Customer
Choice program]?* (Continued)

Other responses:

I’m not aware of what | am saving, and it is not clear how much
you are saving.

| tried to change to a different provider, and it was a hassle.
It’s a hassle switching back.

| don’t really understand it. Columbia Gas should give out more
information, so that the customer can tell what would be the best
choice. | think the company should just choose the cheapest option
for the customer.

I do not know if I am still in it.
I don't really know:f I'm really participating. | don't know enough
about it. o

I got a call from Columbia Gas about a week or so ago about
continuing with the program, and they were very pushy, which I did
not like.

Columbia Gas of Kentucky Chstomer Choice Survey Page 27



Previous Choice
Customers

Previous commercial

Choice customers left the
program after a shorter
time period, on average,
than previous residential

Choice customers.

TheMatrixGroup

N

The Caakity Smaen for Sadet Reeast b

© 2012

-fLesS than 2_y‘ers" 23.4%
2 to under 10 years 68.0% 70.5% 33.3%
100r _i_no,ré years i ‘4.‘3% 4.5% -
Don'trecall | 43% 4.5% :
,M‘ean_yeajrs' 295 3.07 | 1f33~‘
‘ Median years 200 2.00 1.00

Columbia Gas of Kentucky Customer Choice Survey Page 28



Previous Choice

Customers

The main reason why

Previous Choice customers

stopped participating in

the program was because

they were not saving
money.

TheMatrixGroup © 2012

The Goaliy Souure for Mokt Riseartly

l was not savmg money
It ex lred | for otto -
It expired/ | forgot to/ 12.8% 13.6% .
Just didn’t renew. ’
Columibia Gas. was less e T :
: 10.6% - 11.4% -
—expenswe ; o .
Moved toa dn‘ferent

10.6% 11.4% -
residence s e
Prefer Columbla Gas 4.3% 4.5% -
I had problems Wlth S
: R 2.1% 2.3% -
mvgassuppher . R |
Other | 14.9% 15.9% -
Dontknow 43% 2.3% 33.3%

Other responses RS

| didn't like it.

I felt it would be simpler if there was an issue if the supplier and those

responsible for gas delivery were the same.
| went to a different supplier.
I'm not sure if I'm still enrolled in it or not.

I'm renting the home.

The company that we were with went under.
We are using electric now.

Columbia Gas of Kentucky Customer Choice Survey

Page 29



Never Choice
Customers

Approximately one-third
of non-Choice customers
were aware of the Choice
program.

© 2012

A

TheMatrixGroup
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Yes | 335% | 33.2% 38.9%
No |  665% |  668% 61.1%

Columbia Gas of Kentucky Customer Choice Survey .
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Never Choice
Customers

Those non-Choice
customers who have heard
of the program have
primarily chosen not to
participate because they
are satisfied with
Columbia Gas.

Many in this population
chose not to participate in
Choice, because they did
not believe they would
save money or they did
not understand the
program.

TheMatrixGroup © 2012

s Quality Sovatese St Shavket Reseastly

[If you have heard of it,] What has kept you from participating in the
Customer Choice program?*

am satisfied wi 53.4% 523% | 714%
Columbla Gas T . 5 L
, I o v
':\j’:;gﬁgi"e would 40.5% 42.2% 14.3%
| don’ tunderstan.d’ 2 ;}4035%5 0% | : 12.9%
the program ~ © |
'tt)'zvfl‘l’tod':‘“"h tro”b_? 1. 276% 25.7% 57.1%
I have no interest in : s 6;0,% o 6% S
participating 7 : ‘ ‘

»%ust haven t looked 4% 3.7% i
-into it . ] v
Other 16. 4%:_ 174% | -
Columbia Gas of Kentucky Customer Choice Survey Page 31



[If you have heard of it,] What has kept you from participating in the Customer Choice program?*

Sample of other responses :

| am too old to be switching companies now.

| did not want to get involved in switching companies. (2)

| do not like switching to a different company. |

I do not want to lock into anything right now.

| didn't like being locked into a rate.

I don't like less control with the fixed rate.

I never like a fixed rate.

I don't want to lock in the price. | don't know What WIII happen to the prices, so | don't want to be
locked in. i

I'm unsure of when gas rates will rise or fall.

I don't think | want a variable rate.

I don't feel it will give me enough control over monthly gas bill.

I do all bill paying on-line, and completing the Cho:ce program forms on-line isn't an option.

I have no need for it. |
I haven't found its value yet.
| haven't looked into switching to the Customer Choice program.

| like to use local gas.

| wasn't sure how long | was going to live in my current situation, so I didn't want to commit to
something for a year.

I would rather pay the bill in the winter months and breathe easier in the summer.

I'm distrustful of it. - Page 32




All Respondents

More than 75% of all
respondents said that it is
important to have the
ability to choose from
whom they buy their gas

supply.

Commercial customers
were more likely than
residential customers to
rate the ability to choose
as very important.

© 2012

A

TheMatrixGroup

Fhit Quakity Sonatent for Sladet Resezl

How important is it to you to have the ability to choose from whom
you buy your gas supply, whether you save money or not?

TN

3 "\a:.

T

ery im pdftaht : 67 54.8%
‘Somewhatimpqrtantz | 32.3% 32.6% 29.0%
Not very i'mparyta‘qftf . | 116% 12.0% 6.5%
, Nvot"at all 1mportant 6.5% 6.4% 8.1%
Don't 'knoyw‘ . 5.4}'%‘ 16%
‘Mean 3.20 3.33

Columbia Gas of Kentucky C‘ustomer Choice Survey Page 33



All Respondents

Current Choice customers
were significantly more
likely than other
customers to say that
having a choice of gas
suppliers is important.

Previous Choice customers
were the most likely to say
that the ability to choose
suppliers is not at all
important.

TheMatrixGroup © 2012

T Quatity Svuren for Sladat Riseanh

How lmportant is it to you to have the ability to choose from whom

you buy your gas supply, whether you save money or not?

;Very im'po}rtant:.j‘ 53.3% 2_7.v7%“' | ‘
Somewhat ixmport}a}n,t, 1 32.:3%: 28.3% 44.7% | 35.0%
Not veryimportant | 11.6% 8.8% 106% | 147%
Notatallimportant |  6.5% 5.3% 17.0% 6.4%
Don'tknow | 51% 4.3% - 6.6%
Mean 3.21 3.35 2.83 3.1
Columbia Gas of Kentucky Customer Choice Survey Page 34




All Respondents

Over 80% of respondents
did not know that they can
compare gas costs on the
PSC website.

Previous Choice customers
and Commercial
customers were the most
likely to know they could
find gas cost information
on the website.

TheMatrixGroup © 2012

This Chuatity Soueas for Aladet Risease b

Are you aware thq_t?:yo'u can compare Columbia’s gas cost to the gas
cost of gas suppliver,sfin the Customer Choice program on the Public
Service Commission’s website?

No | 818% 83.3% 64.5%

; | 213% ;
No | 818% | 808% 78.7% | 83.2%
Columbia Gas of Kentucky Customer Choice Survey Page 35
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Key findings
The initial objectives of the research were:

1. Measure awareness of the Customer Choice program
2. Assess the primary reasons for participation in the program

3. Understand why customers who are aware of the program
choose not to participate ...

4. Quantify the savings that participants perceive they have
realized through the program

5. Gauge overall satisfaction with the program
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Key findings

1. Measure awareness of the Customer Choice program

Awareness of the Choice program was low among non-Choice customers
(33% aware).

Both Choice and non-Choice customers were not aware of how the
Choice program works and what their options are.

Some Choice customers confused.the Choice program with the Budget
Payment Plan.

Many people did not know what fhe Choice program is, what the
benefits of joining are, or how to join.

[ ]
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Key findings

2. Assess the primary reasons for participation in the program

- The majority of Choice customers joined the program to save money.
« Commercial Choice respondents were the most likely to say they joined
to get a longer term fixed price.

» Most Previous Choice customers joined the program to save money as
well.

[
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Key findings

3. Understand why customers who are aware of the program
choose not to participate

. Of the non-Choice customers who are aware of the Choice program, but
choose not to participate, the largest percentage chose not to join
because they were satisfied with Columbia Gas.

- Other significant reasons why aware non-Choice customers chose not to
participate were that they did not believe they would save money or they
do not understand the program.
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Key findings

4. Quantify the savings that participants perceive they have
realized through the program

. The average perceived dollar amount saved through the Choice program
was $107.02.

« The average perceived percentage amount saved through the Choice
program was 15.1%.

- More than 45% of Choice respondents said they either have not saved
any money by participating or do not know if they have saved money.
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Key findings

5. Gauge overall satisfaction with the program

. Satisfaction with the Choice program is high among Current Choice
respondents.

. The primary complaint with the Choice program among both Current and
Previous Choice respondents was a lack of savings.
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Key findings
Other findings to note:

. A significant percentage of Choice customers said they would switch back
to Columbia Gas if their monthly gas bills were not lower as a result of
the Choice program.

. Nearly 85% of all respondents did not know that they could compare gas
costs on the Public Service Commission’s website.

- It seems that customers are not actively seekihg opportunities to choose
suppliers, nor are they looking for information to help them make a
decision. o
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Insights
. One major and unexpected finding of the research was the

extent to which customers are confused about the Choice
program, and even whether or not they are participating in it.

- Many Choice customers confused the Choice program with the
budget payment plan.

- Ultimately, customers need to be much better informed about
the Choice program in order for the perceived merits of the
program to be fully assessed.

. The Matrix Group recommends that future research into the
Choice program takes into consideration the extent of natural
gas customers’ confusion and misperceptions about the
program.
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