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E Source Announces Top Utilities in  
Large Business Customer Satisfaction 
Study Finds Fairness and Attentiveness  

Are Prime Drivers of Satisfaction 
 
BOULDER, CO, September 1, 2010—Silicon Valley Power, Portland General Electric, 
Florida Power & Light Co., and Tacoma Power took top honors in the 2010 E Source Gap 
and Priority Benchmark: A Survey of Utility Large Business Customers. Silicon Valley 
Power’s large business customers gave the utility uniformly high scores in every 
measure, including satisfaction with the utility and their account representative and the 
value provided by the utility relative to the price paid for energy. Silicon Valley Power 
received an overall rating of 9.0 on a scale from 1 to 10. 
 
Portland General Electric, Florida Power & Light, and Tacoma Power tied for second 
place with an overall rating of 8.6. Portland General Electric’s customers were notably 
satisfied with their account representatives, who were among the best in the industry. 
Florida Power & Light’s account management team also led its utility to high marks 
because the utility’s customers rated their account representatives highly in the value 
provided relative to the price paid for energy. Tacoma Power performed particularly well 
in the satisfaction and value provided by the utility itself, although it’s important to note 
that the account management team also scored highly in satisfaction. 
 
The annual E Source Gap and Priority Benchmark is based on survey responses from 
more than 1,400 U.S. utility large business customers. In addition to indicating their most 
important priorities, customers were asked to rate their satisfaction and the overall value 
provided by their utility and their utility account representative.  
 
According to the 2010 survey results, reliability continues to be of top importance to large 
business customers, and they still strongly feel that their utilities aren’t doing enough to 
keep prices down. Perceived fairness and attentiveness to customers’ needs are the 
prime drivers of satisfaction this year. 
 
Mike Hildebrand, director of E Source Business & Residential Market Services, explains, 
“Utilities can take quick action by understanding the three main pieces of the customer 
service puzzle provided by the survey results: what’s important to their large business 
customers, what improves satisfaction the most, and the gap between where they are 
now and where their customers want them to be.” 
 
Participating utilities receive an in-depth individualized report analyzing the largest gaps 
between what their customers perceive as important and how well the utility actually 
performs, along with actionable recommendations for improvement. All participants also 
receive the summary report “2010 E Source Gap and Priority Benchmark: A Survey of 



 

Utility Large Business Customers,” which provides a national benchmark of large 
business customer needs, highlights best practices, and offers overall recommendations 
for utilities wishing to improve large business customer satisfaction. This benchmark 
study is conducted annually in the spring for members of the E Source Business Market 
Service. Other utilities may participate for a fee. For more information, please visit 
www.esource.com/public/products/bms#benchmark. 
 
About E Source 
E Source has been providing unbiased, objective energy business intelligence to over 
300 utilities and large energy users for more than 20 years. Our benchmarking services 
are supported by the latest market research looking at what customers want from their 
utilities. Our research analysts and consultants are among the best minds in the 
business, delivering significant and timely research that equips our customers with the 
right information at the right time to make better, faster decisions. We predict and 
address trends, technologies, and problems related to energy efficiency, utility customer 
satisfaction, program design, marketing, customer management, and sustainability. For 
more information, please visit www.esource.com. 
 
Public Relations Contact  
For details about scheduling interviews with the research staff or service manager 
involved with this benchmark study, please contact:  
 
Wendy Bloechle, Director of Marketing, E Source 
wendy_bloechle@esource.com  
303-345-9158 
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