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2019 Industrial & Commercial Customer Survey 

In Quarter 4 2019, Wellington North Power Inc. (WNP) conducted a survey of its Industrial and Commercial (I&C) 

customers, i.e. those customers in the customer rate class of General Service 1,000 to 4,999kW. 

The survey questions were prepared by WNP and were e-mailed to I&C customers. Customers completed the 

survey and e-mailed their responses to WNP. 

Survey Objective 

The intent of the survey was to capture customers’ feedback to assist WNP with business planning for the period 

2021 to 2025. The responses will help provide an insight into the services offered by WNP as well better 

understand the needs and preferences of our customers. 

Survey Questions 

Survey questions focused on the following themes: 

1. Satisfaction; 

2. Rating of Service Provided; 

3. Power outages; 

4. Effectiveness during an Outage; 

5. Company profile; 

6. Investment priorities; 

7. Price and reliability; and 

8. Trust. 

 

Survey Reponses 

WNP has four I&C customers accounting for five accounts in customer rate class General Service 1,000 to 

4,999kW. In 2019, these four customers accounted for approximately 43% of all electricity consumed by WNP 

customers. 

Three of the four (75%) I& C customers submitted survey responses. (The fourth customer did not complete a 

survey although WNP did follow-up several times.) The LDC acknowledges the small survey group of four 

customers; however the responses do provide valuable feedback to how our larger customers perceive the 

services offered by Wellington North Power and assist in preparing capital plans and operating budgets. 
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1. Satisfaction 
The chart below summarizes how I&C customers rate the overall service provided by WNP: 

 

Findings: 

o All 3 customers rated WNP’s overall service as “Very Satisfied”. 

 

For consideration: 

These customers are dependent on a reliable electricity supply to maintain their day-to-day operations. WNP 

has worked hard to forge good relationships with these customers which have included: 

o Advanced notice of planned power outages; 

o Meetings to address bill or payment queries and discuss industry items such as Class A ICI participation; 

o Meetings with engineers and plant managers to discuss voltage concerns, plant expansion plans and 

conservation programs; 

o Cell and e-mail contact details for WNP’s CEO/President. 

WNP will continue to work hard in maintaining the relationships with I&C customers.  
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2. Service Rating 
Customers were given a series of statements and asked if they “Agree”, “Disagree” or were “Undecided” with 

each statement. The chart below shows the collated responses: 

 

 

Findings: 

o All customers who responded rated “Agree” for all eight statements. A rating of “Agree” denotes that I&C 

customers have a positive experience of the services provided by WNP. 

For consideration: 

WNP will continue to work hard in maintaining the relationships with I&C customers. 
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3. Power Outages 
This question asked if customers had experienced a power outage in the past 12 months and, during the outage, 

had they tried to contact WNP. 

Findings: 

67% respondents had experienced a power outage during the last 12 months with 67% trying to contact WNP 

during the outage: 

 

The respondents who did try to contact WNP during an outage used the telephone as their communication 

method:  

 

WNP’s CEO/President has forged good relationships with I&C customers. During outages, I&C customers contact 

the CEO/President on his cell phone or by e-mail for updates about causes and restoration times. I&C customers 

need reliable and updated information to make decisions which may include plant shutdown. 

For consideration: 

WNP will continue to work hard in maintaining the relationships with I&C customers. 
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I&C Survey: 
Q: During a power outage, what method did you use to 
contact WNP?
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4. Effectiveness during an Outage 
This question asked, during an outage, how effective WNP was not only in responding to the outage but also 

providing information to customers. Against a seven of statements, customers could select “Effective”, 

“Ineffective” or “Undecided”.  

Findings: 

o All respondents agreed that WNP is effective in responding to power outages 

o 1 customer rates WNP as “Ineffective” for (a) communicating updates periodically and (b) providing 

estimated restoration times. 

 

 

For consideration: 

Perhaps WNP should explore an outage management tool that provides I&C customers with current and 

appropriate information to help the customer help-themselves, rather than wait for a return call or e-mail from 

the CEO/President? 
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Power Outage Text Service 
The I&C survey included a question asking customers: 

“Would you pay a monthly fee to be alerted by test of power outages and restoration times?” 

Findings: 

o Two customers responded they would like this service and would pay a monthly subscription fee of up 

to $10. 

o One customer did not want this service. 

 

For consideration: 

Given that 2 out of 3 I&C customers (67%)  indicated they wanted a text service alerting them of a power outage 

and when power had been restored, WNP should quantify if non I&C business customers would also subscribe 

to this service and be willing to pay for it. This opportunity should be explored if there is customer demand for 

this service. 
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5. Company Profile 
This question considered how customers felt about WNP. Customers were provided with a series of statements 

enabling respondents to choose either “Agree”, “Disagree” or “Undecided” with each statement. The chart 

below shows the collated responses: 

 

Findings: 

 

o 67% of the survey population (2 respondents of 3) agreed that WNP is a trusted company. 

o 67% of the survey population agreed that WNP is respected in the community and 67% also agreed the 

LDC has high standards of business ethics. 

o 100% of the survey population (146 respondents) agreed WNP operates a cost-effective hydro system.  

o “Is a socially responsible company” statement was rated as “Undecided” by 67% of I&C customers. 

For consideration: 

From the survey results, the LDC needs to consider: 

a) An article in the local newspaper each quarter about capital projects completed and future plans which 

could make reference to being social-responsible (i.e. safe disposal of oil-filled transformers). 

b) Annual breakfast business meetings to present proposed operating budgets and capital investment 

plans to help inform I&C customers about what options were explored, why investment is needed and 

how the LDC is being cost-effective for stakeholders’ needs today and for the future. 
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6. Investment Priorities 
This question sought customers’ opinions about how WNP should invest. Customers were provided with a series 

of statements enabling respondents to choose either “High Priority”, “Low Priority” or “No Opinion” with each 

statement. The chart below shows the collated responses: 

 

Findings: 

 

o “Reducing response times to outages” was the most popular “high priority” of all the statements 

provided. 

o “Burying overhead wires” was the lowest “high priority” as rated by none of the respondents. 

o Of all the statements, “Having an on-line outage map” achieved the most varied response with 

respondents equally rating this statement as a high priority, a low priority or no opinion.  

For consideration: 

As mentioned previously, I&C customers are reliant upon having a reliable power source to operate their facility. 

Outages can lead to shifts being cancelled and even plant closure until power is restored. WNP is not surprised 

that “reducing response times to outages” was the highest priority of I&C customers. 
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7. Price and Reliability 
This question asked customers to rate five statements from 1 being most important to them to 5 being of least 

important. The statements were: 

a) Pay lower electricity rates with reduced reliability. 

b) Pay higher electricity rates with increased reliability. 

c) Increase spending to accommodate grid modernization. 

d) Pay higher electricity rates to pay for burying cables. 

e) Continue with current investment spending levels to balance electricity reliability and rates. 

Findings: 

The table below shows the results as a percentage of all responses received: 

 

The table below shows the results by the number of survey respondents: 

 

o “Continue with current investment spending levels to balance electricity reliability and rates” statement 

was ranked as the highest “most important” score of all statements. 

o  “Increase spending to accommodate grid modernization” was the highest neutral statement with 67% 

of respondents scoring this a “3” (i.e. neither important nor not important). 

o “Pay lower electricity rates with reduced reliability” was rated as the “least important” statement as all 

respondents the scored this with a “5”. 

For consideration: 

In preparing its capital plans and setting operating budgets, based upon the survey result, WNP should continue 

with current investment spending levels to balance electricity reliability and rates. 

 

Next Steps: 

WNP will share the survey results, including customer comments, with employees and directors. This 

information will assist the LDC with its planning and budget processes as well as determining customers’ needs 

and preferences for today and the future. 


