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TSE Member Survey – Trends & Analysis 2007 Q2 
Background: 

The TSE Member Satisfaction Tracking Survey is designed to monitor seven types of member 
contacts. A sample of these types of members is selected on a pre-determined schedule from a 
master file and transaction file provided by NHEC. 
 
Telephone interviews are completed both with a sample of members who had contact with NHEC 
and also with a sample of members from the general population. The survey is conducted bi-
weekly with results provide on a quarterly basis. Each quarterly report is based on approximately 
255 responses. (TSE performs about 9,373 interviews for 34 co-ops each quarter.) 
 
A full report, all 100+ pages, is available upon request every quarter. NHEC’s results, aka the 
“Mean Rating,” are compared against the results of all respondents in all 34 co-ops, the “Quarterly 
Benchmark.” Below are the bare necessities; a look at the mean rating for NHEC’s historical trends 
over 1 full year (5 quarters). 
 
All surveyed members are asked their satisfaction with the overall service received from NHEC 
using a scale of 1 to 10, with 1 being ‘Very Dissatisfied’ and 10 being ‘Very Satisfied’. 
 
Note: 

The level of member satisfaction with NHEC’s performance is significantly lower than the Quarterly 
Benchmark values for all Service Activities. 

 

Historical Trend – Overall Satisfaction by Type of Contact (Table 1) 

Historical Performance Trends

8.20 8.22

8.38 8.34

8.07

8.32

8.15

8.45

7.30
7.43

7.71

8.20

7.46

8.58

8.80

8.19

7.31

8.88

8.38

7.50

9.00

8.58

6.50

8.50

8.77

8.42
8.53

8.67

7.98

7.61

8.168.13

8.57

7.50

8.27

8.45
8.38

7.92

6.50

6.75

7.00

7.25

7.50

7.75

8.00

8.25

8.50

8.75

9.00

9.25

All Respondents 8.20 8.22 8.38 8.16 8.34 8.07

Right of Way 8.13 8.32 8.15 8.45 7.50 7.30

Outage 8.15 7.43 7.71 8.20 8.39 7.46

New Service 8.58 8.80 8.19 7.31 8.27 8.88

Temporary Construction Service 8.38 7.50 9.00 8.58 6.50 8.50

General Population 8.12 8.38 8.77 8.42 8.57 8.45

Call Center 8.18 8.53 8.67 7.98 7.92 7.61

1Q 06 2Q 06 3Q 06 4Q 06 1Q 07 2Q 07 

 



7/31/2007 

Performance of Service Activities (Table 3)      

NHEC Historical Satisfaction Trends
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Handling complaints & problems 8.39 8.21 8.30 8.08 8.29 8.09

Being friendly & courteous 8.80 8.94 9.05 8.78 8.82 8.86

Having competent & knowledgeable employees 8.65 8.75 8.88 8.51 8.72 8.60

Looking out for your best interests 7.25 7.13 7.63 7.39 7.57 7.32

Being committed to the community 8.23 8.28 8.33 8.14 8.15 7.82

Providing good value for the money 7.37 7.41 7.42 7.16 7.23 7.08

Being modern and up-to-date 8.05 8.00 7.97 7.89 8.09 7.97

Providing reliable service 8.21 8.19 8.44 8.26 8.60 8.30

Helping you learn to manage your energy use 7.90 7.64 7.68 7.68 7.92 7.61
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Level of satisfaction is highest: • “BEING FRIENDLY AND COURTEOUS” (8.86) 

• “COMPETENT & KNOWLEDGEABLE EMPLOYEES” (8.60) 
 
Level of satisfaction is lowest: • “PROVIDING GOOD VALUE for the money” (7.08) 

• “LOOKING OUT FOR YOUR BEST INTERESTS” (7.32) 
 
 

Quadrant Analysis – Importance of Service Activities – Q2 2007 

 
 
 

In plain terms, the most important service activities  
affecting member satisfaction are: 
1. Providing Good Value 7.08 (lowest score) 
2. Manage Energy Use 7.61 
3. Handling Problems & Complaints 8.09 
4. Providing Reliable Service 8.30 
 
So, “Providing Good Value”, Helping Me Manage My  
Energy Use”, and “Handling Problems” are drivers in  
enhancing satisfaction. “Community Commitment”  
seems to have little significant impact on overall 
satisfaction. 

 

NHEC scored LOWEST on the 1 thing that is 
the MOST IMPORTANT to our members! 


