




































































ON DATE 02

DEPI RMKI

O PH AND DIR ASST
071797 FOR 143.45. MTM/CRE

DEL.

INTO

FAXED POST FOR DEL O
E CHILD AND SUSAN (MOTHER) HAS CHRG OFF/
06/03/97 08:05 60563 VANESSA WBI TODAY TO

PAY 40.00 AS AGREED PER PRIOR CASO DP CONT

TRAN CODE

ATTACHMENT 1
PAGE 9 10




JS ACTIVI ON DATE 02/97

RD ROUTE 7041 APPR DEPI RMKI

BALANCE 157.90 ACTIVITY MULT

SERV G

CREDIT ARRANGEMENTS MULT . v
NT DATE TIME OPER DATE O

21/97 09:38 33463 06/19/97 SET CUST ON DPA OF 1

N W/JUN DUE DATE L PY 40.00 ON 6/2

97 09:26 60063 JAMIE CLLD BACK TO
DISC EITHER ON BILL OR OTHERWISE

3.18 70814 JAMIE FRM COUNTY WEL

VANESSA SAID SHE WBI

ATTACHMENT 1
PAGE 10 OF 10




8750540-20 STATUS ACTIVE ON DATE 02/97 PAGE 1
RD ROUTE 7041 APPR DEPI RMKI CRED
10/24/97
BALANCE 1 CIS ACTIVITY MULT
SERV G

REMARKS INFORMATION ***tesvessssnsssescnssavanens
SEGMENT TYPE OF REMARK

27 W 20TH STREET IS THE OTHER HA

ATTACHMENT 2
PAGE 1 OF &




8750540-20 L TUS ACTIV ON DATE 02/97 PAGE 2
COBB, VANESSA M RD ROUTE 7041 APPR DEPI RMKI CRED

625 W 20TH ST
SIOUX FALLS,SD BALANCE 157.90

* REMARKS INFORMATION *
SEGMENT TYPE OF REMARK

TOMER COMPLAINT
SUSAN/VANESSA COBB HAVE FILED A SDPUC COMPLAINT, REQUESTING
MEC ENTER INTO PAYMENT ARRANGEMENTS. MIDAMERICAN HAS ADVISED
MS. COBB AND LENI HEALY NO ARRANGEMENTS WILL BE MADE, DISCO
NNECTION WILL PROCEED. B.COUGHLIN X8012 DAV-CSQUALITY

/97 50815 PREMISE INFORMATIVE
POSSIBLE PHONE#®S TO CONTACT LANDLORD, BRUCE ITTERMAN
WORK--605- -9100
HOME--€05-743-5406

PF15 - MENU

10/24/97
CIS ACTIVITY MULT

SERV G




STATU. ON DATE 02/97 PAGE 3
RD ROUTE 7041 APPR DEPI RMKI CRED
10/24/97
BALANCE 157.90 CIS ACTIVITY MULT
MAIL SERV G
INFORMATION **e*tvsssssssssassesnsansnnne

NT TYPE OF REMARK

NANTING PAY ARRANGEMENTS ON
O ARRANGEMENTS AVAILABLE TO
JE TO PAST CREDIT HISTORY B

INFORMATIVE
PLAINT: SUSAN IS NOT CUSTOME
R OF RECORD,VANESSA WILL NEED TO CONTACT MEC TO DISCUSS PAYM
ENT ARRANGEMENTS X6060

ATTACHMENT 2
PAGE 3 OF 8




STATUS ACTI ON DATE 02/
RD ROUTE 7041 APPR DEPI RMKI
S W 20TH ST
SIOUX FALLS,SD BALANCE

COMPLAIN
ENGA LEX SED CAMERON HOSECK, SCPUC A
AT 12:00 P.M N 8/20/97 THAT MEC WOULD BE PROCEEDIN
H THE DISCONNECTION OF GAS SERVICE AT THE CURB B.COUG

X8012 DAV-LEGAL

USTN R INFORMATIVE
BE DISC IN STREET, POLICE ESCORT SH
PERTY

0!

PF1S - MENU

ATTACHMENT 2
PAGE 4 OF &




VE ON DATE 02/97
APPR DEPI RMKI

%0 CIS ACTIVITY MULT
MAIL SERV G
JRMATION **essssesrsnsssvsnasssssssnans

OF REMARK

MAT IV

T RESP FOR THI
SOLELY RESP FOR ACCOUNT. JGC

INFORMATIVE
SIONER 7-17-97 PM.COBB CLAIM
FOR HEARING.EXPLAINED COMMISIO
N KULED,COBE NELD FULL AMT.DUE + SUSAN'S ARREARS+DEPOSIT,QUO
TED INDEBTED HOUSEHOLD.COBE TOLD SDPUC SHE CLD PAY 173.00.IN
THE PM.AGREED TO WORK WITH CUST.NOTE CRED 7-18-97. DLH X6060

PF15 - MENU

ATTACHMENT 2
PAGE 5 OF 8




ACTIVE ON DATE

PAGE 6
RD ROUTE 7041 APPR DEPI RMKI CRED
10/24/97
BALANCE 1 CIS ACTIVITY MULT
PEsssssvesssesesseesess DEMARNS INFORMATI

TAKEN MENT

*( FILED
TERMINATE SEI

PUC REQUESTING MEC

ICE BECAUSE DAUGHTER UNDERAGE. SDPUC

TRAN CODE -

ATTACHMENT 2

PAGE 6 OF 8




8750540~

STATUS 5 ON DATE 02 PAGE 7

COBB, VANESSA » RD ROUTE 7041 APPR DEPI RMKI CRED
SERV ADD 625 W 20TH 10/24/97

DATE TAKEN

CALLED L

NAGERS
TED TO

ACTIVITY MULT
SERV G

Cesassasasessasaesaenee g ON *esssssssrsrsrnrassantanneses

OPER TYPE OF REMARK

32883 R INFORMA'

VANESSA M COBB IS 1 OLD DAUGHTER OF SUSAN L COBB
SUSAN L
ULD OF O

MA| SUSAN COBB OWES WOFF BAL OF $58.74 & SHO
IGINALLY BEEN DENIED SERVICE HERE ALSO SUSAN OWED
MAKINS NAME BUT HAD FILED BKCY ON BOTH OF T

INFORMATIVE
ADVISED 874 CHASED TWO TEE
ERE TO TONN. THE TEENAGERS ATTEMP
JT AGAIN AND LOCKED THE BACK

DOOR. MRS THANKED

TRAN CODE

ATTACHMENT 2
PAGE 7 OF 8




— D

s

roa

ON DATE 02/97 PAGE 8
APPR DEPI RMKI CRED
24/9
CIS ACTIVITY MULT
SERV G

TYPE OF REMARK

INFORMATIVE
"HGD OFF ACCT 2604900-26
B FULL BEFORE WE WILL
HER NAME; ADVISD HER WE WLD REFUSE SERV

ADDRESS IF SHE WLD BE BENF NG FRM THE

ATTACHMENT 2
PAGE 8 OF 8




COBB, VANESSA M
DD 625 W Z0TH ST
SIOUX FALLS,SD

CPAY PART
BILL DUE
CPAY PART
BILL DUE 0s
LPMT

BILL DUE 05

31/97 BILL DUE 04

TRAN CODE

ON DATE 02/97 PAGE 1
RD ROUTE 7041 APPR DEPI RMKI CRED
10/25/97
BALANCE 157.90 CIS ACTIVITY MULT

BILL/PAYMENT

ATTACHMENT 3
PAGE 1 OF 1




ACCT 0 YCL STATUS ACTIVE ON T
NAME C ] RD ROUTE 7041 APPR DEPI
V ADD 625 W T
OUX FALLS,ST BALANCE

sssssesres DEDRY
RRENT DEPOSIT TAL $129.00
SIT INTEREST ACCUM ANT T INTEREST POSTED
PT DATE INTEREST REFUND/NSF DATE DEPOSIT TYPE

8/20/9

TRAN CODE -




Barbara A Coughin
lenh

re.NGS7. 018, COBB COMPLAINT
Wednesday. November 26, 1997 4 08PM

Lo

The only information MidAmerican has concerning Susan Cobb completing a
survey 13 what Susan Cobb wrote in her complaint

MsdAmernican conducts three survey types

1. Post Card Surves
2. Focus Group Surveys
3 Telephone Surveys

Only in the Post Card Survey, whnch MidAmencan conducts, does MdAmencan
know the identity of the participants. Our database was reviewed today
Susan Cobb has never besn maded a post card

The Focus Group Surveys and Telephone Surveys are conducted by thwed party
vendors and are based upon selection critena as denved by MedAmerncan

In evther case. the identity of the mdwidual participant 5 unknown to
MidAmerican, with one exception That exception is. f the mdwdual
Participant chooses 1o have a problem or need resolved. they may make that
wish known to the thid party vendor who formardu/tares hat mformation to
MidAmencan  Only the customer name and open ended question nformation
 taxed. A search of our records has shown that if Susan Codb
Participated in one of the surveys, she dd not choose to have us respond

Gata 15 i the aggregate formet and not at the mdmdual level

From Ms. Cobb's comment, we can only assume it was the telephone survey she
responded to. a3 the Focus Group Survey 13 » a face 1o tace group setting.
and not al groups are aware that the survey is bewng conducted for
MidAmerican. The Telephone Surve consists of 28 page scrpt.  Would
you e me to fax ol 26 pages or just the last page of the Telaphone

CTipt that contams the open ended question that asks the customer
 haishe desres contact from NedAmencan about a specihic subect?

Adationally the onfy source of mformanion our front kne employees have
about a particular sccount s found in the Remarks Information and Credvt
Information screens of our C system  Copees of those screens have

previously been provided to you. You will note, thare is comment on exther
of those sets of screens Concenning particpatIon i a survey

Lot me know i you have uestions concerrung the above

BARB COUGHLIN
3193338012




MidAmerican

‘ amsney

FAX TRANSMISSION COVER SHEET

Please deliver to: __( ;ﬁvno MJ

gy sikanll KDnl ot 4 A

Fax No._(0%5]113-5809 Telephone No.
Total No. of pages, including cover sheet: Qg

Fm"-"m@gé&aa_ Date___/3-1-97
533'é 9N

Fax No. __(319) Telephone No. _3/ o/

Note:

One RiverCenter Mace + 106 East Second Street + Davenport, 1A 52801




FAX NO. 3183338085

MidAmerican Transaction Survey Q2

QA MOVE IN PHONE CENTER

QB MOVE IN TYPE OF TRANSACTION (NOTE: CISQ ONLY FOR WEST)

QBB. MOVE IN SIGN IN LD, (T NUMBER)

QC. MOVE IN ACCOUNT NUMBER FROM SAMPLE




97 MON 12:56 P ME T SERV QUALITY FAX NO. 3193338085

MdAmerican Transaction Survey Q2
Final - Quarter 2, 1997
5697 )t

QD. MOVE IN DATE OF CONTACT FROM SAMPLE
Year __
Month

On. .
Day of Week

MOVE IN CUSTOMER TYPE
EAST RESIDENTIAL:
R= RESIDENTIAL

QE MOVE IN TIME OF CONTACT FROM SAMPLE (DON'T HAVE)

QEEE. MOVE IN SERVICE TYPE FOR EAST ONLY

E= ELECTRIC SERVICE
G=  GAS SERVICE
B  ELECTRIC-GAS SERVICE

Helio, I'm from MSI Research, a national research company. We are calling
youu\bohanduﬂmvuntrmw They would like your opinions about how your most recent
contact with them went

OF In the last couple of days, have you or has anyone in your (HOUSEHOLD/BUSINESS)
od “nergy?

Know (TERMINA
Refused (TERMINATE}




M JAmerican Transaction Survey Q2
Finul - Quarter 2, 1997
5697 jt

QG Are you the person who contacted the company on (MOVE IN DATE FROM SAMPLE)?

Yes ([CONTINUE}

No (ASK TO SPEAK WITH THAT PERSON AND RE-READ INTRODUCTION; IF
UNAVAILABLE. ARRANGE CALLBACK, THEN TERMINATE)

Don't know (TERMINATE)

Retused (TERMINATE}

(IF QA > 0 ASK QH. OTHERWISE GO TO FIL TER BEFORE QHH)

QH. MdAmerican's records show that you calied them on that day. Is this correct?

Yes called

No (TERMINATE}

Don't know [TERMINATE}
Retused (TERMINATE)

{IF QAA > 0 ASK QHH. OTHERWISE GO 1O O}
QHH. MdAmerican's record show that you visited their office on that day. Is this correct?

Yes, visted

No (TERMINATE)

Dot know [TERMINATE)
Retused [TERMINATE)

Just 1o confirm, do you receive alectnc service from MidAmerican Energy

Yes

No

Don't know
Retused

And, do you receive natural gas service from MidAmerican Energy?

Yes

No

Don’t know
Refused




FAX NO. 3193333085

MicAmencan Transaction Survey Q2
Firw! - Quarter 2, 1967
5697 t

{IF QI NE 1 AND QJ NE 1 TERMINATE}

First, before asking you specific questions about your contact, I'd like to ask you a few general
questions about MidAmencan Energy.

On a zerototen scaie with zero meaning a very LI"'IVQ’INO feeling, ten meaning a very
favorable feeling and five meaning not I'd ke you to rate
your overall feelings toward MidAmerican Energy. (IF NECESSARY Of course you can use any
number from zero to ten.)

a1 How do you feel about MdAmerican Energy on this zero-to-ten scale?
[RECORD 0-10 RATING)

1 Don't know
12 Retused/NA

(IF Q1=0-4 ASK Q1A, OTHERWISE GO TO FILTER BEFORE Q18)

Q1A. Why did you give MidAmerican a [RESTORE RESPONSE FROM Q1] rating? (PROBE
FOR SPECIFICS)

(IF O1=5 ASK Q1B, OTHERWISE GO TO FILTER BEFORE Q1C)

Q18. Why did you give MidAmerican a 5 rating? (PROBE FOR SPECIFICS)

{IF Q1=8-8 ASK Q1C, OTHERWISE GO TO FIL TER BEFORF Q1D}

Q1C. Why did you give MidAmerican a [RESTORE RESPONSE FROM Q1) rating? (PROBE
FOR SPECIFICS)

{IF Q1=9-10 ASK G1D, OTHERWISE GO TO Q5A}

Q1D. Why did you give MidAmerican a [RESTORE RESPONSE FROM Q1] rating? (PROBE
FOR SPECIFICS)

NOT ASKED

NOT ASKED




1-97 MON 1

MidAmericen Transsction Survey Q2
Final - Quarter 2. 1997

697 ft

Qs NOT ASKED

Q5A. Do you remember reading, seeing, or hearing any advertising from MidAmencan Energy
in the last 3 months?

1 Yes

H No

3 Don't know
4 Retused

QsB. NOT ASKED

Now, let's turn 10 your recent contact with MidAmerican Energy.

Q6 What was the PRIMARY reason for your recent (callivisit) to MidAmerican Energy? (ASK
AS OPEN END; ACCEPT 1 MENTION)

A biling inquiry having to do with date/amounts/charges.

A HIGH bill inquiry.

Payment arranger payment
Tum on/olf service request or inquiry.

Service reconnected

Apphance service request/nquiry

Meter reading request/inquiry

Pay the bil

Budget biling

Transfer servica/Change name on bill

To report a power outage

To get a restoration estimate of when power would be restored

To report a wire down, wire on fire, or other emergency with electrical wires
No heat

Gus leak

Provide a meter reading

Energy Audit

Rebate

Financing
Other [SPECIFY-1]
Don't know




V QUALITY FAX NO. 3193338085

MidAmerican Transaction
Final - Quarter 2, 1997
5697 jt

CALLERS ONLY
{IF QH=1, ASK Q7-Q33, OTHERWISE GO TO FILTER BEFORE Q34)

Q7 Thinking just about your call, I'd kke you 1o rate your call experience on a zero-to-ten scale
where ZERO means a POOR EXPERIENCE, TEN means an EXCELLENT EXPERIENCE
and FIVE means neither poor nor excellent. You can use any number between zero and
ten. How would you rate this experience?

[RECORD RATING 0-10]

1" Don't know
12 Refused/NA

Q8 NOTASKED

QS5 NOT ASKED

QSA. Did you make arrangements for a MidAmerican service person to come out to your
(HOME/BUSINESS) as a result of your call?

Yes

No
Don't know
Refused

(IF Q9A=1 ASK Q9B; OTHERWISE GO TO Q11X)
Q9B. Has a service person actually come out to your (HOME/BUSINESS) yet?

Yes

No

Don't know
Refused

NOT ASKED




MiaAmericen Trarasction Survey G2
Final - Quarter 2, 1997
5697 1

Q11X The FIRST time that you called rican Energy. what Did you...(READ
CODES 1-5)

Speak immediately with a representative
Hear a rocording

Hear a busy signal

Hear a ringing but no answer, or
Something eise [SPECIFY)

Dont know

Refused

{IF Q11 X=2, ASK Q11A; OTHERWISE GO TO Q13B)

Q11A When you heard the recording, did you . (READ CODES 1-2)

1 Hold for a representative, or
2 Hang up

3 [VOL] Other [SPECIFY]

4

5

(IF Q11A-2 ASK Q12; OTHERWISE GO TO Q138)

Q12.  After | read a hist of reasons, tell me which one best describes why you hung up before you
spoke with a reprasentative on this first cal’? (READ CODES 1-5)

The wait was too long

A recording said o call back at another time
You were drsconnected

Some other reason [SPECIFY)

Don't know

Retused

Q13 NOT ASKED

{ASK ALL)

Q13A. NOT ASKED




CUST SERV QUALITY FAX NO.

Q138. On the call that you got through, how long, ff at all, did you have to wat o speak with a
customer representative? (ASK AS OPEN END; READ CODES AS NECESSARY TO
CLASSIFY)

Did not walt at all

1 minute (UP TO 2 MINUTES)

2 minutes (UP TO 3 MINUTES)

3 minutes (UP TO 4 MINUTES)

4 minutes (UP TO 5 MINUTES)

5 10 9 minutes (UP TO 10 MINUTES)
10 minutes or more

Don't know

Refused

OCDNOTAWN =

{IF Q138-2-13 ASK Q14, OTHERWISE GO 10 Q18}

Q14 cm:wnumtmummm;ounmwummwum was this

very
mml ul'smble or very unreasonable amount of time to wn!r‘l

Neither reasonabie nor unreasonable
Somewhat unreasonable

Very unreasonable

Don't know

Refused/NA




Sometimes during busy calling periods, it is not possibie for a customer 1o speak with a
representative immediately. I'd like 1o read several things that could occur in this situation,
and have you tell me which ONF of these you would recommend MidAmerican Energy do.
Il read al the choxces and then ask for your answer. (READ CODES 1-5)

(ROTATE 1-5 CODES)

Hear a busy signal

Hear a recording saying that all reps are busy and that your call will ba handied as
quickly as possibie

Hear a recording telling you the times that you could call back and be helped by a
customer rep more quickly

Hear music

Leave a message for a MidAmerican Energy rep to call you back

Al of these [VOL]

None of these [VOL]

Something else [SPECIFY] [VOL]

Don't care [VOL]

Don't know

Refused

(IF Q15=5 ASK Q16; OTHFRWISE GO TO Q17}

Q16 When would you @ someone from MidAmerican Energy to call you back? (ASK AS

xpect
OPEN END) (TECH NOTE: PROBE FOR SPECIFICS. WE ARE LOOKING FOR A
SPECIFIC TIME)

[RECORD NUMBER OF HOURS 0-23]
[RECORD NUMBER OF MINUTES 1-59]

24 One day or more
88 Don't know
9 Refused

NOT ASKED




SERV QUALITY FAX NO. 3193338085

MidAmerican Tranesction Survey 02

Final - Ouarter 2, 1997

5697t

Now thinking again about your recent call when you spoke to the MidAmerican Energy

representative

Q18 AFTER the customer representative started 1o help you, did the representative have 1o put
you on hoid for some reason?

Yes

No
Don't know
Refused

Q18A. NOT ASKED

{IF Q18-1 ASK O188; OTHERWISE GO 10 G20)

Q188. How long were you on hold? (ASK AS OPEN END)

1-15 seconds

16-30 seconds

31-45 seconds

46-59 seconds

1 minute (UP TO 2 MINUTES)
2 minutes (UP TO 3 MINUTES)
3 minutes (UP TO 4 MINUTES)
4 minutes (UP 10 5 MINUTES)
5 10 9 minutes (UP TO 10 MINUTES)
10 minutes or more

Don't know

Retused

Considering the amount of time you were on hold, was this a very reasonable, somewhat
reasonable, neither nor or very
unreasonable amount of time to wait?

Very rcasonable




MiiAmarican Transaction
Finwl - Ouarter 2, 1997
5697 t

Q20 Was the first person you taked to able to help you, or did you have 1o talk to more than
one person during this call?

1 First person was able to help

2 Had to tak 1o more than one person
3 Don't know

4 Refused

{IF Q20-2 ASK Q20A; OTHERWISE GO TO 022A)

Q20A. Was that acceptable 1o you that you talked to more than one person?

Yes

No

Don't know
Refused

Q21. NOT ASKED
{IF Q20= 2 ASK Q22; OTHERWISE GO TO Q22A)

Q22. Why did you have 1o tak to more than one person? (PROBE FOR SPECIFICS)

Q22A. What was the total length of your call from the time you called and got through to
In 10 the time you hung up the phone? (ASK AS OPEN END)

[RECORD NUMBER OF MINUTES 1-60)
00 Less than one minute
61 More than one hour

62 Don't know
63 Refused

uonmoemgmemmmoﬂmuli wusmnowhnqmoldlvorymsomblo somewhat
or very

uv\reucrobh Amoum of time?

Neither reasonable nor unreasonable
Somewhat unreasonable

Very unreasonable

Don't know

Retused/NA




NO. 3183338095

thaamencen
Final - Guarter 2, 1997
5697 t

OUTAGE CALLERS

Q24. NOT ASKED

{IF Q8=11 OR 12 OR QB=OUTAGE, ASK Q25 Q33; OTHERWISE GO TO FILTER BEFORE
Qa4)

Q25. Were you given an estimate of when your power would be back on?
1 Yes
2 No
3 Don't know
4 Retused

{IF 0251 ASK Q26-Q27; OTHERWISE GO TO Q28)
Q26 Overall, how satisfied were you with MidAmerican Energy’s performance in giving you an
estimate of when your power would be back on? Were you...(READ CODES 1 TO &)

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dssatisfied

Very dissatshed

Dont know

Refused

Was the power back on when you expected It to be?

Yes

No
Dont know
Refused

If it wers possible, would you want MidAmerican to give you an estimate of when the
power will be back on?

1 Yes

2 No

3 Don't know
4 Refused

{IF Q28=1 ASK Q28A; OTHERWISE GO TO Q29}

Q28A. What would be an acceptable estimate? (TECH NOTE: WE'RE LOOKING FOR
CUSTOMERS TO SPECIFY A WINDOW OF TIME OR A SPECIFIC TIME)




PM  MEC CUST SERV QUALITY FAX NO. 3193338085

MicAmerican Transaction Survey G2
Final - Quarter 2, 1997
5607

Q29. M it were possible, would you want MidAmerican to provide you with the reason for the
outage when you call for an estimate of when power will be restored?

1 Yes
2 No
3 Dont know
4 Refused
{IF 025-2-4 ASK Q30 OTHERWISE GO T0 Q33)
Q30. 1 you had been gven an estimate of when your power would be back on, would you have

been more positive toward MidAmerican Energy’s handiing of the outage, less positive, or
would your attitude not have changed?

More positive toward MidAmerican Energy

Less positive toward MidAmerican Energy

No change in attitude toward MidAmerican Energy
It depends [VOL)

Dont know

Refused

wmmmmmoﬂemwmmmm IF you had been given an estimate
when the power would be back on'

Yes

No

Don't know
Refused

(IF Q311 ASK Q32; OTHERWISE GO TO Q33)

Q32. What would you have done differenty? ( ASK AS AN OPEN END, PROBE FOR
SPECIFICS)

Do you expact MidAmerican Energy 1o call you back to verify that your power has been
restored after an outage?

Yes

1
2
3
4




NO. 3183338085

{IF QHH=1 ASK Q34-046; OTHERWISE GO TO Q47)
Now I'd ke 10 talk about your recent visit...

Q34 Thinking just about your visit, I'd ke you to rate your visit experience on a zero-to-ten

where ZERO means a POOR EXPERIENCE, TEN means an EXCELLENT

EXPERIENCE and FIVE means neither poor nor excellent. (You can use any number
between zero and ten.) How would you rate this experience?

[RECORD RATING 0-10]

n Don't know
12 Refused/NA

NOT ASKED

How many minutes did you have 10 wait before you were helped by someone?

Dxd not wait at all
1-15 saconds

1 minute (UP TO 2 MINUTES)

2 minutes (UP TO 3 MINUTES)

3 minutes (UP TO 4 MINUTES)

4 minutes (UP TO § MINUTES)

5 to & minutes (UP TO 10 MINUTES)
10 minutes or more

Don't know

Refused

(IF Q35A- 2-11 ASK Q36; OTHERWISE GO TO Q37}

Q36 Was this a very reasonable, neither nor
, Of very amount of time to wailt?

Very reasonabie

Somewhat reasonable

Nedher reasonable nor unreasonable
Somewhat unreasonabie

Very unreasonable

Don't know

Refused/NA




MicdAmericen Transaction Survey Q2
Final - Quarter 2. 1997
5697 1

Q37. On the day of your visit was the office very busy?

Yes
No

Don't know
Retused/NA

Were you comfortable with the 'evel of privacy of the area where you met with the
representative?

Yes

No
Don't know
Refused

NOT ASKED

NOT ASKED

NOT ASKED

Did you make arrangements for a MidAmerican service person to come out 1o your
(HOME/BUSINESS) as a result of your visit?

Yes

No

Don't know
Refused




(IF O41A=1 ASK Q418; OTHERWISE GO TO Q45A)
Q418. Has a service person actually come out to your (HOME/BUSINESS) yet?
Yos

1
2

3 Don't know
4 Refused

042, NOT ASKFD

Q43. NOT ASKED

Q44. NOT ASKED

0Q44A. NOT ASKFD

(Q448. NOT ASKED

Q45. NOT ASKED

Q45A. What was the total length of your visit from the time you entered the MidAmerican office
from the time you left the office? (ASK AS OPEN END)

[RECOHD NUMBER OF MINUTES 1-60]

00 Less than one minute
61 More than one hour
62 Don't know

€3 Refused




NO. 3193338085

Considenng the nature of your visit. was the total length of it a very reasonable, somewhat
reasonable, neither reasonable nor unreasonable, somewhat unreasonable, or very
unreasonable amount of time?

Somewhat unreasonable
Very unreasonabie

Dont know

Refused/NA

{ASK ALL)

Q47

Thinking about your most recent (calivisit)... did the cusiomer representative menton his
or her name at the start of the (callvisi)?

1 Yes

2 No

3 Don't know
4

Aefused/NA

Did the customer representative say something kke “Thank you for (calingMsiting)
MidAmenican Energy” at the end of the (calivisit)?

Yes

No
Don't know
RefusedNA




RV QUALITY FAX NO. 31833

MidAmerican Transsction Survey Q2
Finel - Quanter 2, 1997
5697 )t

Now, 1'd ke you 10 rate the job done by the customer representative you dealt with using a zero-
10-ten scale where a ZERO means the customer representative oid an EXTREMELY POOR JOB,
and a TEN means that they did an EXTREMELY GOOD JOB. A five would mean they did neither
a good nor poor job. (IF NECESSARY: Of course, you can use any number between zero and
ten ) If you spoke with more than one person, I'd like you to rate the person who you spent the
most time with in resoving your problem.
Using this 2ero-1o-ten scale, please rate the customer representative on ...
(RANDOMIZE Q49-Q54)
Q49. COURTESY AND POLITENESS

[RECORD 0-10 RATING]

" Don't know
12 Refused/NA

LISTENING CAREFULLY TO YOU
[RECORD 0-10 RATING)

n Don't know
12 Refused/NA

Qs1. KNOWLEDGE OF YOUR PROBLEM OR QUESTION
[RECORD 0-10 RATING]
n Don't know
12 Refused/NA

USING UNDERSTANDABLE WORDS
[RECORD 0-10 RATING]

1" Don't know
12 Refused/NA

HANDLING YOUR (CALLVISIT) PROMPTLY

[RECORD 0-10 RATING]

1 Dont know
12 Refused/NA




Qss

FAX NO. 3183338095

CONCERN ABOUT YOUR PROBLEM OR QUESTION
[RECORD 0-10 RATING]
1 Don't know

12 RetusedNA

NOT ASKED

{IF Q9B=1 OR O41B=1 ASK Q56: OTHERWISE GO TO FILTER BEFORE Q61)

Qs6

Thinking just about the service representative who came out 10 your (HOME/BUSINESS),
I'd e you 1o rate this expernience on a zero-to-ten scale where ZERO means a POOR
EXPERIENCE, TEN means an EXCELLENT EXPERIENCE and FIVE means neither poor
nor excelient

[RECORD RATING 0-10]

n Dont know
12 RetusedNA

NOT ASKED
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(IF QB=11 OR 12 OR QB=OUTAGE ASK Q61; OTHERWISE GO TO Q63)

Q67. What, i anything, did you particularly like about your racent experience with MidAmencan
Energy? (PROBE FOR SPECIFICS)
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Q68

What, # anything, did you particularly dislike about your recent experience? (PROBE FOR
SPECIFICS)

As & resull of your mos! recent contact, is your opinion of n Energy
tavorable, less favorable or no different? (IF MORE FAVORABLEAESS FAVORABLE:
ASK WOULD THAT BE MUCH MORELESS FAVORABLE OR SOMEWHAT

In the last 12 months, how many times have you called MidAmerican Energy (IF QH=1
RESTORE : in addmion 1o the call that we are discussing today)?

No other trvies [RECORD NUMBER 1-19)
20 or more

Don't know

Refused

In the last 12 montns, how many times have you visited MidAmerican Energy (IF QHH=1
RESTORE: in addition 10 the visit that we are discussing today)?

00  No other times [RECORD NUMBER 1-19)
20 20 or more

21 Don't know

2 Refused
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{IF QI=1 OR QEEE=E or B ASK Q72A; OTHERWISE GO TO FILTER BEFORE Q72C)

Q72A. ¥ you could choose between MidAmerican and another electric service supplier whose
electric rates are the SAME as your current rates, would you be likely to stay with
MidAmerican or likely to switch 1o the other electricity -upphoﬂ (IF UKELY TO
STAY/SWITCH, ASK:) Would you be likely to likely
10 (stay’switch)?

1 Extremely likely 10 stay with MidAmerican

2 Somewhat likely to stay with MidAmerican

3 Somewhat likely 1o switch to the other suppher
4 Extremely likely 10 switch to the other supplier
5 1
L]
7

{IF Q72A<1,2,3,5 6,7 ASK Q728; OTHERWISE GO TO FILTER BEFORE Q72C)

Q728. Suppose that another suppler could offer electric rates that were 5% LOWER than
MidAmerican's rates. Would you be likely to stay with MidAmerican or liksly to switch to
the other electricity supplier? (IF LIKELY TO STAY/SWITCH, ASK:) Would you be

Tikely 1o or ikely 1o (stay

1 Extremely likely to stay with MidAmerican
2 Somewnhat Iikely to stay with MidAmerican

3 Somewhat likely to switch 1o the other supplier
4 Extremely likely to swilch 1o the other supplier
5 It depends [VOL)
6
7

Don know
Refused

{IF QJ=1 OR OEEE-G or B ASK Q72C; OTHERWISE GO TO FILTER BEFORE Q73)

Qrec. lvmwmmmmmmmmummmmmmmm
are the SAME as your current rates, would be with MidAmerican or likely
uvphoﬂ (IF LIKELY TQ STAV/SWIYCH ASK:) Would

likely to

Extremely likely 10 stay with MidAmerican
Somewnat likely 10 stay with MidAmerican
Somewnat ikely 10 switch 10 the other supplier
Extremely likely 10 switch to the other supplier
It depends [VOL]

Don't know

Retused
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{IF Q72C=1.2.3,5,6.7 ASK Q72D; OTHERWISE GO TO FILTER BEFORE Q73)

Q72D. Suppose that ancther suppher could offer natural gas rates that were 5% LOWER than
merncan’s rates. Would you be likely to stay MidAmerican or Ekely to switch to the
other natural gas supplier? (IF LIKELY TO STAY/SWITCH, ASK:) Would you be

y lkely to y or likely to Y

Extremely likely to stay with MidAmaerican
Somewnat iikely to stay with MidAmencan
Somewhat likely 1o switch to the other supplier
Extremely likely 10 switch 10 the other supplier
It depends (VOL)

Don't know

Refused

NN A BN -
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Now, tor statistcal purposes.
{IF QDD=R.S, 001, 040 ASK Q73-Q76; OTHERWISE GO TO Q77)
Q73 What is your age? (ASK AS OPEN END)

18-24 years
25-29 years
30-34 years
35-39 years
40-44 years
45-49 years
50-54 years
55-59 years
60-64 years
65-74 years
75 years and over
Don't know
Refused/NA

What is your marital status?

Single or never been married
Married

Widowed

Do you work full-time outside the home? (IF ASKS WHY YOU ARE ASKING: WE JUST
WANT TO FIND OUT IF PEOPLE WHO ARE ABLE TO BE AT HOME HAVE
DIFFERENT EXPECTATIONS WITH REGARD TO SETTING APPOINTMENTS THAN
THOSE PEOPLE WHO WORK OUTSIDE THE HOME FULL-TIME.)

Yes

No

Don't know
Retused




FAX NO. 3193338095

{IF Q74-2 ASK Q76; OTHERWISE GO TO Q77)}

Q76. Does your spouse work full-time outside the home? ? (IF ASKS WHY YOU ARE ASKING:
WE JUST WANT TO FIND OUT IF PEOPLE WHO ARE ABLE TO BE AT HOME HAVE
DIFFERENT EXPECTATIONS WITH REGARD TO SETTING APPOINTMENTS THAN
THOSE PEOPLE WHO WORK OUTSIDE THE HOME FULL-TIME.)

1 Yes

2 No

3 Don't know
4 Retfused

{ASK ALL)

Q77. Do you have any objections tc our sharing your responses with MidAmerican Energy?

1 Yes
2 No/ Don't know

Q78. Do you have any problems that you would like MidAmerican Energy 10 get back to you
about?

Yes (FILL OUT PAPER COMMENT FORM AND THEN CONTINUE)
No (CONTINUE}

Don't know (CONTINUE}

Refused (CONTINUE}

Onceaganlam_______ andI'mfrom MSI Research. Thank you for your time.

Sex: (BY OBSERVATION)
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Now, for my supervisor's validation and verification purposes,

Would you please tell me.
Your Name:

Thank you again — Good-Bys

RECORD REMAINING INFORMATION FROM SAMPLE - DO NOT ASK
Address
City.

known)

INTERVIEWER CERTIFICATION (Please Read and Sign):

| certfy that all questions requiring answers have been recorded in the respondent’s exact words,
and that all codes which should be circled are complete. T'msbouﬁdounorvwm
been obtained 9 to Market quota and
agree 10 keep the oomcnl of questions, respondent's answers, and IM subject of mn
inerview confidential

Supervisor's
Name

INTERVIEWER

Were thers any special
¥ 50, please explain:
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Q80 TECHNICIAN: ENTER THE NUMBER OF MINUTES THIS INTERVIEW TOOK (FROM
FIRST QUESTION UNTIL YOU HUNG UP THE PHONE, NOT COUNTING EDITING
TIME )
ENTER NUMBER OF MINUTES (01-90)

91291 minutes or more
92=Not Ascertained

TECHNICIAN: ENTER THE DAY OF TODAY'S DATF (01-31)

TECHNICIAN: ENTER MONTH (01-12)
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COMMENT FORM - MIDAMERICAN ENERGY CUSTOMER SATISFACTION STUDY

Customer name

Address. Er— ~
(acourate tiveet aees and apt ¥)

Cey Tee

Zpcode

Arma/Phone (daytme): ( )
(DP) Account &

[ op) MidAmercan Energy Reply Required
Phone Lener ___None

m»ﬂmuum o contact you about?
(PROBE FOR SPECIFICS AND BEST TIME TO CALL)

*“~BEST TIME TO CALL, SAM AND 4:30PM, MON-FRI ONLY! ASK FOR MORNING OR AFTERNOON NOT A SPECIFIC
i H

Dey_
Time: Moming
Afernoon

Set 0. - -

PLEASE HANDLE BY DATE: _/_/__
| Reoty asea
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BEFORE THE PUBLIC UTILITIES COMMISSION
OF THE STATE OF SOUTH DAKOTA

IN THE MATTER OF THE COMPLAINT FILED ) ORDER FINDING NO
BY SUSAN COBB AND VANESSA COBB, ) PROBABLE CAUSE AND
SIOUX FALLS, SD, AGAINST MIDAMERICAN ) CLOSING DOCKET
ENERGY COMPANY REGARDING A PAYMENT )
PLAN ) NG97-018

On October 17 1997 the Public Utiliies Commission (Commission) received a
complaint filed by Susan Cobb and Vanessa Cobb, 625 W. 20th, Sioux Falls, SD
Complanants) against MidAmerican Energy Company, Sioux Falls, SD (MidAmerican)
Complainants allege that MidAmerican would not make payment arrangements on their
gas bill because of complaints that were made against MidAmerican in the past

Pursuant to ARSD 20 1001 08 01 and 20 10.01 09, ff a complaint cannot be settled
without formal action the Commission shall determine if the complaint shows probable
cause of an unlawful or unreasonable act. rate. practice or omission to go forward with the

complant

On December 2, 1997 at its duly noticed meeting, the Commission reviewed the
complant The Commission finds that it has junsdiction over this matter pursuant to SDCL
49-34A-2 49-34A-4 and ARSD 20 10 01 08 01 and 20 100109 The Complainants did
not appear in person or by teleconference  The Commission voted unanimously to not find
probable cause and to close the docket. it is therefore

ORDERED. that pursuant to ARSD 20 10.01 09, the Commission finds that there
s no probable cause of an unlawful or unreasonable act, rate, practice, or omission and
that the docket should be closed

Dated at Pierre. South Dakota. this 1 7 day of December, 1997

CERTIFICATE OF SERVICE BY ORDER OF THE COMMISSION

e undwngred herety cents Tt the
sscusmart s o rved Yooy upen f partes of

ecort . e dochet 28 vated o e ocket serve /Y, s
wt by tacemse o by fest Class mat  propery 4 i

77 L ik
atsod nts, Ve g popei Buseir JAMES A BURG. Chéirman /.

0

7 B by Ly
~ ¥ {7/ <

PAM NELSON, Commisgfoner
/

_,'(/l./' { ,/ AL, L{(_“A("
LASKA SCHOENFELDER, Commissioner
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