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RECOMMENDATION 

For information only, California Municipal Utilities Association Residential Customer Survey 
results from GreatBlue Research.  

BACKGROUND 

Alameda Municipal Power (AMP) annually surveys customers to gain a deeper understanding 
of their perceptions of the utility, satisfaction with service provided, and interest in various 
products and services. The survey alternates between commercial and residential customers 
each year. 

Consulting firm GreatBlue Research conducted a comprehensive survey of 535 random 
respondents from AMP’s residential customer list between September–October 2025. Areas 
surveyed include overall satisfaction with AMP; reliability of electric service and outage 
management; billing clarity, accuracy, and payment experiences; customer service quality and 
responsiveness; perceptions of electric rates and value received; awareness and engagement 
with utility programs and services; and effectiveness of communication and level of trust in 
AMP.      

The survey results contain an over-sample of the California Municipal Utilities Association 
(CMUA) state-wide survey, which is used to compare AMP’s results with aggregate results of 
other municipalities and investor-owned utilities (IOUs) in the state.   

DISCUSSION 

Key findings for AMP’s 2025 residential customer satisfaction survey include higher positive 
ratings across all organizational characteristics—with notable gains in positive ratings for 
value, affordability, and restoring power quickly, from the previous residential survey in 2023. 
AMP’s average positive rating outperformed all other groups including municipal utilities 
(+22.2 percentage points) and IOUs (+21.6 percentage points). 
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Customer service maintains high marks at 77.6 percent, but declined by 9 percentage points 
from 2023. However, nearly two-thirds of customers had issues resolved on first contact, 
outperforming municipal utilities and IOUs by 6.3 percentage points and 13.8 percentage 
points, respectively. Respondents with first-contact resolution reported significantly higher 
satisfaction overall.  

Four-fifths of respondents rated outage response time as acceptable, consistent with 2023 and 
municipal and IOU counterparts. However, AMP outage communication methods trailed its 
counterparts by approximately 20 percent, aligning with respondents’ satisfaction of its digital 
tools compared to other municipal and IOU respondents. Over 77.8 percent of respondents said 
the frequency of AMP communications is “about right”, with infrastructure updates and 
emergency preparedness being the topics of most interest, same as 2023.   

Respondents provided feedback on electric vehicles (EVs) and electrification, including three-
out-of-10 customers who are considering an EV, 17.2 percentage points down from 2023 and 
still citing range and cost as top barriers, while charger availability concerns declined. Over 
four-fifths of EV-interested customers would participate in an off-peak charging program. 
Interest in electrification products were strongest for heat pump water heaters and induction 
stoves, while “up-front costs” limit adoption.   

Rates and affordability remain strong differentiators for AMP customers, with 86.2 percent of 
respondents finding AMP’s rates reasonable—significantly more than municipal utilities (+21.8 
percentage points) and IOUs (+23.8 percentage points). Three-fifths of customers know AMP’s 
rates are on average 44.5 percent lower than neighboring utilities; those aware of this 
comparison show significantly higher trust and satisfaction in AMP compared to those who are 
unaware. “Keeping utility rates affordable” is the most preferred future utility investment AMP 
can ensure for its customers.   

Representatives from GreatBlue Research will elaborate on the 2025 residential customer 
satisfaction survey results and discuss considerations for the utility. Results from this customer 
satisfaction survey provide insight for the updated strategic plan. 

FINANCIAL IMPACT 
 
There is no financial impact. 
 
ENVIRONMENTAL REVIEW 
 
No actions are recommended for approval, therefore, no CEQA review is required. (Save Tara 
v. City of West Hollywood (2008) 45 Cal.4th 116.) 
 
Furthermore, Alameda Municipal Power finds that its actions are not a project as defined by 
CEQA Guidelines Section 15378, which excludes “continuing administrative…activities” and 
“organization or administrative activities of governments…” Alameda Municipal Power further 
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finds that it can be seen with certainty that there is no possibility that the activity will result in a 
direct or reasonably foreseeable indirect change in the environment. The report involves the 
disclosure of factual information, and there is no potential for direct or indirect changes in 
existing conditions as a result. 
 
Alameda Municipal Power further finds that its actions are exempt pursuant to CEQA 
Guidelines §§ 15268, which excludes ministerial actions. Alameda Municipal Power further 
finds that its actions are exempt from CEQA, including but not limited to CEQA Guidelines 
Section 15061(b)(3). More specifically, Alameda Municipal Power finds its action is subject to 
the commonsense exemption because it can be seen with certainty that there is no possibility 
that the activity in question may have a significant effect on the environment. 
 
LINKS TO STRATEGIC PLAN AND METRICS 
 
Customer Experience, Strategy 1: AMP will define and promote our brand to improve 
awareness and value of the community-owned utility. 
 
Customer Experience, Strategy 3: AMP will maximize opportunities to meet customer needs. 
 
EXHIBITS 
 

A. GreatBlue Research Presentation 














































































