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• • 

Data to support strategic decisions to improve on products and 
services. Since 1979, our experience with study and instrument 
design, data collection, analysis, and formal presentation assists our 
clients in identifying the ''why'' and ''what's next." 

Talent with a knowledge base in a wide range of industries and 
methodologies ensures a 360° view of the challenges faced and the 
expertise to address them. 

Solutions that are customized to provide a personalized approach 
of understanding organizational, employee, and customer needs 
allowing for more informed decisions. 

• 

• 

In-depth Interviews 
Telephone Surveys 

Digital Surveys 
Focus Groups 

Product/Concept Testing 
Journey Mapping 

• 
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■ ■ 

• GreatBlue Research was commissioned by the Los Alamos County Department of Public Utilities

(hereinafter ''DPU'') to conduct market research to understand the nature of customers' most recent
transactions with DPU employees.

• The primary goals for this research study were to assess reasons for contacting DPU, track methods

of interacting with DPU, and understand how well DPU employees are servicing customers' needs.

• In order to service these research goals, GreatBlue Research employed a digital survey methodology

to capture the opinions of residential and commercial customers of the DPU who have had a recent
transaction with DPU.

• The outcome of this research will enable the DPU to a) more clearly understand the nature of

transactions with DPU employees, b) act on near-term opportunities for improvement, and c) create a
strategic roadmap to improve interactions with customers moving forward.
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Methodology 

Digital 

Target 

Customers who 

have had a recent 

transaction with 

DPU 

No. of Completes 

79 

Quality Assurance 

Dual-level** 

No. of Questions Incentive 

19* None 

Margin of Error Confidence Level 

+/- 11.0°/o 

Sample 

Distributed by DPU 

Research Dates 

September 28 -

December 28, 

2022 

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.
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This slide quantifies select data points to provide context for this research study. The data is not meant to be proportional 
to population contribution, rather to provide an empirical view into the demographic profile of the participants. 

_ Rent or Own 

00/o 

10.1°/o

1.3°/o 

Own Rent 
Not applicable 

86.1 °/o

50°/o 100°/o 

Prefer not to answer 

_Location of Residence 

57.0°/o

38.0°/o

2.5°/o

2.5°/o

00/o 50°/o 

Los Alamos townsite White Rock 

100°/o 

Other (please specify) Prefer not to answer 

Length of Time as Customer 

Less than 1 year 

1 to less than 5 

years 

5 to less than 10 

years 

10 to less than 15 

years 

15 to less than 20 

years 

20 years or more 

Prefer not to 

answer 

15.2°/o 

16.5°/o 

8.9°/o 

10.1°/o

1.3°/o 

Not a customer 0.0°/o

00/o 

36.7°/o 
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-Gender-----------

Woman 50.6°/o

Man 39.2°/o

Prefer not to answer 10.1°/o

00/o 

-Type of Customer -------

100°/o 
98.7°/o 

50°/o 

Residential Commercial 

This slide quantifies select data points to provide context for this research study. 
The data is not meant to be proportional to population contribution, rather to provide 
an empirical view into the demographic profile of the participants. 

- Number of Individuals in Household

One (just 

myself) 

Two 

Three 

Four 10.1°/o

Five 0.0°/o

Six 1.3°/o

Seven or more 0.0°/o

Prefer not to 

answer 

00/o 

7.6°/o 

25.3°/o 

44.3°/o 

50°/o 

-Age

18 to 24 0.0°/o

25 to 34 

35 to 44 

45 to 54 

55 to 64 

65 to 74 

75 or older 

Prefer not to 

answer 

00/o 

8.9°/o 

10.1°/o

7.6°/o 

22.8°/o 

24.1 °/o

20.3°/o 

6.3°/o 

50°/o 
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This slide quantifies select data points to provide context for this research study. The data is not meant to be proportional 
to population contribution, rather to provide an empirical view into the demographic profile of the participants. 

-Race I Ethnicity

White/Caucasian 

Hispanic or Latino 

Asian 

Black or African 

American 

Other (please 

specify) 

Prefer not to answer 

6.3°/o 

2.5°/o 

1.3°/o 

1.3°/o 

16.5°/o 

2.2°/o 

Education Level 

Eighth grade or less 0.0°/o

Some high school 0.0°/o

High school graduate 

or GED 
5.1 °/o 

Some technical 
0_0010

school 

Technical school 

graduate 
3.8°/o 

Some college 13.9°/o 

College graduate 

Post-graduate or 

professional degree 

Prefer not to answer 

24.1 °/o 

10.1°/o 

43.0°/o 

50°/o 

Income 

Under $9,999 1 .3°/o 

$10,000 to less than $25,000 2.5°/o 

$25,000 to less than $40,000 2.5°/o 

$50,000 to less than $60,000 0.0°/o 

$60,000 to less than $75,000 

$75,000 to less than 

$100,000 

$100,000 to less than 

$150,000 

$150,000 or more 

Prefer not to answer 

5.1 °/o 

13.9°/o 

15.2°/o 

17.7°/o 

36.7°/o 
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■ 

Over four-fifths of respondents (82.3°/o) indicated a Customer Care Center representative assisted them with their most recent 
transaction with DPU. Further, over three-fifths of respondents (63.3°/o from 7 4.2o/o in Q3 2022) reported speaking with a DPU 
representative over the phone during their most recent transaction, while others reported visiting the DPU office I Customer 
Care Center (12.7°/o over 8.2°/o in Q3 2022) or e-mailing the DPU / Customer Care Center (10.1 °/o over 8.2°/o in Q3 2022). 

Who assisted you in your most recent 
transaction with DPU? 

100°/o 

50°/o 

00/o 

A Customer Care Center representative 
Another DPU employee 

DPU staff at service location 

Spoke with a DPU 

representative 

over the phone 

How did you interact with DPU? 

Visited the DPU 

office/Customer 

Care Center 

01 2022 

10.5°/o 8 20110.1 °/o
6.1 °/o 

· 10 

E-mailed

DPU/Customer 

Care Center 

02 2022 03 2022 

15.8°/o 
9.4°/o 7_2010 

8.9°/o

MetDPU 

representative at 

service location 

04 2022 

3.90/o 2 1 o1 
5.1 O/o

0.0°/o . IO 

Other 

Slide/ 12 





432



catherine.danna
Sticky Note
In the 4th quarter 91.1% of issues were resolved in one or two calls. This is an improvement over 85.5% in Q3.



■ 

ncre I 

Respondent.s pro·vided o,n1 ,average iincr1eased ratin1g1s for 'th 1e □PU repres,e1ntative they m,os.t recently interacted with (92.9°/o,
over 84.5°1o in Q3, 2022). This w,as, lar1gely du 1e to incr·eased ratin 1gs for the ''ove·rall qu,ality of serviice'' (+14.8 perce,ntage 
po1i1nts),, the r 1ep1resent,ative bein1g ''knowledgeable'' (,+910 p 1er·1cen·ta,ge points)1 and the '

1

'iissue, r·1e,solu·tio1n'' (+8,.6 percen1ta,ge
po1 ints ). 

Please rate the □PU representative you most recently interacted with on the following characteristi 1cs, using a 10-
point scale where ,one (1) is ''very poor'' and ten (10) 1s ''very good."

1 

1(Total ''good 11 w/o ''don't know'' responses) 

••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• 
• 
-• 
• 

� w,ait ti me ,or p1u nctual ity-
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.. 

Q1 2022

' ••
'•
••
••••
' 
• - . . 

Q,2 202:2

. I 
. u . 90- O
"'

½' • .. 11 . . · trJ1 

Q.3 2022

87.6°/4 

Q4 2022 

91.11 °/o 

-1� 11�1111111�11 1111111�11�1111111�11�1111111�11�1111111�11�1111111�11�1111� 11�11�1111� 11�11�1111�11�1111111�11�1111111�11 1111111�11�1111111�11�1111111�11 1111� 11�11�1111� 11�11�1111� 11�1111111�11�1111111�11�1111111�11�1111111�•-�1111111�11�11111 , .. 11�1111�•· ·•�11�•�•1�,1�1111�•1�1111111�11�1�11111�•-�11111�1�11�1111111�11�1111111�11 11111 1�,1�1111�,1�11�1111�•-�11�1111�11�1111111�,1�1 11111�11�1111111�11�1111111�,1�1111111�11�111-
• 
--
� Co1 u riesy and p,rofe.s.sio1nalism 
• -
•-

•'•
•'•
••
••••
' 
• 

93.78/o 

·••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• •••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••m••••••••••••••••••••••••••••••••••••••••• •••••••••••••••••••••••••••••••••••••••••••••••1•••••••••••••••••••••••••••m••••••••••••••••••• •••• ••••••••••••••••••••••••••••••••••••••••••• ••••••••••••••••••••••••••••••••••••••••••••• 

• • 
• • . ' 
- . 

! Clear ,001mm lJ n icati,on
•
' • 
••

• •• •• •- . 
. ' 

911,.1 o/o 0,5 ao,J 
10 · •  · /G
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i Kn,owledg1eable 
• • •- . 

8-6 6°f·.,,. 10 ,83.3% 92.3
°
/o 
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• 
••
-

: I s.s; ru e re so I u ti o n1• • 
•• • 
P,••·································································································································································-·················································································· ............................................... ............................................... , ............................................... ............................................ .• 
-••

i ,overalll q1ualiity of se,rvice
• • 
• •

Averag1e 

' .• .!li,ll. 88 2 ... '¾. _ ...:1
1

1 .• ·• Qt 96.,1 °/o 

84.5
°
h! 92.9

°
/o 
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