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Purpose

YVEA’s performance as a 
service provider 
Avenue to increased member 

satisfaction and engagement
Gauge potential for new 

programing offerings



Methodology

YVEA conducted using Qualtrics
Driven by benchmark questions + 

2021 strategic plan. 
Available from November 16 –

December 31,2020; hard copies 
were available in both offices
Offered to 11,000 members with 

an email address (residential & 
commercial); previous surveys 
used a phone sampling of 200-250 
selected YVEA members
953 YVEA members participated 



“Which category includes your age?”



“Think about your relationship with Yampa Valley Electric 
Association (YVEA). Do you view yourself as a member, an 
owner, or a customer of your electric cooperative?”



Lessons Learned

10% gain over 2 years in members self-identifying as 
members or owners, rather than customers 
“Satisfaction and engagement scores are higher for 

respondents expressing some degree of member or 
owner identity.” Touchstone
Action: Keep highlighting member/owner identity 

whenever possible, especially with new members 



“Please consider all your experiences to 
date with YVEA. How satisfied are you with 
YVEA?”



Service and Image Attribute 
Performance 

Do you agree or disagree that YVEA….

 Provides Reliable Service
 Is a name you can always trust
 Communicates with you about important issues
 Handles complaints and problems promptly
 Keeps you informed when they are doing work in your area
 Provides a good value for the money you spend
 Improves the quality of life in your community
 Gives money back to you when revenues exceed costs
 Strives to provide electricity at the lowest possible costs
 Provides good advice on energy related matters
 Is committed to using renewable energy resources
 Helps you learn to manage your electricity usage
 Is doing more to control rising prices than other companies you use



“Do you agree/disagree that YVEA 
provides reliable service?”



…is a name you can always trust?”



…communicates with you about important 
issues?”



…handles complaints and problems 
promptly?”



…keeps you informed when they are doing 
work in your area?”



…provides a good value for the money you 
spend?”



…improves the quality of life in your 
community?”



…gives money back to you when revenues 
exceed costs?”



…strives to provide electricity at the lowest 
possible cost?”



…provides good advice on energy related 
matters?”



…is committed to using renewable energy 
resources?”



…helps you learn to manage your 
electricity usage?”



…is doing more to control rising prices 
than other companies you use?”



Information seeking 

Where do our members go for 
information on energy?
What information are they 

seeking? 



“Where did you turn to for answers to 
manage your energy costs?”



…what specific information were you 
seeking related to managing energy 
costs?”



…what specific information were you 
seeking related to managing energy 
costs?”



Lessons Learned: Information 
Seeking

 Shifting from asking YVEA to asking the internet
 Seeking information on efficiency and 

renewables as it relates to managing costs
 Action: 
 Continue with Energy Hero Program
 Consider general information on renewables 



Load Management/Time of 
Use Rates

What is the potential for load 
management?
How open are our members 

to time of use pricing? 



….which electrical appliances do you 
own?” 



….would you adapt your energy use during high 
demand times to stabilize your energy costs?”



“Why would you be motivated/not 
motivated?”



Lessons Learned: TOU Rates & 
Programs

 Comments: How will it benefit or harm me? 
 Action, if we go down the TOU road: 
 Emphasis saving money over penalizing 

working people 
 Give tools to manage



Electric Vehicles 

 How open is our membership to 
purchasing Evs?

What is the potential for managed 
charging? 



“How likely is it that your next car could be 
an electric vehicle?” 



“How likely would you be to participate in 
an EV charging program?” 



“Why do you say you would be (very likely-
not likely) to participate in an EV charging 
program?” 



Lessons Learned: EVs

Steady shift from not interested to interested in EV and 
associated programing
Comments: lack of knowledge and experience 

regarding expense, practicality, trust (or lack thereof)
Action: Education about EVs



Renewable Power

Does our membership want renewables?
If so, does location and price matter? 
How does district impact the data? 



“How important is it to you that YVEA has 
renewable power as part of our power 
mix?” 



District 1 & District 2



“How important is it to you that YVEA has 
renewable power as part of our power 
mix?” 



…would you like this renewable power to 
be produced locally?”



…would you like this renewable power to 
be produced locally?”



…would you be willing to pay more for 
renewables?” 



…if yes, how much more would you pay?” 



“Why do you say it is not important/extremely 
important that YVEA has renewable power in our 
mix?” 



…would you be interested in joining a 
community solar garden?”



“If yes, how much would you be willing to 
invest?”



…why would you invest in a solar garden?”



Lessons Learned: Renewables

Concerns about climate change mentioned repeatedly
Concerns about loss of coal mentioned repeatedly
Desire to support local jobs in energy
Good data on willingness to pay
Change: difficult and desired
Action: 
Continue marketing Green Choice 
If we do local projects, place them in District 2
Communications: change management 
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