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At close of each ticket, 
each customer is offered 
opportunity to provide 

feedback on level of 
service based on 

timeliness and accuracy 

Results are factored in to 
the satisfaction 

component of score 
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Customer Inquiry Satisfaction Scores by Sector January-June 2016 
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January Market Participant Survey Satisfaction Score by Sector 
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Satisfaction Score 
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Capture feedback from 
customers' senior 

executives 

Executive feedback on 
NYISO’s performance as 

related to its mission 

Results are factored 
into performance 

component 
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CEO Strategic Outreach Survey Completions 2013 to 2016 

2013 2014 2015 2016 

Total Response Rate 
33% 
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CEO Assessment of Performance by Sector 2016 Survey 
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Doing Well 

• Reliably operating New York’s 
bulk electricity grid 

• Administering open and 
competitive markets 

Opportunity for Improvement 

• Conducting comprehensive 
long-term planning for the 
state’s electric power system 

• Advancing the technological 
infrastructure of the electric 
system serving New York 

• Providing factual information 
to policy makers, 
stakeholders, and investors 
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January Market Participant Survey Performance Score by Sector 
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Customer 
Inquiry: 38% 

Market 
Participant: 

30% 

CEO: 33% 



Customer Satisfaction and Assessment of Performance 

http://sienaresearch.org/nyiso/


Next opportunity to complete the MP Survey begins in August –  
online and by phone – please share you feedback! 
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