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INTRODUCTION

In September 2008, Cooney, Watson & Associates, Inc. was engaged by New Mexico
One Call, Inc. to conduct a comprehensive, independent telephone survey of its
current members. The purpose of the survey was to assess member satisfaction with
the organization, identify any needs not currently being met, and assess member
priorities for future projects.

Questions were developed by Gary Sloman, executive director of New Mexico One
Call, Inc. and Phyllis Baker, senior account executive, Cooney, Watson & Associates,
Inc. Telephone calls were made to 508 member organizations listed on a database
provided by NMOC. Telephone interviews were conducted with managers or decision
makers at 125 of those member organizations, equating to a 25% survey response
rate. Members who did not respond were contacted a minimum of four times by
phone, with callback messages left each time. The 9-question survey lasted
approximately 7-10 minutes. A copy of the survey is included in Appendix A.

EXECUTIVE SUMMARY

For the most part, members of New Mexico One Call, Inc. seem to be satisfied with
the organization’s services. When asked if there are any changes they would make to
the way NMOC operates, 75% (3 out of 4 members) said no.

When asked how NMOC was meeting member expectations in controlling operating
costs, 86% of New Mexico One Call System’s members surveyed said “excellent” or
“good.” In terms of advertising, 85% said the same. 88% also responded “excellent” or
“good” regarding education, as well as attending meetings and maintaining public
visibility.

However, when asked if NMOC needs to improve in specific areas, 60% answered
yes to controlling operating costs, 53% said NMOC needed to improve education and
55% would like to see NMOC attend more meetings and increase public visibility. The
respondents were split almost exactly down the middle when asked if they would be
willing to pay more for these improvements — 50% said yes and 50% answered no.

Aside from operating costs, 48% of the membership would like to see dues spent on
general public awareness; another 37% feel that homeowners education and industry-
wide public education should be a priority.

Slightly less than one third of members surveyed said they belong to one-call centers
in other states. Of those members, 77% felt that NMOC'’s service was the same or
better than the other centers they belonged to, and 74% said the cost of belonging to
NMOC was the same or less expensive than the other centers.

The 25% of members who expressed a desire for improvements emphasized better
mapping of areas they serve, general public education, (including homeowners,



schools, and farmers in rural areas), a 24-hour operation with weekend service, and
an increased public awareness.

In summary, the survey was helpful in assessing overall member satisfaction with New
Mexico One Call. Based on the discrepancy between the approval of the way NMOC
currently controls operating costs and the desire to see NMOC improve in controlling
operating costs, it may be beneficial to send a “summary” to the membership
explaining the breakdown of costs and referencing the areas targeted in the survey.
Although the willingness to pay more for any of the improvements the membership
would like to see was 50% positive, 50% negative, if increasing dues was required, it
would more likely be approved of if it was spent on public education and awareness
rather than advertising.

RESPONSES TO INDIVIDUAL QUESTIONS
HOW IS NMOC MEETING YOUR EXPECTATIONS IN THE FOLLOW ING AREAS?

Members were given 4 areas to rank as “Excellent,” “Good,” “Fair,” or “Poor.” “Don’t
know” was added to the survey after several members stated that as their answer.

Controlling operating costs

Excellent 43
Good 65
Fair 12
Poor 0
Don’t know 5
Advertising
Excellent 39
Good 68
Fair 10
Poor 3
Don’t know 5
Education
Excellent 40
Good 65
Fair 14
Poor 3
Don’t know 3

Meeting Attendance/Public Visibility

Excellent 31
Good 73
Fair 15
Poor 3
Don’t know 3



Summary of Ranking

How is NMOC meeting your expectations in the following areas?

Controlling operating costs Advertising
- Excellent - Fair - Don't Know
e e

58%

2.5% 2.5%

2.5% 2.5%
[ | [ |

Meeting Attendance &
Public Visibility

Education

WHAT WOULD YOU LIKE TO SEE
MEMBERSHIP DUES SPENT ON
BESIDES OPERATING COSTS?
Following ranking of expectations
met, we next asked members to
prioritize how they'd like to see
their dues spent besides on
operating costs.

Advertising 3
General Public Awareness 59
Homeowners Education 21
Public Education
(industry-wide) 25
School Programs 14
None 2
Operating Costs 1

1%

Industry-wide
Public Education

Homeowners
Education

School
Programs

e

- Advertising

General Public
Awareness

Operating Costs




DOES NMOC PERFORM WELL IN THE FOLLOWING AREAS?

Members were then given an opportunity to address NMOC performance in

4 specific areas. Members overwhelmingly agreed that NMOC performs well in
each of the areas mentioned.

Controlling operating costs

Yes 114

No 6

Don’t know 5
Advertising

Yes 110

No 13

Don’t know 2
Education

Yes 112

No 11

Don’t know 2

Meeting Attendance/Public Visibility

Yes 98
No 22
Don’t know 2
No answer 2

Not enough of it 1




DOES NMOC NEED TO IMPROVE IN THE FOLLOWING AREAS?
Even though the members responded very positively to the previous question, many of
them evidently felt that there was still room for improvement in those same areas.

Controlling operating costs

Yes 74

No 44

Don’t know 8
Advertising

Yes 49

No 69

Don’t know 7
Education

Yes 65

No 56

Don’t know 4

Meeting Attendance and Public Visibility
Yes 68
No 53
Don’t know 4




WOULD YOU BE WILLING TO PAY MORE FOR THESE IMPROVEM ENTS?
Respondents were split right down the middle with this question. Half are willing
to pay for the improvements they deem necessary, but the other half are not.

Yes 63
No 62

DO YOU BELONG TO ONE CALL CENTERS IN OTHER STATES?

Yes 39
No 86




HOW DOES NMOC'S SERVICE COMPARE TO ONE-CALL CENTERS IN
OTHER STATES?

Better 8
Worse 5
Don’'t Know 3
N/A 87

HOW DOES NMOC'S COST OF MEMBERSHIP COMPARE TO ONE-CALL

CENTERS IN OTHER STATES?

Less Expensive 3
More Expensive 4
Don’t Know 5

N/A 87



ARE THERE ANY CHANGES YOU WOULD MAKE TO THE WAY NMO C
OPERATES?

Following are the responses from all of the interviewees who said there were
improvements they felt that NMOC could make. Key words and phrases have been
highlighted to make it easier to see what was of the highest concern to the interviewee.

Better information for homeowners, so they don't start digging without calling. More
information from the customer - more details. For a while paperwork had mistakes,
but it seems to be getting better. Names were spelled incorrectly.

Get our community on the map. Just better mapping for our community. (Chaparral
which is in Dona Ana County and Otero County)

Maybe a reduced cost for smaller companies or companies who don't have much
underground infrastructure. Gradually increase rates as we go along. Increase hours.
NMOC tries hard to help if mapping is not good.

Make sure they get information right when people call in. Make sure they get
directions right.

| am in Texas so | don't know about advertising. How are other One Calls less
expensive? | would suggest that the owner would go to other One Call's and see
how they are running things less expensively. | would also like more information sent
to me.

| get tickets for areas that are not mine. Am | getting charged for that? If the city is
doing work near me (outside my area), | could get a ticket for the area. That should
not happen.

| think the public education needs to be enhanced. That would alleviate a lot of the
problems.

| was doing a school. Private company had marked a line. The other line wasn't
marked. So | almost hitit. My big problem is that they can mark out until the street,
but when they get to the street they quit. | guess this has to do with liability.

| would like more seminars/more education. | don't have any problems with calling in.
You are excellent with that.

| would like the public more aware. They need to know that you need locates before
you dig. Most of the public does not know.

| would like to see after hours/weekend service available.

If there was a way they could bring the response time from 24 to 12 hours, that would
help. If they could respond faster.

Improve accuracy of the locate tickets that we get as a facility.

Inform people about what they do. The general public doesn't really know what to do
when they are digging.

It would be good if they called the main contacts here once in a while and got
feedback from them. Does that guy Justin work there?

It would be nice to have them call cell phones on the weekends. Our office is closed
and | don't know if they do e-tickets, but if they could call us on the weekends when
there was an emergency that would be good.
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It would sure be a help if you could get better with education. Getting the knowledge
out to farmers is real important. We had a meeting years ago and | mentioned it back
then.

Yes, improvements needed. More billboards on highways. More public information.
If we haven't gone to the new system, then | would like to see that.

Less emails please. | don't need emails that say ' have a nice day' from NMOC.
Can't think of any changes needed right off hand.

Maybe. | have a problem with the way they handle tickets. Wait time is too long and
operators should be more informed. Operators should go to the field so they better
understand. Maybe they could send them out once a year.

Not a fault of NMOC. | have a problem with wide area locates. We can't just keep
marking and marking. Wide area locates are expensive.

Yes, | would have an after hours center. We always have emergencies after hours.
An after hours number is a great necessity. That comes from someone who works 3,
4,5 am and knows.

Yes, | would like to see 24 hour service. It works great, except for that one thing.
Emails are better than fax, for notices. We think they are giving notice to everybody
rather than just people who need it.

The public needs to be more aware of calling NMOC. | think that is a problem
everywhere, not just in New Mexico.

There are times people have been digging and we didn't know about it. No one let us
know.

They need to advertise in the public schools. We do that ourselves, but | have never
seen NMOC do that. They could run an ad in all the papers so people would know to
call in.

Training is too far away. | would also like to see after hours. | would like to call
someone after hours, weekends and holidays. Emergencies do occur on those days.
We get locates that are not for our area. | call in and the changes are not being
made. Still getting those locates.

| would like them to hire more people, so that the wait isn't as long.

Well, We have had a problem with them. We kept getting One Calls for areas we no
longer had. Our One Calls are too many pages. Itis listed Rural San Juan County
and we have nothing in that area and we get 25 page papers. It needs to be
minimized.

Yes, | have been trying to get to a utility owner's training course. The availability is
too tight. | need more announcements and more offerings.

Yes, more responsibility. They dispatch and take no more responsibility. Should
take more time to train people. They are like puppets. Also when a large area needs
to be monitored, they should spend more time.

Yes, should be open on weekends and 24/7.

Yes, they don't operate on weekends and they should. They need to be open after
hours. They say they don't ticket for private property and | don't understand that.
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Yes, they need to let water systems know about them. | manage a few small water
systems. We found out about them by word of mouth. Itis a state law now. It would
be nice to have known before the deadline. Also public awareness could be better.
Yes, | would like to find a way to get things done on the weekend. | manage 3 water
companies and if | have an emergency, | would like to see some method to get
someone on weekends. That is my biggest problem. Also getting someone after
4pm would be nice

Yes. | would like them to be more specific with the wide area locates.

Yes. | would like them to be open on the weekends. If there is a blowing leak, we
can't get to them on the weekends.

Yes. | would like to see better handling when there are problems between
excavators and utility companies.

Yes. In Elephant Butte, we should not have to give directions on how to get places.
Yes. It would help if the mapping was better for this area. It needs to be more
specific.

Yes. Make sure that the information that we get is correct. The directions need to
not be from maps. They need to actually drive out, so that they can see what we
see.

Yes. More general public awareness. Maybe get more advertisements on the radio.
Yes. Rather than calling each utility company, | would like to call one central place,
especially from 5-7 am and on weekends.

Yes. Seem to worry about gas and brush all other utilities to the side. | am sure
because that is more dangerous.

Yes. If they could partner with a ticket management system, that would be good.
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Appendix A — Membership Survey
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