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Engagement: Digital Users vs. Non-Digital Users
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more satisfied wi.th I more likely to recommend
their energy provider / their current energy
provider
—

more likely to share their
’/ personal information and
energy usage information

more trust in their
energy provider

more likely to sign
up for home energy
generation products

800/0 / more likely to participate
in an energy management

/ program
"/ more likely to sign up for

@ Digital users automated home energy
. . —
management devices or services

@ nNon-digital users

Base: All respondents.
Source: Accenture, New Energy Consumer research program, 2015 consumer survey.




Digitally engaged customers are significantly more likely to purchase
or sign up for revenue generating products and services in the next 12 months.
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Digital channel users
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Non-digital channel users

He Hs .&

Home energy Emancmg services  Financing for Home_-basec.i
management or hom.e energy home‘-basec'i electr!c vehlc!e
r generation electric vehicle charging stations
eports ! : ¢ _
products charging stations and installation
services

Source: Accenture, New Energy Consumer research program, 2015 consumer survey



19 to 35 years of age in 2016

Key Demographics

v Inclined to take control of their
energy use

v Inclined to take control of their
energy use

v" Much more likely to notice
messaging received via digital
channels.

v~ Will make up as much as 75%
of the workforce by 2025

v Now at 75.4 million strong
surpassing Baby Boomers



2015 Overall Customer Satisfaction Index

Auto Insurance g
810
Retail Banking

Credit Card

Telephone Service Provider
Airline

Television Service Provider
Internet Service Provider g

Electric Utility

Gas Utility g
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Source: J.D. Power 2015 Electric Utility Residential Customer Satisfaction StudysM



Benefits
Beyond
Customer
Satisfaction

The average cost of a live phone call is
$2 to $5 — Chartwell 2014 Survey

Cost to send auditor to the home...$100’s

Renewable Energy Credits where
applicable

Regulatory Compliance where applicable

Public Relations: positioning your brand as
an expert

Driving program participation

Data Analytics — target & increase ROI






Opportunities
for Digital
Engagement

* Responsive website
with opportunities for
online engagement

 And more... that's just
the basics

Bill Pay

Apply/Disconnect




Opportunities
for Digital
Engagement

Bl Alerts!
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* Responsive website £ 64780 A Sh¢
with opportunities for P T uys 5

online engagement

Email Correspondence

g s ‘ &
= < ‘
B
) = @_ R :

e -
jiior mmfénisingr
sty _PostEards |

PSAs Bill stuffers



Opportunities
for Digital
Engagement

A

Bill Alerts — high usage text or email

Personalized Energy Summary and Progress
Reports

Energy Calculators — collect profile information for
further targeting

Feedback Opportunities
Energy Forecasting with weather

Personalized Video Messaging — Bill Analysis or
Demand Response Events

Digital Newsletters

Digital Advertising — local media and digital radio —
linking to programs and service

Social Media



How Do We
Engage
customers?




What one thing could utilities do
to improve communication? Wh at dO

customers

want?

I I More relevant information!

More relevant info Stop sending info More concise info Different Channels

about products we Source: KSV Marketing
already use




EMPOWER pLATFORM

Apogee’s Comprehensive
Digital Engagement Platform

&)

SELF SERVE

On-line
Video
(SR
IVR / Text
Mobile

UTILITY CUSTOMER

=

OUTBOUND

Field Audit
Video
Alert
Social Media
Email/Direct Mail
School Programs

Residential

MARKETING

EE Target
Conversion Target
Deemed Benefits

Program Promotion

Commercial

POWER DELIVERY

Operation
Efficiency

Surgical DR

Volunteer Peak
Load Reduction

COMMUNICATION

Social Media
CSS
Customer SAT

Customer
Engagement

DIGITAL ENGAGEMENT PLATFORM

UTILITY DEPARTMENT

High Bill
Resolution

Call Resolution




ENERGY BILLS

BEHAVIOR
TARGETS

h 4
o

MULTI P'I!E
OUTDAT@ REFRICERATORS
HVACISYSTEMS Ty
ul | f I
HIGH ALOW

RETROFIT
TARGETS

THERMOSTAT

Program
Targeting
Improves Yield

= Using bills and weather

= Pin-point retrofit targets

= Locate behavior
opportunities




We Enable
POP!

Personalized
Outbound
Proactive




Saving Tips Energy Forecast Bill Analysis My Home

TELL US ABOUT YOUR HOME @
1) WHAT IS THE LOCATION OF YOUR HOME? @

Your Home's Location

ity or Zip
2) HOW BIG IS YOUR HOME? @
)
B |
- - -
Advanced House Details Small House (500-1600 Medium House (1600- Large House (3500-

Sqft) 3500 Sqft.) 8000 Sqft.)

3) HOW MANY PEOPLE LIVE IN YOUR HOME? @

29
ﬁ

5) WHAT TYPE OF HEATING AND COOLING SYSTEM IS IN YOUR HOME? @)

| l

Advanced HVAC Details Nat. Gas w/Central Air

il

I

Energy Advisor
Online Check-up

~ Minute completion
Mobile friendly

Weather and Alerts
Saving recommendations

&) Program Promotion

-ﬁ Collect Profile Data

-ﬁ Offers Feedback Opportunity




Energy Forecast Bill Analysis

TELL US ABOUT YOUR HOME #
1) WHAT IS THE LOCATION OF YOUR HOME? @

HOME EFFICIENCY RATING

@

Explain how my rating is calculated

@ ATLANTA, GEORGIA % WEEKLY ENERGY FORECAST

——

5) WHAT TYPE OF HEATING AND COOLING SYSTEM IS IN YOUR HOME? @

SHOW ANALYSIS

Empower
Platform

v YOUR Home Ratings
v" Weather Feature

v Energy Cost Forecast
v Easy to Understand

v Provides Progressive
Engagement



n
Your personalized report below will help you understand your energy
e aVI O r use, how your neighbors compare, and help you find ways to save
money.
B d E | I

Update your home profile for an even more accurate analysis.

What's Your Resolution?

If it's to lower your heating costs, we can help:

Beat the Winter Blast

O % - Lower your hea{ing and Coonng costs by up to 30% . TrV our programmable thermostat calculator to learn how small
LEARN MORE

- Upgrade your heating system and get rebates to $1,000

changes can equal BIG savings

= Reduce the impact of high heating costs with our level payment plan

Steady open rates

- Smell Gas? Act Fast! Call 911 or 1-800-75-CONED to report a gas
leak

2X

Industry Average

-

Tip #16: Reduce heat loss by placing a reflector between th
radiator

.1

Install a qualifying programmable thermostat and we'll give you $85




Sign up for usage alerts:

Veather Email
or
Mobile:

My Profile Alerts you would like to recieve:

id cycle alert
When my usage reaches §
Unusual

From: Vectren [ @rrait 41 m 10n Apogee Electric & Gas
Sent: Thursday

Subject: Your Usage Ale:

€G|AROGEE
Email Alert

From: AEG Customer Care
Dear Bob Johnson,
Our most recent records indicate that you've used  Cosling

$120 about 50% through the month. AR

o twerything Ehe
Based on the weather, you're forecasted
to use $210 for the entire month.

Learn more about how the weather affects your energy bill
For your convenience, here is a simple tip to help you save energy
and money:

Adjust your thermostat by one degree and save $10

For more information about other money savings tips please visit our web site at

ill is a free billing option that takes your annual energy bill and divides it by 12
hereby you pay the same amount each month. Learn e about Budget Bill

m Checkup

yXOormOmMMmT

will 4G 4:35 PM Q 70% W}

= APOGEE Electric & Gas

AEG Power Usage Alert. You've
used $120 so far this month. Based
on the weather in your area, you are
projected to use $210 for the month.
For more information on your usage,
visit www.sessionkey=1234.com

Mid-Cycle
Billing Alerts

Proactive Alerts

Quantified
Recommendations

Weather and Energy Cost
Forecast
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Click here to view this in 8 browser

€ |AROGEE mp

My Ene_r'g—yﬁReport

Welcome to AG&E Power’s online energy efficiency tool "My Energy Report." You will now
receive regular energy progress reports to your inbox. These reports will track your energy
savings progress and show you recommended ways save.

Here's how to get started:

You can revise or review your home profile at any time. This
will help us provide an accurate analysis of your energy use

Create a savings plan. Review home upgrades, pledge the
actions that are right for you, and instantly see your potential
savings My Plan

We will email regular energy reports that will analyze your m
energy use. View your resuits online at anytime.
My Results

That's just how easy it is. We hope you enjoy the “My Energy Report” service!

Energy Services Team

Qur mailing address is:

unsubscnbe from this kst

Case Study

Digital Engagement
Tool:

Energy Progress Reports

« 20,000 energy reports
emailed each month

* Only 98 opt-outs since
the program began in
2014




Personalized
Energy Progress
Reports

v" Personalized content

v" Timely- just prior to
the bill

v Opportunity for positive
change

v Program promotion

v" Increased customer
satisfaction

Customize Your Message Here

Energy Services Team

Your Personalized Report

This report will help you understand your energy use, how your neighbors compare,
and help you find ways to save money. For a more accurate analysis, update your

home profile

My Profile

My Bill Comparison

Electric Difference from Last Month

Usage Summary
The Sep 16 2015 bill usage was about 1362
1,362 KWh lower than tho Aug 17 2015 KWh
bill period
Cost Summary
The Sep 16 2015 bill costs were about ‘ $137
$137 lower than the Aug 17 2015 bill
period
Weather Summary
The average temperature for the Sep 16 . 31VF
2015 bill period was 3.1 degrees colder
than the Aug 17 2015 bill period
Weather and Bill Cycle Impact

i The combined effect of 3.1°F lower

(&) temperature and 4 days shorter saved $91

; and 897 kWh

Other Impact

, Other factors saved about $46 and 465

KWh

_ Electric Difference from Last Year

Usage Summary

The Sep 16 2015 bill usage was about 107 107
k'Wh lower than the Sep 16 2014 bill KWh
period

Cost Summary

The Sep 16 2015 bill costs were about $6 ' $6
higher than the Sep 16 2014 bill period

Price Summary

The average price in the Sep 16 2014 $0.006
bill period changed from $0.0964 per kWh KWh
to $0.1019 per KWh in the Sep 16 2015

bill period. This change cost you $17

Weather Summary

The average temperature for tho Sep 16 ' 1.2'F
2015 bill period was 1.2 degrees warmer

than the Sep 16 2014 bill period

Weather and Bill Cycle Impact

The combined effect of 1.2°F higher
temperature and 2 days shorter cost $5

and 56 kWh

Other Impact
Other factors saved about $16 and 163
’ KWh

2
&/



My Saving Tips
My Weather

My Usage Details

My Profile

@ ENERGY

Your projected electric cost for this week is $34

Record ID: 1531

The hot weather in Evansville, Indiana is causing a large portion of the cost.

Fri, Sep

vyXOo»wommm

Energy Cost Energy Cost: 84 Energy Cost: $3  Energy Cost: $3  Energy Cost: $5 Energy Cost: $5
$10

AU . Your Estimated Weekly Electric Cost
Adjusting your thermostat is an Ll Bl s

easy way to Save $$$. Use the
thermostat below to see how
much.

lick the up or down buttons to adjust your

M Cooling: 25.0%
B Heating: 11.6%
Everything Else: 63.4%

Here are some other tips that can help you save money right now..

epl & Fumace Jse i d Low
Filt

Clearing any duct obstructions

=

14G

4:35 PM Q@ 70% M}

= APOGEE Electric & Gas

AEG Power Usage Alert. You've
used $120 so far this month. Based
on the weather in your area, you are
projected to use $210 for the month.
For more information on your usage,

Other Digital
Engagement
Initiatives

This utility is adding other digital
tools to their campaign — now in
play...

 Personal Video
Messaging

 Energy Forecaster

o Alerts



Results

v Online Energy Audit usage jumped
300%

v They achieved a steady 50% email
open rate that is twice the general
Industry average of 26%

v" Each member enrolled to receive the
personalized energy reports, counts for
345 kWh toward the required 10%
goal by 2018 to fulfill Renewable Energy
and Energy Efficiency credits




Acsl K

American Customer
Satisfaction Index™

2015 Q3-Q4

@

* &fr

RETENTION ~ SATISFACTION
Our Utility 380 34
Touchstone Energy 70 14
Municipal Utilities 75 68
Investor-Owned Utilities 74 69
Energy Utilities 4 69



Personalized Video Bill Analysis — 90%
Positive Response

Beat The Peak Video Campaign

Demand Response Alerts = Y2 water heater
on first round!

Other Videos Sent

Storm Alerts, Capital Credit Explanation,
AC Switch all well received.

Case Studies

Personal Video Messaging

Ongoing programs are
currently being monitored




Personalized
Video
Messaging

94% Found useful
95% Found Easy
99% Want more

videos




Survey Says..

POWER BILL

Now Sending

BILLING SUMMARY

40,000+ a month for 1+ year

METER SUMMARY:

46% Open Rate

97% Easy to Understand
90+% Useful

APQGEE




Having trouble viewing this email?
Click here for online version

Your 2015 Year-End Summary

Dear Bob Johnson,

Thank you for being our valued customer. For your convenience, we've prepared this year-
end summary of your energy use along with top tips for saving energy in your home. We hope
you'll find it helpful. Please feel free to call us at 800.123.4567 with any questions.

Here’s where your energy dollars are going:

|
'1 Your Annual Electric Cost
Q& \ M Cooling: 27.0%
\ B Heating: 39.7%
B Water Heating: 14.4%
W Cooking: 4.2%
Refrigeration: 6.5%
Lighting: 4.8%
I Appliances: 3.4%

Your Monthly Electric Bills vs. Our Estimate by End-Use

Here are some easy tips and recommendations to lower your energy costs in your home:

« Set your thermostat at 78°F in the summer and 68°F
in the winter and leave it alone. With each degree
decrease on your thermostat in the winter and
increase in the summer, you can immediately realize
a 3 to 4 percent decrease in energy use.

Install and preset an ENERGY STAR® programmable
thermostat to automatically reduce energy usage
when you are away or sleeping. Constantly changing
the temperature causes your system to work harder.

My Account

Track your Daily usage and sign up for
alerts when your daily or monthly usage
hits certain levels.

LOGIN NOW CONDUCT SURVEY

« Turn down your water heater thermostat. A setting

of 120°F is fine for most homes.

« Take quick showers instead of baths. This greatly

reduces the amount of hot water used.

« Use ENERGY STAR?®qualified compact fluorescent

light bulbs (CFL) or LED light bulbs. They use three-
quarters less electricity, generate 75 percent less
heat and last up to 10 times longer than standard
incandescent lighting.

Self-Service Energy Survey

For a more precise and personalized
energy report, log in and give us details
about your household.

Case Study:

Major IOU

Energy Summary
Reports:

v Powerful
v Proactive
v Personal
v Mail or eMalil

v Quarterly/Annually
v' Bumped Satisfaction16%

v 100 pts.
JD Power




Your 12-month Business

Small Business
Energy Summary
Reports

928 E. Imperial Hwy. Saving energy starts
with understanding how
TR LR LR FUTTY 1 T TR U TR (U T it's being used.

Dear Valued Business Customer,

We are pleased to provide you with this 12-month summary of your recent business energy use. By understanding
how your business uses energy, we can help you identify areas where your business can be more energy efficient —
helping you reduce costs, while saving time and resources.

Here’s a breakout of how energy is being used, based
on your annual electricity costs and usage:

B0 Cooling: 9% $41939 2,156kWh
. B Heating: 3% $110.00 658kWh
M | B Refrigeration: 1% $5561 311kWh Here are some quick and easy tips
aJ O r B Indoor Lighting: 37% $1507.81 8427kWh and recommendations to manage your
I Outdoor Lighting: 4% $185.37 1,036kWh energy costs:
Cooking: 3% $111.22 622kWh
I Water Heating: 15% $60450 3379%Wh * Optimize your HVAC. Benefit from lower .
Miscellaneous: 28% $1,13086 6320kWh unplanned repair costs, cost-covering incentives,
lower energy bills, and improved air quality and
system reliability.

- - Your Monthly Electric Bills vs. Our Estimate by End-Use . .
Sona . Ch‘arne batteries and battery-operated equipment
prior to TOU On-Peak hours, then use only

pre-charged equipment during TOU On-Peak
hours.

» Upgrade to energy-efficient equipment.
ENERGY STAR® models can have a significant
impact on costs.

* Reduce lighting levels and take advantage of
daylighting from store windows.

Phone interviews

0 .

/.
1 .
| .
.

|
.
| .
-

Manage Your Business Energy
Online with My Account at
myaccount

y

Results will be shared

24/7 Access to Energy-Saving Recommendations o View projected bills and plan your usage

EXpeCt S i m i I ar R eS u Its Customized for Your Business «::Set mionthly spending goals

Our online Business Energy Advisor tool will provide you with o Compare rates to find the best option

Recommendations to help reduce your energy usage, o Make online payments quickly
customized for your business profile

Available incentives for lighting and equipment upgrades to help

lower your operating costs Start saving energy today. For a more detailed
* Your energy-use history, which identifies when and where your and customized energy report, enroll in
energy is being consumed My Account at

Your energy plan to track your short- and long-term energy goals access the Business Energy Advisor tool.

The ostimatos shown in the table reflect your last 12 months of energy use billing data. Additionally the energy use by HVAC, lighting, and other equipment is shown based
upon your bullding's NAICS dassification and with industry-accopted norms for the way enorgy is used in those bulkding types, cimate zonos and dady temporatures. Last
year's usage was used 1o estimate annual costs. Values refiect past usage and assume no operational changes. Your future usage and costs may be different ca363




Case Study:

Energy Forecaster

Energy Forecaster

CLICK BUTTONS FOR MORE DETAILS

We saw a four-fold
Increase Iin web traffic after
bill stuffers announced the
weather forecaster tool.

- Your Energy
. | Cost Today

. J

A local media article
garnered another 40%
Increase.

As an added benefit the
relevant and personalized
Information encouraged
repeat traffic.




Coming Soon...

Questions

July 218t

Increasing Digital Adoption

with Billing and Payment

Options

« Schedule now to provide summary reports

July 28 for a January send.

Engaging Small to Mid-
Sized Business Customers  To discuss digital engagement strategies
that are right for you.

Contact Us

info@apogee.net
678-684-6801




