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The percentage of customers on paper
has dropped since 2017

Percentage of customers enrolled in paper and paperless
billing

76% 7904 7

Customers enrolled in paper billing
m2017 =2018

Source: 2017 Chartwell Billing Survey, n=55 and 2018 Chartwell Billing Survey, n=50
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The savings from moving a customer to
eBill continue to Increase

2016 2018
$0.73
$0.60 1
$0.45 $0.60
: }
$0.15 $0.13
Paper billl eBill Paper bill eBill
Per 50,000 customers a year: Per 50,000 customers a year:
$270,000 $360,000

Source: 2018 Chartwell Billing Survey, n=50
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Customers enrolled and interested In
eBill - How are they different?

Yy @Chartwell ¢



eBill is the utility offering with the most
awareness among consumers

Awareness of different power company offerings

Digital version of bill online
Digital/electronic payment options
Website to report outage

Website to start/stop/transfer service
Online outage map

Mobile app

None of these are offered

Source: 2018 Chartwell Residential Consumer Survey, n=1,517

www.chartwellinc.com

I 62 %
., © 9%
N S 2%
I 5 0%
I 399%0
I 3 1%

I 00

INsIGHT For TomorrOW'S UTILITY — D Chartwell

7



A large majority of customers are at least
ok with eBIll autoenrollment

Autoenrollment in eBill is ok

74% (1%

m Agree or Neutral
m Agree

2017 2018

Source: 2017 Chartwell Residential Consumer Survey, n=1,522 and 2018 Chartwell Residential Consumer Survey, n=1,517

www.chartwellinc.com INSIGHT FOR TOMORROW's UTILITY D Chartwell 8



The majority of customers want a copy of
their bill emailed to them

59%

of consumers agree

their power company

should send them an
eBill

Source: 2018 Chartwell Residential Consumer Survey, n=1,517
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So why don’t more customers use eBiIll?

www.chartwellinc.com INSIGHT FOR ToMoRROW'S UTILITY ~ D Chartwell 10



Customers who do not use eBill cite wanting
paper copies for reminders and record-keeping

Reasons to not use eBill

My paper copy is my reminder to pay my bill.

| prefer a physical copy for my record keeping.

I 4 /%0
N 1.6%0

Another reason not listed here.

I’m not aware that my power company offers this.

The service isn’t valuable to me.

| don’t trust my power company to keep my data private and secure.
| ignore most messages from my power company.

| don’t know how to sign up, or it is too difficult to sign up.

Source: 2018 Chartwell Residential Consumer Survey, n=1,517

www.chartwellinc.com

I 11%0
I 1 0%
I 000
N G0

N 5%

Hl 3%
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Older customers most prefer a paper Dbill
for record keeping

Reasons consumers are not enrolled in eBiIll

60%
0
50% 1806 220 499
42% 41%
35%
| prefer a physical copy for my record keeping My paper copy is my reminder to pay my bill

18-34 m35-49 m50-64 mG65+

www.chartwellinc.com INsIGHT For TomorrOW'S UTILITY — D Chartwell
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Hi, I'm Matt!

* Managing Director & Practice Lead for
Broadridge Communications Consulting

e Focused on benchmarking, communications strategy
engagements, optimizing print, increasing digital adoption,
and omni-channel communications execution

REIMAGINING
COMMUNICATIONS

* More than a decade of experience as an analyst in the with Matt Swair

Customer Communications Market

* Formerly Group Director of Business Development &
Customer Communications advisory services at Keypoint m in/swainfotrends/

Intelligence — InfoTrends
a @swainfotrends

E Broadridge: ©2018 | 14




Broadridge [NYSE:BR] at a Glance

Broadridge, a global fintech leader with over $14 billion in market capitalization,
provides communications, technology, data and analytics.

We help drive business transformation for our clients with solutions for enriching client
engagement, navigating risk, optimizing efficiency and generating revenue growth.

Broadridge Customer Communications
North America’s premier customer communications technology platform.

=50 54+ W) 5+ ¥ 80% 8 51+  BE 40+

billion revenue in FY17 billion customer communications households in North America billion invested over patents to-date
processed annually receiving content from Broadridge last decade

E Broadridge:
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The Print-to-Digital Journey

% Broadridge



Last Decade of USPS Mail Volumes

100
M First-Class Mail ® Marketing Mail

2008 2009 2010 2011 2012 2013 2014 2015 2016 2017
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A Decade of Facts and Figures, U.S. Postal Service website, Sept 2018
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Consumers Seeking Clarity and Relevance in Print

How can your providers improve the transactional communications they send you by mail?

Make them easier to understand

Make them relevant to me

Personalize the content for me

Combine multiple communications into one mailing
Make it easier to manage personal data and privacy

Improve accessibility

Use color to emphasize important information

0% 5% 10% 15% 20% 25% 30% 35% 40%

Base: 2,000 Consumers in the US and Canada; Top 7 shown
Source: Annual State of Transactional Communications: Consumer Survey, Keypoint Intelligence — InfoTrends 2018

E Broadridge: ©2018 | 19



Increasing Awareness for Bill Redesign

Thank you for going paperless!
To ensure that you receive future emails from SCE, add to your address book.

SOUTHERN CALIFORNIA

EDISON

An EDIFSON INTERNATIONALS Company

Your new SCE bill

is ready to view 3 = Q

“\__\'
Your Bill Redesigned
278

[ ] Your new statement contains all your billing information in a simplified
. easy-to-read view. Find out more at sce com/UnderstandYourBill,

Dear,

View Your Bill Online

Your current bill for SCE customer account number is available now for
viewing with SCE's Online Billing at My Account.

Account Number Statement Date Amount Due Due Date”
09/29/2018 $171.44 10/18/2018

*Your current charges are now due and considered to be past due if not paid by 10/18/2018.

PLEASE NOTE - Your monthly bill may include one or more bill inserts providing notice of
actions that may affect your electric rates. Please visit sce.cominotices to check for these

important notices.

You have payment options. You get your bill online, and you can pay it there, too. Pay now through
My Account, it's free! We also accept payment with most debit and credit cards.

Privacy Policy | Terms and Conditions | Contact Us

‘You are receiving this email because you enrolled in SCE's Online Biling service. You will receive this email nofification every time a bill

is generated.You may discontinue SCE's Online Billing service by visiting
This is for inf tional only. Please do not respond fo it

©2018 Southemn Califomia Edison. All rights reserved.

EDISON

Energy for What's Ahead

Quick Services
Your Home
Your Business

Customer Support

Overview - Customer
Support

Move Center
Billing & Payment

Overview - Billing &
Payment

Pay Your Bill

Understand Your Bill

Help Paying Your Bill

Business Summary
=]

About My Account

About Rates

Claims & Suppert Forms

Frequently Asked
Questions

Contact Us

Q search AL LoginiRegister

Understand Your Bill

Home = Customer Support = Billing & Payment = Understand Your Bill

Understand Your Bill

Energy terms and ideas can be challenging. Here's a quick
guide to what your bill is telling you.

Typical Bill Breakdown

Bills are even easier
online.

Sign up for Paperless
Billing_Today >

Your SCE bill features details and information about usage, charges, and account information. Even though your bill might
look different than the one below, here are some of the key sections you'll find on most bills:

Your account information ~
e 59 Papetesa i wiwsce SomieBiling, ©5 5, ey and e You'll find your Customer Account number in
_I EDISON | e s Your electricity bill this section, which you may need if you
VALUED EUTONER Pt contact Customer Service or other SCE
Sy e Amount due §137.00 representatives. You'll also find your Rotating
B ousoupes OBy 1M Outage Group number here
v cameos
Your account summary v
Compare the electricity you are using v
N

Payment stub

Pataile Af e maiar nbharcae

s

Competiscan, July-September 2018
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There’s an easier way to view and pay your bill.

Go paperless and access your bill anywhere, anytime.
Visit ngrid.com/enroll to get started.

Go Paperless.

Receive your statement through emall or text,
Less paper, same great information. Switch today atA papariess.

e
@ummv Contin S
WEANE e ve

www.seattle.gov/paylightbill
It's easy and secure.

Pull your account right out of your pocket.

Download the TXU Energy mobile app today.
[ 4
L
Printed on recycled paper.

(3} Seattle City Light

Take us with you!
txu.com/move
1-877-TXU-MOVE

(T

Know what's helow. “IT'S THE LAW"
Call before you dig. STATEWIDE - CALL 811 L AR
Please call two working days before you dig. Manage your account online
It's fast, easy ar~" ;ecure

PAY ONLINE FOR FREE

= Register for Daline Account Services
= Sign up for eBill and Go Paperless

= Select our Automatic Payment Plan

= Access Your Account 24/7
www.cnoc.com Free - Convenient - Secure

« 18 months of bill, payment and usage history
= Envoll in eBill, Bank Draft and Budget Billing

* Analyze energy use * Request p

* View, print or pay bills
* Start, stop, transfer or reconnect service

Register today at DominionEnergy.com

Back of the Envelope Strategy: Digital Engagement

Everything about your energy,
under one rcof — your phone.

Track your energy use, receive outage notices
and billing summaries.

the FREE MyA

D

mobile app today!

TE4306-50T0R4 (2116) 1515 a
Energy.
are or it (1} { / wni
Sign up for Psperfess Billing, wyment, Account Alerts and pay your bill at alfiantenergy.com
Bame

Enroliment in the bank draft option is quick, easy, and best of all ...

there is never a fee!
Let EnergyUnited °
do all the work ... Y
enroll in ouIr bank R -
draft today! Dyt ovten tewcuorysos

m‘:ﬁ an time again!
e e i mm Mvh this amount that will be drafted

‘from your account.

Competiscan, July-September 2018
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Back of the Envelope Strategy: Informational/Upsell

30827-E-0021

;‘.a Alabama Power

Enjoy up to $700 in annual savings. 9

Switch to an energy efficient electric heat pump and save up to $700* each N Is your business your home
year on cooling and heating costs. Receive 100% financing with approved N N away from h

credit and put the payments on your power bill. - b

To learn more, call 1-800-990-APCO or visit AlabamaPi

Save Energy, Save Money
*Savings may vary. Visit peco.com/smartideas

Recyelatile

0SPUM095836

Don't climb utiniyy pu... us trees near power lines.
Always assume equipment and power lines are energized.
Stay Away. Stay Alive.

-5

10% totnd rocycled Sber
PCOGTE
OSEXE111284
AT AT o 1

DONT GET SCAMMEL!

LADWE emploveas will never ask for personal payment information aver the telephone

or demand that you purchase a pre-paid cash card to pay your utility bill. I

For Your SAFETY, call 811 before digging or excavation begins to have
buried utility-owned electrical, telephone, cable and natural gas lines located and marked.
1t's free, and it’s the law, Call 811 before you dig.

Competiscan, July-September 2018
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Count on Us®

Fall 2018

Nama:
Acoourt Nuriber

Home Energy Report Addcimss:

This personalized report contains:
* ChAre Sbout your NOMme's Srery Use
« Enargy-saving tios Tt could help you
save over 100 ihis year
Cuestiona?
or call B55-861-0152

€ Take control of your electricity use this fall.

1. My household efficiency
comparison:

EFFICIENT
ENERY
USERS
wy g
ENEROY
usE
AVERAGE
ENERY
usena |
SEFTEMBER 2017 —NOVEMBER 2017

Your electricity use is:
OUTSTANDING

Average energy users live naarky, in homes of approdmately
the same sen, styls and age as your Fome (Hased on alacie
Peclic datal. e AV WATRgE BaTgy U

Efficient anergy usars s amang the kwest 2 parent of
Snargy Laers.

29U More than 5,000 G

2. How has my efficiency changed?

3. My home energy report summary:

| KEEP ONSAVING

} 'You used less eleciricity than similar
homes last fall, and your efficiency was
the same &s the previows fall

Turm over s

KNOW?

Energy ct
6,308,725 square feet of attic insulation since the start of 2017. Leam how

added a

at G

WOu Can save on |

Educating Custome

isialnsion is lervest with or below
iz figar joifts, you probadly

© add mare. Find out how

in got up to §125 in rebaten

3 COVEr Upgrade costs &l
imersEnergy.com/insulate

all

JUAL SAVINGS:

15% ™

your furnace ready for
temperatures.,

JOur SyEtem running at its
alth a heating comprehermsive
up. A panicipating conractorn
== advancad aquipment
ntity ways 1o improve
rmange. Schedule today and
$50 ratare! Laam mone &t
umarsEnargy.com’
cosavings

t ConsumersEnergy.com/homereport

rs via Informative Energy Reports

cff~ DUKE

e’ ENERGY.

Nice wark. This month, you spent only $27 meare than your most efficient neqghbors. Jist & few small changes could help
INCHE your SEngs

How am | doing? Forecasted electricity use for August.
My Home Comparisan Aress you can focus o to sawe
B e
Cesing %
e e— %
Light ns
L o
[0 ot W e— 10%
Cnctencs o
ey - 5%
Do 5%
Yo Hame [Mhcient Home
Whe am | being cempaned to! _- Maje your repoet
= mare accurale
) Govep s T scuss fooage £ e it B sy Update your
74 Homes 100,300 (E R Elecine fustng (11! profie enlined
WU COMPAMD 00 8 Ny LINHAF heien Based ot 1ha age, K, Wt bating mesies o e
eima. LDdEs T VERRAIN By CINARITG # Rae Crie a1
ket com Mot nery o CalME BB 472 J851
How can | save more?
i Save up in 599 per yeu Every littie bit halps:
il Consider spray foam insulation a [Efficient tablet anc cell phone use

Tra lass you nead to charge your mobile devices, the mans
ey youll save s (he les strated youll become.

Try anterdding Dattery i by: turming off servces you dont
roeed il the fimes (ke Wi-Fi, GPS), removing fully changed
davices from their chasger, recucing scraen brightness, and

Whether you ars finishing your Basament, or simely adding
insulaticn to your o

reudation imstaad
Soray foars ¢
ean parbrm as much as S0% better than fiberglass

rudation, duke-energy.com to leam about our actvating fock screens afer 1 to 2 minutes of inectivity.
rebates for insulation projects
L More Saviegs Tigs at dube-energy. conySavingTips
Contact us BRE.BT3 MO63 Mordday - Ficksy, T ko 7 g 7wt Bbordy, Barm. 1 T4 MmO ke iy o

Petrrce faste
v Fumoer

I 15 $596 more than the mist

Sumamer!

e cosler o i
U i 0
s, such o
 sber your hame
i

. iR duke-enerngy comy SavegTies.

+i: BUEATA 3853
Tl HemsBeprtfi e s anergy com
=1 dubs enagy o MyHomed rergy

Mot o b pesaena ot

THIS IS NOT A BILL.

[T A ——

Fasidortal Enargy Efciency Frograme

Home Energy Report

Juiy 11, 2018

Account rumber

This FEpoft gives yOu SoNTExt On your anergy use
10 e you makes st Grengy-saving declsions,

For 8 il It of services for purchase and energy
ufficency orgrams, inchading reates from
Powomac Edison, wst:

+ enargysaveMD.com

Here's how you compare to neighbors

s
[

2

Jin B P18 - ok 11,3018

AT

37“mumw
#han ohicent neightars

T s Dasea o 05 Smier homes witin aoorm | m. Efcen neighton wa
the B0 who sse T laast ameurt of secrty,
S o 0 el

An easy way lo save
Dan't miss out on discounted LEDs
It you're Ighting your houss with incandescent lights, chances e you'ne
y 1 spending rom e you need 1o of erengy. Naw, you Cin S3ve mons over he
S lang tenm and nght awmy with discounted ENERGY STAR® LED ight bulbs.
LED Mgt bedls: 5y you MOoney Snd enengy and come n & vanty of styies tor
vary roorn and svery mood.

s TP W1 s e L i e gl L
a1 energysavemd-homa.com/lighting

Tips from efficient neighbors

Bhave a minute off shower time r ~‘ Use power sirips 1o saslly turn off electronics
“» Save up 10 875 por yoar Save up to 855 por yoor

Turn over ==
U ——

ey g o s i e

Hom i | st recabeing recarts?
Gl 1-HO0-KI6 587,

A 0 T T T

3 woek. As 8 resul, £ uses Moe
v 85 a now ENERGY

gy han a B0-watt ight oub,

e energy and money

LPONE Vi 1w
- 1 s e e P a2 e

0 Prrid n 10% D s W besst ik

I L T —

2 300 0450 3213 I CO0CION T ER.
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Awareness Campaigns for Smart Meters

SMART METERS
ARRIVING SOON!

SMARTER TOGETHEN.

MEET TH

SMART METERS ARE

CRAING SOOI, YOUR EVOLVING GRID

horms d bus v smart m

CUSTOMER BENEFITS INCLUDE:

reane tmes Aring

i \ THE ELECTRIC THE PAST

* Better uee of Clean, rerewebie Ererge

st 10 bl ke G power K] T mesbitD NG elicisd. Wik ke The Caet of dervich i (Prdaile i (ORI

™ - kv g Piomuon P 0 da s Lhar
Dwar Valued Customer, ‘ iy | Thus 1 wapecind 10 ke place writn the manch of Auge for o srvice s m ‘“‘: o THE SMART GRID OF THE FUTURE
. s paTaTE
At Micor Gas, we a°e mading investments in modernizing 2 Nicor Gas PAID
anch e rg o natuia! gas nfrastrecture to ensure every Forrancdon WHAT ¥OU
customer's energy neads are mel safely s reliably now anc  Asaondaincaan) W wil m

4844 Forry Road

Naperville L 60563

In thie rgar Tuture, 3 small, two-way communication device will . Iratalers wdl drve vahioe and cervy Sadges
be installed an the exist rg natural gas meter al yous homa or * +
business The device will collect natural gas usage information bk il v M oot T ot Al ot s it e rivat B sisbing. Vi
and securely send it o Micor £== ¥ L The ne »

wedl into v futare

There will ba ne interruptio
during this upgrade. ‘ s
IF we can safely access your — NICOI’ Gas

to be presert for the stall.

+ IF you have an ideos mata
an appointmant.

[_] Modernization ey AR

Timely and accurate billing.
Greater insight into energy usage.

We are committed 10 kesping
Wou will recaive o informa
thi next few waeks.

= Jaip—" netAT T N T

Paise romr e #1 e o . adale |

Competiscan, July 2018
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Embracing New Approaches to Communications

AEP
OHIO @Home
September 2018

My Account Qutages Ways to Save Th e N E W M yG exa
4 txtppl i . o
makes everything easier Vist our
NEW
@ redesigned
website
& o | )
Qo W E R T Y U I 0 P
A S D G H J K L
* Zz c v B N M @
G 123 space M ?‘ g LOG IN NOW

Do business by text. It's fast and easy!

Paying your bill or reporting an outage is now as simple as texting us. It makes

doing business with PPL faster and easier than ever! VIDEO: How We Keep the Power F|0W|ng
We're committed to providing you with reliable electnic service to power your

Competiscan, September 2018
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4 MYBILL

September 2018

Total Amount Due:

Bill period: 9/17/2018 -10/16/2018

Watt Usage: 80 kWh Due Date: 11/10/2018

PAY NOW

pya VISA @2 )

Daily use

Your watt usage
80 KkWh surpassed the average.
Check wasteful devices

Bill Hubbard

Monthly use

kWh
80

a0

40

L

02 03 04

You 1BkWh
21kWh

05 (

411

10

07

Compare with: @ State

09 10 11 12

Compare with: @ State

08

11

14

1.800.555.5555

23Vine Street Philadelphia, PA 19106  Account # 555555

City

City

116.2018

Rewards

Sawve 8% of your monthly bill by
8%

Live chat ‘ v Q 250 ‘ ~ HiBill @

Coupons LRI A ]

Lowering your power use etwesn the

hours 18:00-20:00 and get 5% off

Get 5 points for saving 20%

o last month

MNotifications

° Your bill is dugin 4 DAYS

Tips L]
‘Watch avideo and learn
how to save money
by using electricity right!

Your fridge is always on, makingitone of
your most expensive appliances. Make sure
the door seal is tight and freefrom gaps

-

E Broadridge:
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wesco Verizon LTE

myAT&T Account | Support

An important messal
information (Cus
CPNI)

Dear Valued Customer,
Regarding Your Account: 15§

Your privacy is important to us,|
about your privacy|
." Please take a mon|

simplify it.

"CPNI" is information about yoy
phone or any sort of home or b
service you have, how often yo!
not sell, trade or share your CP
ATAT our authorized agents, unless r

We do use CPNI internally, how|
information about our customer|
offer you new or enhanced sery

If you are OK with this, great; n
services still have extra rules, si
duty under federal law to proteq
use your CPNI internally for tha

= You can "opt out” onli

+ You can call 800.315.§

« You can speak to a ser

m @ ‘ If you choose to restrict our us
3 change your mind at any time a

we'll honor your decision until

AT&T: Tracking My Customer Journey

Need to reschedule? Order Confirmation Summary

Reschedule your appointment here  REWEVEIE IR T (]

717 PM 95% Ly @ Messages sesco LTE 7:17 PM 95% .
A
& at
-
MyATST unt | Support "] e
= far
e Services : E
Your bill is ready at myAT&T b ATET payment confirmation
t= On the
Hello
ou have & new bl from ATAT
o am doss yments made afier the bil period ended More & p and take controll
Ments Bre Shown n the current balance In the Account Overview and the Bill & Payments sec! Service Type: DuwecT
caline Y 3
e Paymant et
ent service is shown along with your sccount mformation 1be rc ?:.:."..‘.':.‘.r:.:
Payment Dat
Amount:
Service Type: D
pur wirel
Ou CaN view your bil detalls, payment history,
t your &
leless nL
pem
ding in .
s email for ehoosing s,
17 Regaster now numbei
We vale your business and look forward 1o serving you Additional Support
N R ] Y 008 midatie
hank you for choor appoil vt :
ATST . H
"ve = tarted
Additional Support k usag '
Contact Us - TTY and relay services avaisbie PLEASE DO NOT REPLY TO THIS ME 3 SAGE st of your new DIRECTV servicel
1 yoursel from fraudulent emaills. = . —
v o -E : ur programming, change your package
o ly log in to your online account
Moving Soon?
Stay connested with ATAT, Vist Us aniine ot ot comimove your att com login credentials to sign in
Paperiess Billing Special Offers
Reoduce Special Offer: <k m
out our best promot ) F B .

may still get marketing from us, but it won't be from using CPNI. We won't use your CPNI to
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. AT&T Interaction Summary: Initial Outreach - Bill Pay

U2 R
Fe = AR RR R .

Installatio Reward Redemptio Bill Arrive Bill Paid

@&\ﬂ%mﬁ%m padlirs & AR
2| =

28D [

E Broadridge:



. AT&T Interaction Summary: Initial Outreach - Bill Pay
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. AT&T Interaction Summary: Initial Outreach - Bill Pay
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Negative Consent: Forcing Consumers to Opt /In for Paper

Swing into spring
with paperless billing

and more free time.

"Set up automatically

Jusi click once lo set up. You will récaive a

confirmation email for Paperiess Billing

enroliment al your address ending in
ati@gmail com

Or you can log in to s&l up onling.

Hello MATT,

We're constanlly looking lor ways to betier your experience with us
Just reply "YES"

One of those ways s 1o simplify how you receive your bil. Now, start
recewving your bill via email Save time, and enjoy more convenence,
security & control

We're making electronic billing easier than ever fo set up. Simply reply
to this email with the word “YES" to switch lo paperiess billmg. And lo
keep things simple for you, we'll update all accounts associated with
your name & biling address lo receve a paperiess bill

Ifyou don't reply, you'll continue receving your paper bill

And as always, personalze your preferences any time by visiling
attcom

Thanks for choosng us,
ATA&T

Convenienceis
PaperlessBilling!

‘Set up automatically

enrollment al your address ending
in
Or you can log in o sef up online.

E Broadridge:
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(D A v

Immediate Action Required: Verify
email address

Today at 8:28 AM

AT&T

Hey, this is important!

We want to make sure you're you

Hello,

Looks like you recently enrolled in paperless
billing or changed the email for your account
ending in 8425. We're serious about your
security, so we won't email account info until
we're sure you're the one who requested the
update.

Just let us know it was you by verifying your
email. It only takes a second!

Verify my email

F B = X

A

Looks like you recently
enrolled in paperless
billing or changed your
email account...

J

to your account and think you
got this message by mistake,

9 call us at 877-273-2728

If you didn’t make any changes

J

Confusing Communications Drive Up Call Center Volume

wil Verizon & ¢ 11:30 AM 3 )

wil Verizon = 11:30 AM b3 |.

(D N~

Don't wait — this link expires in 10 days.

If you didn't make any changes to your account
and think you got this message by mistake, call
us at 877.273.2728.

Thanks for choosing us,
AT&T

Go Paperless
Reduce clutter with online
billing.

o)

Set up AutoPay

Save time and pay your bill

automatically!

- Get the App
) Manage your account
= virtually anywhere, 24/7

Sign-in myAT&T Account

P B85 B <<\ @

E Broadridge:
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The Continuous Feedback Loop
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Gathering Live Customer Feedback As They Review Their Bills

scerp® 3 | Iebon 0.157) - ten 3| () AolaleTess- v
(@ files AT/ Users/ Theresa/Downloads/Bars2Dissued®20on%20-%
#* Bockrais [} oo
Customer Bill
4~ DUKE
e ENERGY. Kexnun rumbar

Tolal due

Curremt cha rges pa

T . - LG SEACE

Aug 22, 2018 o Sep M, 2018

e =~ - |
Oct 18, 2008

O Useresiing|Usc x | M box [4748) - x | A Home|Geogls® x A BEngadPayr x A

& C & hitps; comyEiling/Hame

=a Georgla Fower

How can your utility provider improve the
communications they send you?

W1 ENERGY STATEMENT e | tahis

www pge comiyE Due Date: 10/02:2018

A Your bill will include a $25 Toshiba-Vogtle credit for active accounts in September, Please visit Service For: Your Account Summary
Amount Dus on Previous Statement noR

fer mare infDrlTlaliDl‘l. Paymantin) Receved Sinoe Last Glatement 150.78
Serean

018-03.5.46 PM Previous Unpasd Batance i

Current Elecine Charges $80 %0
B Account Details Questions about your BN Total Amount Due by 10/02/2018 $250.26

E Monday-Frdey 7 am-8pm

icati Satuxiuy & am -8 p.m Comren inctuds & dicsun 189 for CAR

Alerts & Communications Phane. 18007435000 @ P SO St Wiy L BT AN e LA RL
= wewrw pge com Ady Energy
x Local Offics Address

12628 Jackaon Gale
Jackson, CA 95642

= Sergen Shot Your Enralied Programs. Eleciric Monthly Billing History
M Youe Cicrest Bl 2018-04-7.04 Pt CARE Discount [

Due in 2 Days 10/08/18 $27|;d;l; ”,.I 1l I “II " ” lﬂ_ i

Bllling Pericd 8/23/18-9/24/18 Total due © ding pay

Billing & Payment History Impartant Messages
il | Al st .

10:04 / 12:22 Il & | w| o 922/ 186

5
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Questions for Residential Utility Customers

* What information could be better emphasized to make it easier
for you to review your bill?

* What other information would be nice to see on your bill?

e Talk about what makes your paper bill easy or hard to understand.
What would make it easier to understand?

* How can your utility provider improve the communications they
send you?

E Broadridge: ©2018 | 35



“The amount due could be in bold font.”

z Broadridge: ©2018 | 36



“It'd be nice to see the due date and billing period
dates displayed a little more noticeably.”

z Broadridge:



“I think | would prefer they emphasize the usage a
little more or at least [use] different colors beyond
gray and black to make it stand out.”

z Broadridge:



at Would Make it Easier to Understand Your Bill?

UserTesting | User Experience x & My Account % @ PRO Document x Recording Il Next »
(= | @ Secure | https://ebill-prod.duke-energy.com/DukeEnergyCDP/Secure/ViewBill.aspx LS
BilDate ' Talk about what makes your paper bill easy or
Current Charges Past Due o to understand. What would make it easier
Sarvice From: SEP 06 to OCT 04 ( 28 Days) Your next scheduled meter reading will ocour betwean B to understand your paper bill?
i | Keep Open

$129.35 $84.85 $0.00 £84.85 |

METER  METER READINGS: MULTI- TOTAL RATE SCHEDULE AMOUNT
NUMBER PREVIOUS PRESENT PLIER USAGE DESCRIPTION
211875 3926 4512.029 1
615004 0 121.794 1 708 KWH RE - Residential Srv All Electric 78.02
Estimated Usage Days - 9
Renewable Energy Rider a7
Late Payment Charge 1.29
Salles Tax 5.47
Amount Due 84,85
Electricity Usage This Month Last Yea Cur resards indicate youwr telephone number is 711-777-1111  if
this is incorrect, please follow the instructions on the back of the bill
Total KWH 708 H/A
Days 8 LFE A late payment charge of 1.0 % will be added to any past due
AVG KWH per Day 25 N/ utility balance not paid within 26 days of the bill date.

AVG Cost per Day §2.73 H/h

A free home anergy assessment can reveal
ﬁ hidden energy wasters and help you lower your bill. Eligible homeowners can get a free in-home
analysis plus a free energy savings kit with LEDs and more. Sign up at duke-energy comMouseCall,

For Correspondence: PC BOX 1090 CHARLOTTE NC 28201-1090
DUKE PHONE: BOO-777-98968 www duke-energy.com

RETURN THIS PORTION WITH Y OUR PAYMENT TO THE ADDRESS BELOW, THANK YOU FOR YOUR BUS INESS CREDIT CODE 3
1869

Respondent: 29 year old female from North Carolina with a Duke Energy account
Source: Broadridge Communications Consulting User Testing, October 2018
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How Can Your Utility Provider Improve?

Recording

UserTesting | User Experience x {‘ My Account x ' @ PRO Document

@ Secure | https://www.duke-energy.com/my-account How can your utility provider improve the
communications they send you?

DUKE .
é‘: EIHERGY_. My Account IN THIS SECTION

Account Summary Payment Options Featured Offer

Payment due on Nov 02, 2018 @ Paperless Billing Enrolled

$ 84 8 5 Unclutter your mailbox MANAGE

o IMPORTANT MESSAGE Auto Pay Not Enrolled
Never miss a payment ENROLL

PAY NOW
e Equal Payment Plan Not Enrolled Free LEDs >

Avoid billing surprises ENROLL
VIERCEILL Introducing the Free LED Program

from Duke Energy
VIEW ALL

FEEDBACK

Pradiirte R Sernviree

Respondent: 29 year old female from North Carolina with a Duke Energy account
Source: Broadridge Communications Consulting User Testing, October 2018
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Three Things to Consider!

* Consider the print-to-digital journey
Our clients often express a desire to make a quick switch from print to digital, which can work in
some cases, but consider how print and digital can work together.

It’s about creating a convenient omni-channel experience that meets customers’ needs.

e Use advances in technology to your advantage with communications
Consumers are seeking simplicity in their digital interactions with providers.

If you are able to communicate with your customers through their preferred channels, on their
preferred devices, in an intuitive way, they will reward you with more on-time payments, reduced
call center volume, and increased paperless adoption.

* Don’t forget to consult with your customers!
Often utility stakeholders are too close to the business to “know best.”

Focus on a continuous customer feedback loop introduced across departments and functions.

Bills and statements are your monthly opportunity to connect with customers about the services
and products they receive from you, as well as pigue their interest about new services and products.
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. Let’s Connect!

Contact Info Social

m in/swainfotrends/
a @swainfotrends

R, +1631.257.4200

matt.swain@broadridge.com

Podcast Series

s * rn
' /

| '\“" \ https://www.broadridge.com/podcast-communications

REIMAGINING
COMMUNICATIONS

with Matt Swain
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Q&A Session Instructions

~ Chartwell Inc. (Host, me) E

* Attendee: 0

Press the hand icon to ask your

question. \
Questions will be addressed in M o X 44 pp & - - ?
)

the order in which they are -

received. | + Make Pre... ||| | - |

INSIGHT FOR TOMORROW'S UTILITY @Chal"twel |



Coming Up: Webinars

Increasing Customer December 12, 2:00 p.m. ET

Engagement aftera HEzl0[@
Hurricane

Industry Benchmarks
and Best Practices:
Chartwell’s Quarterly
Review

December 13, 2:00 p.m. ET
Chartwell

www.chartwellinc.com INSIGHT FOR ToMoRROW'S UTILITY ~ D Chartwell



Attention Chartwell Members

Reminder: You receive access to research, a network of industry peers,
topical webinars and analyst support.

Log onto www.chartwellinc.com

For more information, contact:
Tim Herrick
(404) 237-9099 ext. 229
therrick@chartwellinc.com

www.chartwellinc.com INSIGHT FOR ToMoRROW'S UTILITY ~ D Chartwell


http://www.chartwellinc.com/
mailto:therrick@chartwellinc.com
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