“Design thinking” a new bill

Kari Baker
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OUR HIGHEST PRIORITY
IS SATISFYING OUR
CUSTOMERS. . . EXCEPT
WHEN IT IS HARD...OR
UNPROFITABLE. .. OR

WERE BUSY.

Dilbert.com
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A new customer strategy set the
stage for change

Strengthen our customer Shape a customer Proactively build
service foundation centric culture for tomorrow
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BChydro &

1234 ANYNAME ST
ANYTOWN BC

Invoice Number:
100002497943

Meter Reading Customer
Information

g Oose Accourt Nreer
Jul 18, 2007 0146 5145 762
L Fmarm Pay

Aug 09, 2007

Phone: 1-800-224-0376 Power Out? 1-888-760-3766

Service Mailto: BC Hydro, PO Bax 9501 Stn Termingd, Vancouver BC. VBB 4N1
Bectric:
Moter ¥ wan
Jun 16 75 0 Your bill shows an estimate.
P AL 20900
Saop 75  Previous Bill  Balance payadle from your previous bil 2800
Next meter reading €) ™ank you for your payment Jul 03, 2007 195,00CR
on or about Aug 16 Thank you for your payment Jul 11, 2007 228 0OCR
Ny - Aad Balance from your previous bill > $195.00CR
BC Hydro  Electric Charges
Jun 16 %0 Jul 18 ( Residential rate 1101)
Basic charge: 33 days @ $0.12130 /day 400"
Usage charge. 1665 KW h @ S0 06150 XWh 102 40*
TRTTTITIITTY Rate Ricer at 2% 213
issvas srusnss ~GST 651
$115.04

Oty Aow agm Companaon
3 ZU Taxes

AN ik say)

enargy? Coll 1 877431

un o Vit cur “r Instaliment
w- o-mm-r c.n- Plan

Page 1012

BChydro &

et e porion with your

pamyment
ALL PAYMENTS SHOULD BE MADE
PAYABLE TO BC HYDRO

The folowing is a summary of taxes bilied 10 your
account since your last invoice:

GST at 6 % on 108.53 651
Payment Arrangements Due - Jul 03, 2007 P 19500
Balance owing on instaliment ph
pay your instaliment plan charges'
previous letter
Instaliment 2800
$228.00
wo 11
£ Gone Acccurt Mamow
Jul 18, 2007 9146 5145 762
Pay by Pwase Pay
Aug 09, 2007 $228.00

PaGE 1 of 2

gTw  SERVICEFOR
BChydro &5 JaVes wweeny SO 6 ot
116 FRANK LEWIS RD ! 5
BURNABY BC V6W 181 ACCOUNT NUMBER AMOUNT DUE
behydro.com 5681 2641 295 §164.93
Customer Service Account Summary Thank you for keeping your account up to date.
'BILLING QUESTIONS Previous Balance $126.93
604-BCHYDRO (224-9376) Payment Received Now 27, 2009 Thank You -126.98
or 1-800-BCHYDRO toll-free Current Charges +164.93
‘See hours valable and anguages suppoXed on page 2. Total Amount Due _ $164.93
Current Charges
Usage History '! e s
Total usags per biling period (kW) Nov4 -Jans sz Sep 10 Residential rate 11418
g 52675431
O - = n i TIME OF USE PERIOD CURRENTREADING -  PREVIOUS READNG = Ushee
| I B B . | Off-Peak, Winter (Nov - Fab) 36865 35239 1626 kWh
| I N . Mid-Peak, Winter (Nov - Feb) 13782 13552 220 kWh
B L K On-Peak, Winter (Nov - Feb) 79127 78943 84 KWh
s B e g 0 On Pk
Basic Charge* 62 days x $0.1293 8.02
Jan 09 dan 10
Oft-Pesk total usage 1256 1626 Usage* 2030 kWh
Mic-Peak total usage. 354 220 Of-Peak Wid-Poak On-Peak
On-Peak total usage 384 184 W USED 1626 220 184
Daiy average sago (kWr) 268 =z RATE $0.0641 $0.0853 $0.1132
g regional temperature -
Do o baing podod P P CHARGE  $104.23 + $18.76 + $20.83 = 143.82
Rate Rider 0.5%* 0.5% x$151.84 76
Innovative Clean Energy Fund Levy 0.4% 0.4%x$151.84 61
Regional Transit Levy* 62 days x $0.0624 3.87
GST (* indicates subject to GST) 5% x $157.08 7.85
Total Current Charges  $164.93
BGhydro Use daylight to illuminate your house
el ot rom whdows aud sy provdea e Kbt scurce, wich Iy show you o rectes the
powe rsmart number of lights you turn on aded windows can affect the tsmperature nside your
enerey tome proveg an owuﬂumly foreven greater ey saings
out behydro.com/powersmart for more helpfultps.
Energy reduction target TIPS e
You are 3.8% away from your targetof 10%. For Simplify and Save! Save valuable resources, reduse landiill waste and reduce clutter at homs by
more tps and products {o help reduce your e going paperless with your BC Hydro bill. Gel up to two years of account informa-
consumption, please visi behydro.com/powersmar % E Hor onine st no charge. s aamy to sign up. Just go to
behydro.comigopaperiess to start receiving your bill online.

'PLEASE RETURN THIS PORTION WITH YOUR PAYMENT

BGhydro &

N7 BousH 19261

— JAMES WIMBERLY

116 FRANK LEWIS RD
BURNABY BC véw 1B1

ACCOUNT NUMBER e ———————
0000 000 DATE DUE AMOUNT DUE
} Feb 1,2010 $164.93

Please enter amount enclosed.

AT payments 3hould be made payabie 1o
G Hyao.

43 D0 5b812k4L 295 00001L493 000012693

1106350w500n 9B
Proto 0-2 T/8/08

BC Hydro

Power smart



m ‘Seniice address
O BCHydro  33i3ee
Power smart 1234 ANYNAME ST
ANYTOWN BC VBB 5A1

Your bill highlights

Your bill for May 27, 2017 to Jun 26, 2017
© Thank you for your payment of $166.63 on Jun 28, 2017.
2 To track your electricity usage. visit behydro.com/login.

Your electri

ity usage over time

52% $4.88

increase of 14 kWh per | average daily
day in eleciricity used cost of electricity
compared to the same this bill period
period last year

DI Am 2 OC Noy Dec dan  Fen  Mar A uay
m x 2 om oz o» om oxm o» ;@ E
81 penoa enarg

B sameperiodlastyear [l Pastusage [l This period

Account number [ Biling date Page
123 4567 107003760706  Jun 28, 2017 10f2

$160.86

Due by Jul 20, 2017

Turn for bill details &

Did you know?

You used a total of 1,303
kWh from May 27, 2017 to
Jun 26, 2017.

Use our online tracking tools to view your detailed
slectricity use by the month, week, day or sven

hour - up to the previous day.
Visit behydro.comilogin

Ways to pay your bill
We offer several options for you to pay your bill,

@ behydro.com/login—direct withdrawal from your bank
account through MyHydro

pay—have your bills paid i from your
bank account

parson at your local branch

Credit card 1o pay through Paymentus. a third party
service provider that charges a servica fee

=i
g Online banking—visit yur bark's webske o payin

For more information, visit bohydre.comipayments.

Electricity conservation tip

Simple, everyday tips will help you reduce your electricity use and
save, Here is tip #17:

For mors infarmation, visit behydra,com/21tips.

Adding a dry
towel to your
load cuts drying
time by 10%.
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A

Drive Customers Online
to Increase
Paperless Adoption

G

Easier to
Understand
Bill

G

Decrease Iin
High Bill Inquiries

K

Better Customer
Engagement and
Satisfaction



The Process

Stakeholder Alignment &
Customer Empathy

ENGAGE
STAKEHOLDERS

CUSTOMER
RESEARCH

DEFINE CHALLENGE

CURRENT STATE
REVIEW

INITIAL
REQUIREMENTS

June — October 2015

BC HYDRO CASE STUDY

Collaboration
& ldeation

PERSONAS &
USAGE SCENARIOS

CUSTOMER
JOURNEY MAPPING

COLLABORATIVE
DESIGN
WORKSHOPS

Nov ‘15 to Aug ‘16

Concepting &
Prototyping

PROTOTYPE

CUSTOMER EMPATHY

Implementation

REQUIREMENTS

DETAILED DESIGN
BUILDING & CODING
TESTING

Jan ‘17 to May ‘18



g

Custome
Suomar Sonchy 2. 2
J—— sovup
« | need tp up fast
Residontlal Somie 48 m
5 Cost Consclous | arcre RiISiness
Customer
o
“ir
r
+ Loginto My HrOr0

Fourks o0 an Equal Pymeet P

Small/MccHum Business
Overloaded
Restauranteur

Beth runs a small, Ut theving,
‘Gastown. Like many
Gl business owners S s open 10
being more eneray efficient (and the
S that go along With that), but
 onstantly on the g0 and

gastropub i1

s o ok

B —
o e
oy rccnpin istres
ey
e
heavily focused on the more
jmmediate needs of her business.
. Mobile heavy user
+ Incentives & progra™ participant

. Interested In real-tim® alerts &
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Customer

Engagement

* Intercept

* Depth
Interviews

e Usability

* Surveys

e Panel studies
e Web forms




Designed for skimmers, swimmers & divers
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Senice address

JOHN DOE

1234 ANYNAME ST
ANYTOWN BC VEB 5A1

Your bill highlights

“Your bill for May 27, 2017 to Jun 26, 2017
©  Thank you for your payment of $166.52 on Jun 26, 2017.
© To track your electricity usage. visit behydro.com/login.

Your electricity usage over time
52% $4.88

increase of 14 kWh per average daily
day in slectricity used cost of electricity
compared to the same this bill period
pariod last year

Aeage K per day
T
I
I
I
I
I
I
I
I
I
I
I
I
|

i

Jun Ul Aup  Bep  Oct  Mow  Dec  dan  Fen  Mar Ao taay
2 2 24 2 25 24 23 222 2 = =

B same period lastyear [l Past usage I This period

Inuoice numbsr

Account nurber Eiling date Page
123 4567 107009760706  Jun 28, 2047 1 of2

$160.86

Due by Jul 20, 2017

Turn for bill details =3

am ‘Service address
I BCHydro S e
Power smart 1234 ANYNAME ST
ANYTOWN BC VEE 5A1

Did you know?

You used a total of 1,303
kWh from May 27, 2017 to
Jun 26, 2017.

Use our online tracking tools to view your detailed
electricity use by the month, week. day or even

hour — up to the previous day.
Visit behydre_comilogin

Ways to pay your bill

We offer several options for you to pay your bill
behydro.comflogin - direct withdrawal from your bank
account through MyHydro.

Auto-pay —have your bills paid autematically from yeur
bank account

Online banking —visit your bank's website er pay in
parson at your local branch

Creelit card —to pay through Paymentus. a third party
service provider that charges a service fee

05 LA

Far more infarmation, visit behydro.comipayments.

Electricity conservation tip

Simple, everyday tips will help you reduce your electriclty use and
save, Hera is tip #17:

Adding a dry \
towel to your
load cuts drying

time by 10%.

For more infarmation, visit behydro.comf21tips.

Meter reading information
Energy
Meter number 123456

Starting May 27,2017 1064
Ending Jun 26, 2017.. ... 2367
Diffes 1303

1,303 kWh used over 31 days

You're charged the Step 1 rate for electricity up to a
centain threshold in each billing pericd. and a higher
Step 2 for all electricity use beyond that threshold.
You reached the higher Step 2 rate this billing
period. You were 615 kiWh above the Step 1
threshold of 688 KWh this billing period.

Your next meter reading is on or about Jul 28, 2017.

Go paperless
Get aceess to your sccount onfine.
To get started. visit behydro.com/gopaperless

Have a question?
isit behydro.comigethelp
Call us at 1800 BCHYDRO (1 800 224 0378)

Maintaining your account

e receive your payment after the due date, you
may be charged a late payment fee. To leam mare
about your account with BC Hydro,
behydro.comiCustomerServiceRules.

Privacy

Protecting your personal information is an obligation
we take seriously. For more information, visit
behydro.comiprivacy.

Acoount number imwoice nur ing date Page
123 4567 107008760708  Jun 28, 2017 2of2

Bill details
May 27, 2017 to Jun 26, 2017

PREVIOUS BILLING PERIOD
Pravious bill 3188.53

Payment received Jun 26, 201 -5188.53

BALANCE FORWARD 50.00

ELECTRICITY CHARGES
Based on Residential Conservation Rate 1101
May 27. 2017 to Jun 26, 2017 (1.303 kWh used)

Basic Charge 31 days @ 30.18990 fday..

ENERGY CHARGES
Step 1: 688 kWh @ 50.08580 /kWh_
Step 2: 615 kWh @ $0.12870 /kWh..
Rate Rider 5.0%
Regional ransit levy: 31 days @ $0.08240 fday.

TAXES ON ELECTRICITY CHARGES

* GST 5% (GST #R121454151) 57.68
ELECTRICITY CHARGES SUBTOTAL $160.86
TOTAL DUE $160.86

JOHN DOE
1234 ANYNAME 5T
ANYTOWN BC VEB S5Al

50 00 00000 000000000
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Standard Digital HTML Bill (Residential)

Balance owing

$160.86

Your bill highlights

Prepared for

+~ Thank you for your payment of $186.53 on Jun 26, 2017

This bi

s due by Jul 20, 2017

WView bill detalls

Your usage this period

52% $4.88

incresse of 14 kKWn aversge daily cost of
per day in slectricity this bill
electricity used period

compared to the

same period last

year

View: detaied grap ]

See your dsily usage
and find out how you
compare

12

Bill & payment history 3

Your daily average electricity usage hes increased compared o the
same time last year. Learmn mors st behydro.com/highbills.

Make a payment

Set up auto-pay 3

@ Setupalerts [ Data export View PDF bill

Average daily cost n EWh

=
s
.
2
5250 aiy svg 54.58 daily avg
Same paria This pericd

Bill details

Msy 27, 2017 to Jun 28, 2017

Previous bl

@ period
Frevious bill

Payment recaived Jun 26, 2017

Based on Residentisl Conservation Rate 1101 @
May 27, 2017 to Jun 28, 2017 {1,202 K\Wh usad)
Basic charge 31 days @ S0.12000 idsy @
Energy charges

Step 1: 622 KWWh @ $0.08530

Step 20 £15 KWh @ $0.12870 1
Rate rider 5% o
Regicnal transit levy: 21 deys @ $0.08240 fday &
Taxes on electricity charges

GST 5% (GST Registration #R121454151)

Electricity charges subtotal

Your bill, explained

Crick the quastion marks.
for an expisnstion of what's

o &n yeur il
_s1ems2

3$0.00

ss.za

s7.e8

$160.86

Meter reading information
Energy

Meter number

Stsrting May 27, 2017 1084
Ending Jun 26, 2017 2367
Differance 1303

1,303 KWh used over 31 days

Your next meter resding s on or sbout Jul 26,
2017.

WWays to pay your bill

[ranpe WA—

For you to pay your bis

Eragh Mgeyra

=4]  bark wer

Conlres bariking —visi your bar

iiye

More ways to pay &

KWWh used this period
I

Step 1 Sten 2

“foure charged the Step 1 rate for
sisstricity up to & certain thrashold in
esch billing pesiod. and = higher Step
2 %or sl slectricity use Beyend that

threshold of 822 kWWh this biling
parioa

Electricity conservation tip

Siple, sy lips wll felp s machics your slelicy s ard
save. e = ip 417

N

Behupare comiioin - dirset withdraw) frem your bank

Aot pay v paur bill paid automaticaty from yous

barking. R —
et card—1o pay ihraugh Paymerius, o tird party.
carica provider mat charpes a ervice foe

Adding a dry
towel to your
load cuts drying
time by 10

20 more tips >

Terms and conditions for our customers -



Over

& BCHydro

Fregama Far

ue bill (before/after)

Senice address

{ BCHydro

Power smart

Account number Invoice nur Siling date Page
105009803318 Jun 28,2017 1 of4

s oate Aceoun numzer
Jun 28, 2017
Fieaze Fay
ST DUE $90.28
Invoice Humber:
105009803318
Meter Reading ast Due Balance payable includes an amount which is payable now. If
Information payment has been made, thank you. New charges are payable by
Jul 20, 2017,
Meter #
Apr28 16440
Jun 26 16855
frevious Bill Balance payable from your previous bill 56.53
MNext meter reading I
on or about Aug 24 Balance past due from your previous bill $56.53
Dy e e \ccount Late payment charge 0.85
- harges
. $0.85
- ————
C Hydro Electric Charges
Apr 2810 Jun 26 ( Residential Conservation Rate 1101 )
B Basic Charge: 60 days @ $0.18990 /day 11.39"
Energy charge:’
sty Averaos Comparzan Step 1: 215 kW.h @ $0.08580 /KW.h 18.45%
Simsare o awem Step 2: 0 kW.h @ $0.12870 /kW.h 0.00
dn3T O swem Rate Rider at 5.0% 149
Take action to save *GST 157
it our wepse ot : $32.90
behycro.camienergyzavings.

“Your total consumption for the billing period is 215 kW.h and your
Conservation Rate breakdown is as follows:

W @ 12.87¢

Other questicns? Call the
numbers disclayed in the
Customer Serice area
at the top of this bill

“our Step 1 threshoikd of
1332 kW.h is prorated

215 kWh @ 8 58¢ based on 80 days

Customer Phone: 1-800-224-0376 Power Out? 1-888-T80-3788 or "40378
Service Hours: Mar-Fri 7 2.m. 1 8 p.m. and Sat 8 a.m. i 5 p.m. Pachic Time
Page 10f2
& BCHyd:
e wo 17
sang oete J—
= pertion with your payment
ALL PAYMENTS SHOULD BE MADE dun 28, 2017 |
PAYABLE TO BC HYDRO Fiease Fay
—_ PAST DUE $90.28

Amount Far

Y

56 00 COOOOO110 926 000009028 000003375

Important bill highlights

Your bill for Apr 28, 2017 to Jun 26, 2017
© You have an overdus amount of $56.53 due immediately.

There are also new charges of 33375

If you have slready made 3 payment towards the past dus amount. you
can view your updated balance on behydro comimyhydro.

account has a charge of $0.85. Please see bill details for more
rmation

T Te tack your o)

Deane. e ro comion:

Your electricity usage over time
12% $0.52

increase of less than 1 average daily
KWh per day in electricity | cost of electrisity
used compared 1o the this bill period
same period last year

&
E
£
§
£

@ dun Ay B Dec. Feo =3 dun

= 2 = = =

Siigerea enang
I same period lastyear [l Pastusage [l This pericd

$56.53

Due immediately

$33.75

Due by Jul 20, 2017

Total dus $00.28

Tumn for bill details 3

Did you know?

You used a total of 215 kWh
from Apr 28, 2017 to Jun
26, 2017.

Use our online tracking tools to view your detailed
electricity use by the month, week, day or even

hour — up to the previous day.
Visit behydro.comilogin

Ways to pay your bill

We offer several options for you to pay your bill,
behydro.comilogin-direct withdrawal from your bank
account through MyHydro

Auto-pay ~have your bills paid automatically from your
bank account

Online banking —visit your bank's website or pay in
person at your local branch

Credit card ~to pay through Paymentus, a third party
service provider that charges a service fee

For more infarmaticn, visit behydro.comipayments.

Electricity conservation tip

Simple, averyeay tips will help you reduce your electricity use and
save. Here is tip #17:

For more infarmation, visit behydro com/21tips.

Adding a dry
towel to your
load cuts drying
time by 10%.

<> BCHydro
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Visualization of data

Residential customer (with previous vear data)

Your usage this period

T 52% ‘ $4.88

increase of 14 kWh
per day in electricity
used compared to the
same period last year

[ View detailed graphs ]

See your daily usage and
find out how you compare

average daily cost of
electricity this kill period

s kWh

Average daily usage in kWh

28 KWh

42 KWh
Same period This period
last year

All kWh and the percentage change are rounded to the nearest whole
number.

General service customer (with previous year data)

Your usage this period

34% 75 kw
decrease of 248 kWh Peak demand
per day in electricity Dec 4, 2017

used compared to the
same period last year

[ View detailed graphs ]

See your daily usage and
find out how you compare.

s KWh
Average daily cost

92%

Power factor

$57.97 daily avg.

$87.60 daily avg
Same period This period
last year

- Customers can
toggle between two
views on the
consumption chart

* Average daily
usage in kWh

* Average daily cost
of electricity in $

" A Clicking ‘View
detailed usage’ will
lead customers to
their hourly usage
data

<> BCHydro
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Was it all worth it?

T 1

PAPERLESS

(CONSOLIDATED)

OTHER SUCCESS
FACTORS

NEAR ZERO
COMPLAINTS

DIGITAL
TRANSFORMATION

<> BCHydro
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What’s next

SHOW
CIAISIE




APPENDIX



BC Hvdro Quick Facts

Providing customers : A commercial
with reliable, affordable | Crown corporation
and clean electricity : owned by the province
throughout B.C., safely : of British Columbia

Provides 4,000,000  Arorgthe lowest”

; S . residential rates
customers with reliable power : in North America

908.4% St i
o uses approximately
clean electr:ity generattg E 95 /o 10’ 000 kWh

in B.C. in fiscal 2017 . omepovinces ;. @F YOQr

. population

Our Demand Side Management portfolio achieved

733 GWh of new incremental
electricity savings in fiscal 2017

<> BCHydro
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Pre-launch customer communications

Bill insert

Standard paper accounts
Dec 27, 2017 to Feb 23, 2018

19

We’re
updating
your bill.

Same account.
New look.
Improved details.

Wve've recently made system upgrades o
improve the reliability of our billing system.

¥ou'll have the same account information on a
newly designed bill. Plus, you’ll receive further
details about your billing and electricity usage
in a format that's easier to understand.

The neww bill will launch in the new year, and
you'll see the new design on your first billing
cycle following launch.

Remember, we won't text, email, or phone to
ask you for any banking or account informmation.

{> BCHydro

Power smart

Letter / e-mail
Consolidated accounts
Early Feb 2018

S &

bchydro.com pop-up
MyHydro customers
Early Feb 2018

> BCHydro

Power smart
Accounts Energy savings News Projects & operation:

Login / Registration « Billing & Payments - Moving Electri

<> BCHydro
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Post-launch customer communications

20

On-bill messages
Feb 26, 2018 to Apr 25, 2018

Welcome to your new bill

Same account. New look. Improved details.

We've recently made system upgrades to improve the reliability of
our billing system

The new bill design features the same account info as your
previous bills, plus further details about your billing and electricity

usage in a format that's easier to understand.

We're here to help: Learn more about these new features at
bechydro.com/billdetails.

In-person service desk signage
Feb 26, 2018 to Apr 25, 2018

We’re updating
your bill.

Same account. New look.
Improved details.

We're here to help: Ask us here If you have any questions.

nnnnnnnnnn

Bill envelope
Feb 26, 2018 to June 25, 2018

Your bill has a new look.
See inside for further details & information.

bchydro.com updates & e-newsletters

Launches Feb 26, 2018

et to k

_your nieéw bill

<> BCHydro
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