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Exelon

ABOUT EXELON

$33.5

BILLION IN OPERATING REVENUES

$116.7

BILLION IN ASSETS

$5.3

BILLION INVESTED IN UTILITIES IN 2017
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The Path Forward — Customer and Energy Services Provider

Building on the foundation of operational and financial excellence allows our utilities to pursue
the Customer and Energy Services Provider business model

Exelon Utilities

Premier experience | Rapid innovator

Deliver a proactive,
seamless, and
personalized
experience, adapting
to changing
customer needs

Leverage new and
evolving technology,
capabilities, and data

to transform
operations and the
customer experience

Transform into a Customer and Energy Services Provider

Regulatory shaper

Constructive
dialogue to pursue
fair compensation

mechanisms that
encourage
investment,
innovation, and
value creation

Strategic partner
Bring innovative and
value-added
products and
services to
customers through
strategic
partnerships

Energy platform

Unlock the value of
DER by connecting
customers, entities,
and the network to
enable energy
transactions and
enhance reliability

A nimble, adaptable and customer-centric culture and organization

Industry-setting top
operating performance

Operational and Financial Excellence

Apply best practice sharing
and common platforms

Achieve financial
performance targets

¥

Increase Value to Customers, Employees, and Shareholders

¥ ¥
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Why Do We Need to Raise Our Game?

. . . New entrants
Bar keeps rising: J.D. Customer expectations Future customer needs
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SOURCE: J.D. Power Electric Utility Business and Residential Customer Satisfaction Studies 2012-2016
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Our North Star for Premier Customer Experience

As a trusted energy partner, T ———

define and deliver premier Personalized think about how these North Star
customer experiences that are: attributes can be built into the

Recognizing every features
customer

as an individual Simple

Responsive Making change

easy through
automation, instant
actions, and
removing barriers

Efficient service that keeps
customers as the focus
throughout

Proactive Transparent

Keeping customers
informed, in their own

. . language, on their
LUG7EES Flexible chosen channel

Anticipating and
preventing issues before

On demand, in
context and on
customer terms
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The Utilities” Future State Journeys

Customer
journeys

| receive
and pay
my bill

| sign up /
move

For each prioritized journey, we developed:

A=

| make
account
changes

| manage

energy

| engage in
distribu-

ted energy

generation

encounte

r

a billing
issue

encounte

I | experi-
ence an
r other outage

issue

| request
emer-
gency
service

| encoun-
ter the
utility
in my

neighbor-
hood

| stop
service

Key Future state vision

Scenarios / videos to
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Feature list for res

Integrated CX

opportunities bring vision to life and SMB customers! Roadmap

Focus of this document
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Why Marketplace

Marketplace Benefits to Customers

B Enhances Customer Journeys

Billing

B Personalized energy saving insights, plans & offerings

B Consolidated source of products/services for customers
to more easily make informed decision about energy
offering purchases

B Easy to understand estimate of savings & discounts,
access to rebates, installation, and related services

M [ncreases customer satisfaction

B Provides opportunity to deepen customer relationship
and establish additional customer touchpoints
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Deeper Customer Engagement

Discover / Browse
e —— Inform

FEATURED ENERGY-SAVING PRODUCTS

COMEM. MARKETPLACE pci & fisbisstons © 1 Prosus « Buyers Gutds +

WINTER'S NOT OVER YET

WARM UP WITH THE
NEST LEARNING THERMOSTAT™

WHAT'S WATT IN

e LIGHTING?
| Use this lighting buyer's e
| | guide to help you decide \
- 4
K
D GEN NEST LEARNING THERMOSTAT  ECOX WTH  Howey WSCREEN
¢ e STAT

$149

A SIMPLE GUIDE TO LIGHTING

$69-$199

Wello bran,

L Ask Q(s) Via Chat

-

Ba munsatsteg

brian.hurst@live.com

Phone Number
MARKETPLACE

630-235-8712

+ | powering lives
Reason for Chat *

Product Questions v

product
3rd Gen Nest Learning Thermostat *
° . Ta007eS Message

the marketplace really makes

!l it easy.en...

-

Start Chatting
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Program Delivery

Customer Satisfaction
and Engagement
Customer
Education and Tips

Energy Efficiency and
Demand Response

Data and Analytics

Program
Management

ne BGE Marketg
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