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Today’s agenda

= |ntroductions
About E Source

Technology communications strategy

Organizational change and awareness

Client spotlight: City of Lawrence H20 Smart

Customer engagement

Key takeaways
= Q&A
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Your speakers for today

Elizabeth Vamos

Senior Consultant, E Source

Expertise: Organizational change
management, workplace/personnel
assessment, and learning and development

Kierra Thomas

Senior Consultant, E Source
Expertise: Communications, marketing,
grant writing, and project management

Mike Hoffmann

AMI Program Manager, City of Lawrence
Expertise: Project management, IT, and
business systems

Tara Turch, PMP

Manager, PMO, E Source

Expertise: Utility operations, program
management, technology
implementation and deployment
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About E Source

il
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The E Source team

Our team has provided similar advanced metering
infrastructure (AMI) services to more than 200 utility
and municipal clients across the US and Canada L
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What we do

Assessment and
business case

= Technological, operational, and
organizational readiness assessment

= Capital and operations and maintenance
O&M cost estimate

= Anticipated quantitative and qualitative
benefits identification

= Utility vision and roadmap development

Field and deployment
services

= Field surveys
= Deployment strategy
= |nstallation contractor oversight

= Quality assurance and quality control
inspections

= Back-office data validation

=78 Procurement and
contracting

Post-deployment
optimization

Implementation strategy development
Proposal solicitation and development

Contract negotiations
Grant writing and reporting

Data management and analytics
Benefits realization and verification

Systems support and operations staff
augmentation

Performance tracking and continuous
improvement

Customer communications

= Software, hardware, and infrastructure
requirements definition

Implementation |—T1
program management

oono

= Project and vendor management

= Systems integration and testing
oversight

= Change management and business
process design

= Stakeholder awareness and education

Product and service

innovation

= State-of-the-industry technology
education

= Endpoint specification and
configuration

= Network architecture planning

= Design and implementation of add-on
technologies

© 2023 E Source | Proprietary and confidential 6 ESource



Our consulting approach

We’'re forward-thinking

Our consulting work is fueled by the desire to help you evolve your operations, customer experience, products, and technologies. We bring
best-in-class techniques and ideas from inside and outside the public and utility sectors.

We have world-class market research capabilities

We deploy a combination of qualitative and quantitative customer research with various instrumentation for an easier, more agile approach
to collecting data and insights. We combine methods and conduct research iteratively, so you can build on previous insights and avoid
losing learnings from one phase to the next.

We’re invested

We have the right team of focused utility consulting experts who’ve made utilities their career choice and personal passion. Our people
know your business, have lived your challenges, and have delivered successful solutions that are endorsed by utility personnel, customers,
and governing or regulatory bodies.

We’re focused on utilities and cities
E Source has an unwavering commitment to helping utilities and cities continually improve. Our solutions are grounded in the trust and
insights we’ve gained through more than 30 years of working with utilities across the US and Canada.
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Technology
communications

strategy
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Technology communications overview

Our communications approach involves crafting and executing a utility-specific campaign to
bring understanding and endorsement to actively adopt the new technology system

" Campalgn strategy o Stakeholders can impact
= Establish program goals, objectives, and strategy new technologies either ...

= Support development of overall branding efforts

_ _ Negatively by
= QOrganizational change and awareness threatening, opposing, or l
. . . hindering either directly or
= Analyze stakeholders and determine level of information/support through imposing a
= Communicate transitional change affecting the organization critical eye or opinion
» Customer engagement or
= Share benefits and information Positively by investing
= Develop content for a variety of customer-facing materials resources to create
l value or benefits, make
a difference, or help
E Source has executed 50+ customer engagement — (support, promotion)
campaigns for our clients, driving positive adoption of AMI through contribution

© 2023 E Source | Proprietary and confidential 9 ESource



Key components of campaign strategy

. Develop a
|dentify key schedule to
messages, serve as the

Outline goals, stakeholders, livi ide f
risks, and benefits and ving g!" e for
e project
communication .
deliverables
channels

- Establish the End goal:
Facilitate the means to Create a
development measure the comprehensive
of the overall success of the strategy

branding campaign

© 2023 E Source | Proprietary and confidential 10 ESource



Communication goals, risks, and benefits

Goals

/J Create specific communication
goals and objectives rather than
solely relying on the project goals.

Risks

|dentify risks during the planning
phase so you’re prepared to take a
proactive approach.

Benefits

Lead with the benefits! Internal and
external stakeholders want the answer to
the age-old question, What’s in it for me?

1 E Source
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Branding and labeling

Project
Advanced Meter
Door Hanger
Meter Installer
Phase 1,2 & 3

Let’s LiveSmartLB! & N

LA |

Long Beach Water
Department

YOUR lE!lﬁ'l USE HOURLY | PAY
ml‘é‘:guﬂmt BILL FROM ARY DEVICE

WHERE § AT ANYTIME YOU CHORSE |
ag ELECTRIFYING TEXT ALERTS | FASEYEI‘
POWER RESTORATION AFTER 0UTAG

Santa Ana . .
SMART WATER METER Selecting terminology that resonates
— with your stakeholders is key.

© 2023 E Source | Proprietary and confidential 12 ESource



Key messages,
audiences, and
communication
channels ot
4 A

Your audience will
determine the
language, style, and
level of detail of your
communications.

© 2023 E Source | Proprietary and confidential 13 ESource
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Communication metrics

@ Identify available data to determine communication outcomes

Program Surveys
1 enroliment
= Focus groups
Customer o f feedback
inquiries
Website
metrics

= Event

attendance

= Media
coverage

Social media
analytics and
engagement

© 2023 E Source | Proprietary and confidential 14 ESource



1

The planning process and
communication plan were
extremely valuable enabling me
to develop original website content
and provide key messages and
narration for those talking to
customers. I’'m very thankful for
E Source’s expertise and the
final communication plan. They
made my job so much easier
and me more effective.

—Sandi Edgemon,
City of Richland

J)
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Organizational
change and

awareness
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Organizational change management (OCM)

The collection of tools,
techniques, and mindsets
that help organizations
ensure people are ready to
engage, willing to commit,
and able to do what it takes Willing Able
to realize the full potential of
solutions

Ready

17 [ Source



The E Source AMI OCM Approach

E Source’s approach to OCM applies processes, tools, and techniques to help staff
move from the current state to high performance in the desired future state

Ve Processes ~

Basis Methodologies

E Source’s OCM framework integrates two
methodologies to lead organizational change

Assess and prepare: Creates and maintains a strong sense of

(Kotter) and manage change (Prosci) urgency and vision; all involved will believe the change is critical
1. Increase Urgency
2. Build Guiding Teams Manage: Gets everyone involved and remains visible to the rest
s el ALl of the utility through wins; focuses on high-leverage behaviors
4. Communicate for Buy-In that o It
5. Enable Action at anve resuits
6. Create Short-term Wins
7. Don'tLet Up Reinforce: Ensures lasting change and identifies the behavior
LR we want to change; makes folks work with us rather than
; against us

. Awareness—of the desired change \ /
. Desire—to participate and support

the change
. Knowledge—about how to change Tools
. Ability—to implement new skills and . X .

behaviors Personnel interviews | Stakeholder analysis
- Reinforcement—to keep the change Communication plan | Coaching plans | Training plan

SRt Short-term win plan | Resistance management plan

© 2023 E Source | Proprietary and confidential 18 ESource




Tell us your problems ...

What are
your change

management
problems?

“My profession has probably been transformed again
Just since we started this session.”

© 2023 E Source | Proprietary and confidential 19 ESource



Why can,t people jUSt Change? Bridges’ transition model

Accomplishment
Creativity High energy
Learning

Excitement

Anticipation

o Innovation
) . T
= Endi Transition o
ndin .. o
Q 9 zone beginning c
<. Anxiety 2-
— i ) <
< Confusion Relief =.
Resistance <
Reservation Unsure
Frustration Neutral
zone ]
Denial Confusion Ambivalence
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Change Is a very difficult process

21 E Source



Why people resist change

Are satisfied with the status quo (if it's Bl the timing i
0 1 not broken, don't fix it) O 6 elieve the iming 1s poor

Fear the change will mean personal Believe that prior initiatives were not
02 loss of security, money, status, friends, properly implemented

freedom, etc.

0 3 Believe it is wrong O 8 Believe the change will not be successful

09 Lack faith in those who are driving the

04 Think it will make the situation worse change

0 5 Believe they had no input in the 1 Lack confidence that they’ll be able to
decision perform the new practices effectively

© 2023 E Source | Proprietary and confidential 22 E Source



Structure questions to keep in mind

Rewards and recognition
systems: What are the new
behaviors that should be
encouraged and what are the ones
that should be discouraged?

Work design/structure:
Are the roles and
responsibilities aligned with
the new processes?

Skills and competencies:
What knowledge, skills, abilities,
and other characteristics are
needed from the employees who
have new job roles or moved to
other job positions?

Demands from
managers: Are the new
expectations clear? Do
employees understand
what is required moving
forward and what

should be stopped?

Relationships: What are the new
interdepartmental and external service
Communication processes: providers’ working patterns? Do new

What is the communication lines of communication have to be
structure if there are issues? established between each?

© 2023 E Source | Proprietary and confidential
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Top four ways to incorporate change

Analyze Educate and
stakeholders 02 engage staff
Involve Reinforcement
sponsors planning

© 2023 E Source | Proprietary and confidential 24 ESource




1

| was pleasantly

surprised at the value
| saw in the OCM work

E Source has done

thus far on our AMI
project. | can think of a
few previous projects
that | wished had OCM

included ...

—Eric Olmedo,
City of High Point

J)
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Client spotlight:
City of Lawrence

H20 Smart

© 2023 E Source | Proprietary and confidential



AMI program management

5% ) Wealth of experience Attention to detail

Being extremely busy with the process of
implementing AMI, | am not as well-versed
in all the details of our contracts as | like to

Often when we run into a situation where
we are unsure on how to best proceed,

E Source is there to advise us using all
their combined experience.

be. Thankfully, the E Source PM can
always quickly give the guidance | need.

%) Customer advocacy

Ce

Responsiveness

When issues arise with vendors, E Source
does a great job of advocating for the
customer and working with the vendors to

Staff at E Source is always quick to
respond to: emails, calls and meeting
requests. | have never felt like our project

has been put on the back burner with the
E Source project team.

© 2023 E Source | Proprietary and confidential 27 E Source
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Communications campaign
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PROGRAM BENEFITS
Reduced Operational Costs
= Eliminates the need for manual
meter rears, saving time and
money.

« Streamlines the billing process
using the latest data management
technology.

Improved Custamer Service

= Provides you with detailed water
usage data.

«Ensures accurate billing.

Reduced Environmental Impacts

«Eliminates the need for vehicles
to read maters o to start and stop
water service,

= Alerts City staff of passible leaks in
the syster, Improving response
time and reducing water waste.

WATER METER IMPORTANT NOTICE//

UPGRADE PROJECT

The City of Lawrence has contracted with RTS Water Solutions to upgrade all water
meters in Lawrence to smart meters as part of the Lawrence H20 Smart program.

Your water meter will be upgraded in the next 1-2 weeks. A door hanger will be left
24-48 hours in advance of your meter upgrade. Technicians from our licensed contractor
will be dressed in uniform and have ID badges with the Lawrence H20 Smart logo when
changing meters. They will attempt to make contact at the property by knocking/
ringing doorbell prior to shutting off water. They will maintain a safe social distance and
will be wearing face coverings. Technicians will not turn off water if they see the meter is
inuse.

Water meters are typically located outside near the street at the front of your property.
Water service interruption is expected to last less than 30 minutes.

= Jawrenceks.org/h20-smart/ 785-832-7800

PROGRAM BENEFITS

Reduced Operational Cosis

w1 lirwaates the nead for nan.ial
Irle e, saving fime anct
mone;

-Streamiines the billing pro:
1303 1 1ot dale narag
el s

Improved Customer Service
*Providus wou will detailed water
usage data

+Ensu-es acourate billing
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g il surice,
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SMART 6

Helping you make smarter decisions
abouf your waler usage.

lawrenceks.org/h2c-smart

Questionst



CUSTOMER NOTIFICATION TIMELINE

:I = | =] -
WEBPAGE @_ = LETTER _=| DOCR = DOOR
GO-LIVE == DELIVERED P HANGER LEFT ~ HANGER LEFT
30 days prior POSTCARD 24 - 48 hours prior
BROCHURE INSTALLATION
& —aa  PUBLISHED SENT
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Customer
engagement
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Customer experience

Utilities are working to improve the overall customer experience
(CX). For utilities, CX is critical because they need:

‘ Customers’ cooperation to provide quality services
Customers’ support to better reduce energy consumption during peak
demand periods and promote water conservation
Customers’ trust as utility teams deal with
weather disasters and outages

© 2023 E Source | Proprietary and confidential 31 ESource



Deploy multiple communications

] T g

Traditional print Community outreach Public relations
O '
c 6
Government relations Electronic Social media

© 2023 E Source | Proprietary and confidential 32 ESource




Top four communication recommendations

Include 3 to 5 direct notifications to customers regarding the program
(Letters, postcards, door hangers, emails, and brochures)

Information About
Your Meter Upgrade.

Alensarle County
Service Auth

ServgbCmerdm =

16 Spotnap Rase
Cnariottesille, Virginia 22911

UPGRADE TOUR GAS HETER
o e et m v
W e T s g o i

- s vl 1
e i iy g e
b gt e

P
o i e g

Fivii

Qur installation contractor, Professional
Meters Inc. (PMI), is expected to be in your
arca aver the next fow wecks.

Each PMI employee will be dressed in
uniferm, have a marked vehicle, and have a
valid photo ID. During the COVID-19
pandemic, PMI will follow all relevant public
health guidelines to ensure your safety
while they conducl Lheir work.,

During the upgrade, you may experience a
brief interruption of water service lasting
approximately 30 minutes. Youdon't have
o be present. You also do not need to
contact us in advance for an appointment.

501

e sCrAT ety 6

Service Autherity |11 Water

N Provided by ACSA

P

Your Meter Upgrade is Coming Soon!

Albemarle County Scrvice Authority (ACSA} is upgrading all of our
water meters as part of our new MyWater improvement program,

will safely us
e for y ;

¥

At 1o €05t 10 you, MyWater, with the help of your new water
meter, wil new i menths.

MyWater's Benefits Will Include:

Proactive Enhanced
Leak Alerts Customer Service

(= S,

‘ Customer 2‘ ‘ ’= Added Efficiency

CostControl  “% @ & & Sustainability
o T

For mare information, www.serviceauthority.org

Home » Energy Resources » Smart Gas Metering Program » W

Arep . Utity o the i

iz conversion
process. Al customers wil receive a lstter in the mail and a notice on thelr bill in advance of having thelr
meter upgraded. The meter conversion process s expected to take 30 minutes or less If your meter is
unable to be upgraded, the installr will leave a notice with additional nstructions.

Alinstallers are required to have & valid identification badge. company logo on the vehicle and to be in
uniform, Please view the images below to sea what CLE's and UPA's vehicles, unforms and identification

badges willlook like. Customer 0 fication and to cal the i
5705700 to verfy the installers identity.

Work with

your employees to create content (They're customers too!)

© 2023 E Source | Proprietary and confidential
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Top four communication recommendations

Startehong:

RADIO FREQUENCIES (RF) COMPARED T0
ADVANCED METERS

our latest program, which inchudes the
“ullowing brefiLs

Show and tell | MyWater

Wicrowave

Impraved customer service:
and satisfaction

Questions?

MyWajtef. Link Customerj Portal

Customer empowerment
Increasing RF Exposure pamy GO
2 Custamsmeannowsfiectively | : : .
managathe'rusage and ecelve | WWator Link s areseurie tahelpyou | Sign-un for the MyWator Link | Registr today it yourd likoto:
o= and wansge v | Customer PertolinThees Easy Steps! |
o g water st You can 5 urwrer | | [ View Your Usage History
e s My Watar | usage. o it : :
pertil | farms and sther sersices : anyour mobile device or | (& Access Your Bill
1 ' weh browser |
Proactive customer frotifications | : | [ GetMoney Saving
! | Recommendations

Enter yaur bl ing accer ! [@ Usage and Payment Alerts

number
and

mei iy natify customers and |
wrubleshoet problens.

Tervell e
. and on demand readings, castom |
v P\ Tl |

i email

address
. ———  ——— ]

information and more tocls.

3 Access all af your water

as they become available:

e

Partner with organizations to promote
your programs
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Key takeaways

il
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Sharing is caring

What's your ~ What lesson
biggest - did you learn
takeaway? ~ today ?
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We’re here for you!

The E Source Technology Planning and Implementation Consulting team
supports a variety of technology project communications, including:

Technology programs

AMI

Customer engagement
portal

Customer information
system

Interactive voice response
system

Outage management

Utility initiatives

EVs
Solar
Sustainability

Customer assistance
programs

Rate increases
New service offerings (such
as prepay)
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Questions?,
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Want to continue the conversation?

‘ Kierra Thomas
Senior Consultant

E Source Technology Planning and Implementation Consulting
985-228-0013
kierra_thomas@esource.com

You're free to share this document inside your company. If you'd like to quote or use our material outside of your business, please
contact us at customer_service@esource.com or 1-800-ESOURCE (1-800-376-8723).
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Thank you!
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