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Study Details

Conducted biennially since 2002, the Review of North American Electric and Gas Company Residential Websites
measures how well utility websites engage residential customers and assesses website improvements as they relate to
customer needs. Based on industry trends in user experience and utility feedback, this year’s study of 114 utility
websites separates the user experience (also referred to as usability) into four key components—navigation,
functionality, appearance, and relevance—which will appear throughout this report. We gave scoring of computer and
mobile features equal weight because customers expect the experience to be consistent across multiple devices.

Navigation: How easy is the feature to find?

Functionality: How easy is the feature to use or accomplish?

Appearance: How is the look and feel of the feature?

Relevance: How pertinent is the content to the feature?
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Feature Scenarios

We reviewed 10 features on a computer as well as a variety of mobile devices. We chose these features based on what
customers expect to be able to do or find on their utility website (data from the 2016 E Source Residential Utility Customer
Survey); industry thought leaders’ feedback; E Source expertise and experience; and, lastly, learnings from past website
review studies.

Account Preferences. You would like to control what, when, and how your utility company communicates with you, and ensure that your
personal information is up to date.

Contact Us. You need to contact the utility and want to find the various ways to do so.

Home Page. You want to visit the utility website and start your navigation on the main page of the site.
Make a Payment. You want to pay your current bill.

My Account. You want to know what you can accomplish through the secured portion of a utility website.

My Energy Use. You want to better understand how you’re using energy (either electricity or gas) and want to know whether your utility
provides information and tools to help you manage your energy usage.

Online Bill Viewing. You want to view your most recent bill online.

Outages or Emergencies. You're experiencing a power outage or gas leak and you want to contact your utility to report the situation.
You also need to find out when to expect your power to be turned back on or your gas service restored once you report the outage.

Payment and Billing Options. You've been paying and receiving your bills the same way for years. Now you want to know what other
options are available for receiving and paying your bill.

Pricing Options. You want to know what your current utility rate (price per unit of energy) is and you want to find out whether there are
other pricing options or rates available.
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Recommendations

Customers want to accomplish their tasks on a utility website as quickly and easily as possible. Utilities can facilitate
this by following our recommendations, which are based on trends from reviewer comments and ratings across
all features assessed in this study. More recommendations by feature are available in the Design Guides on our
Utility Website Design Center. The Design Guides also explain what information is most important to customers.

Navigation:
= Make it easy to find key tasks from Google site links, the home page, and the main menu.

Functionality:
= Use expandable or collapsible headers and tables to organize information and reduce scrolling.
= Put all related information on one page so customers don’t have to visit multiple pages.

= QOrganize information with the customer’s priority in mind. Put the most important details toward the
top and supporting information farther down in a logical progression.

= Make the website easy to use on any device.

Appearance:
= Use icons, images, and bullet points to make information easier to digest.

Relevance:

20 ©

= Never use technical or industry jargon.

= Keep the customer top-of-mind when deciding what to present; include the information customers
need and expect and cut anything that’s extraneous.
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Navigation Recommendations: Google Site Links

Your Google site links should include the following options
because they are some of the main reasons customers visit a
utility website:

Outages

Contact Us

My Account
Make a Payment

| was glad that | could navigate
directly to the power outages
page from the Google site links.
From the home page, it was fast

and easy to either go directly to
the outage map (right on the
home page) or the power
outages page (in the residential
drop-down menu).

—Reviewer's comment about the navigation
to Tampa Electric’'s Outages feature

@@DQ}@ ppl electric

All News Shopping Books Maps

About 603,000 results (1.01 seconds)

PPL Electric Utilities

https://www.pplelectric.com/ ¥

L Q

More Settings Tools

PPL Electric Utilities. ... Rules for Electric Meter & Service Installations (REMSI) - Request a Shutdown -
High-Voltage Facilities - Outdoor Lighting - LED Street ...

My Account
My Account - Payments - Billing -
Register Account - Contact Us

Contact Us
Get contact information for help on
variety of subjects from billing ...

Outages
Report an outage or check your
outage status. Review our ..

More results from pplelectric.com »

Payments
See all of the options to pay your PPL
Electric Utilities bill online ..

Billing
View your past electric bills, sign up
for paperless billing or view ..

Start/Stop/Move Service
Moving is hard enough, so we make
the process of starting ..

Tampa Electric: Welcome
www.tampaelectric.com/ ¥

Company Highlights - About Us - Our Power System - Media Center - Business Resources - Careers -

Environment - Renewable Energy - Manatees - Electric ...

Pay Your Bill
Quick Pay - Direct Debit - Pay by Mail -

Contact Us
Home; Contact Us ... you're calling
from to enable us locate ...

Residential
Tampa Electric. Go ... Residential
Header Graphic. Go Paperless ...

More results from tampaelectric.com »

Your Account
Access your account from any device
to view and pay your bill ...

Qutage Map
Outage Map. Power outages within
our service area* Clock Map ...

Power Outages
Power Outages. To report any life-
threatening conditions, please ...
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Navigation Recommendations: Home Page and Menus

Make it easy to find key tasks from Google site links, your home page, and the main menu.

On ComEd’s website, key navigation options are prominent in the main menu.
PPL Electric put the
most important

My Account Outages Smart Energy Safety & Community features in its Quick
My Bill & Usage My Service My Profile Customer Support Links Sectlon.

Pay My Bill Start Stop Move My Wallet FAQs

cmTEd powering livee

My Bill Details Construction & Remodeling My Account Profile Contact Us

Billing Options Customer Choice My Home Profile Assistance Programs.

Account Histor Customer-Generated Power Aerts & Nofications uipment Responsibili O u | Ck |_ | n ks
anage Pr

rstanding My Bill

(3] 4

i 3 f [ ’ Pay My Bill Repor/Check
g A a - Qutage
= v R
y SMART METERS ARE HERE
| ' I [ ] [}
. 15 2 With a ComEd smart meter 1]
« i > you can manage your energy
NEWS, VIEWS usage (o help you save Stan/Stop Service View Your Usage
BRING ENERGY SAVINGS HOME & LATEST FAONSY;

line RebateSat Comd \

cbates a i Marketp STORIES Leamn More

HELP s

AboutUs | News | Privacy | Doing Business with Us f v o in B ? B2 Payment Ways to Save
Assistance
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Functionality Recommendations: Organization

= Use expandable or collapsible headers and tables to organize information and reduce scrolling.
= Put all related information on one page so customers don’t have to visit multiple pages.

= Organize information with the customer’s priority in mind. Put the most important details toward the top and
supporting information farther down in a logical progression.

A

PN Georgia Power Billing and Payments Outages Support Center My Profile

Find An Office  Start/Stop/Move Service

An email form is available RELAEL DS
at the top, so customers & Ow Online chat and
can contact the company How may we help you? + | please selecta opic i i emergency phone
online without leaving the . m;'k < Phone numbers are placed
page. ' e ouer Ouage toward the top of
the page because
1.888.660.5800 customers prefer
e st these channels or
4 St e o ek need them in an
e el emergency.
= O PSEG i B T sty sty
Infroducing... ——
MyAlerts s Mail is the least used
PSEGLI (773454) channel, so the
Stay in control address is located
toward the bottom of
:
Group contact methods or use the page.
expandable headers like PSEG
= did to maximize space and

minimize scrolling. www.esource.com || © 2017 E Source || 9



Functionality Recommendations: Mobile-Friendliness

Computer

PLaE) RESIDENTIAL  BUSINESS @ sonim Q searce
JRACCOUNT  CUSTOMER SERV OUTAC RATEPLANS  SAVE ENERGY & MONEY JLAR & VEHICLE N YOUR COMMUNITY

Use responsive
design to make

your website easy W

to use on any I | e
device. T

SIGNIN » . ™ ,i"‘

REGISTER l VISITOR

BILL QUESTIONS

o Q o (%) 6] 4]

PAVYOURBILL REPORTAVIEWELECTRIC  STARTORSTOPSERVCE  GETPAYMENTASSITANCE  MAKEPAYMENT oomeime The information
stays the same no
matter the screen
i Q size; only the
format changes.

USERNAME

SIGN IN

USERNAME Forgot Username >

A Current Alerts

| EVENT DAY(S)

PASSWORD Forgot Password > PASSWORD

[} Remember My Username

HEAT ADVISORY
SIGN IN

) BILL QUESTIONS g
:
* =

SIGN IN

REGISTER VISITOR

e Q o e @ e A\ current Alerts

EVENT DAY(S)

PAY YOUR REPORT & START OR GET MAKE REPORT GAS

BILL VIEW STOP PAYMENT PAYMENT LEAK OR HEAT ADVISORY
ELECTRIC SERVICE  ASSISTANCE ARRANGEME  DOWNED
OUTAGES NTS LINE

BILL QUESTIONS
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Appearance Recommendations: Icons and Images

Use icons, images, and bullet points to make information easier to digest.

The professional, appealing image on SaskPower’s website lets customers know that by clicking it, they can
learn more about the utility’s app.

Outages | Careers | MyAccount | Contact Us w Follow o °®o°
ki SaskPower Wnat e you ocking fo? (o |

Powering the future o

Accounts and Services  Efficiency Programs and Tips  Our Power Future  Safety  About Us

Icons
el
KP?‘!\\,\\ accompany

written options

Because we knowiihaiWeUire busyianaineed ac Lr‘si \to tO hel
your account infOlaRMIME? anywherestearn more ?\ p

Po WU\‘“\ the

customers
quickly find
what they’re
looking for.

BILLING
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Appearance Recommendations: Bullet Points

My Bill ~ Outages & Weather v Save Energy & Money ~ | About KCP&L v Customer Service v

energiing ife

HOME/ MY BILL/ FORHOME/ BILLING AND PAYMENT OPTIONS

KCP&L'’s icons and bulleted lists make the

For Home Billing and Payment Options Log In to Pay Bills and X X X )
= MesageYour, e cont information easy to skim, allowing customers to
z‘"‘f‘g i B8 pay your bill, manage your account online and gain cost-saving Usemame . , .
£ insights about your energy use. find what they re looki ng for.
Payment Locations
S— Billing and Payment Options Password
et Mesanrs 00 > ——7N\ Pay Online
) Remember Me
Budget Billing o, registerfor a free
FEorgot Usemame/Password?
Special Billing R
0 n
e Vhy sign up for an online account?
Create an Online New User? Register
Account « Pay your bill online with your
credit/debit card or bank account.
Finandial Assistance + « Set up automatic payments.
Understanding My . « Compare current and past.
Bill « View billing and payment history.

e o « Receive email or text billing alerts,

.o | really liked Fhe use of colorful, but
Tosnip st sty il Tt v also helpful, icons above each :

L2 b o read vour il not be able 0 pay your payment method, as they added visual
- Leam ore interest to the page. | thought the top

KCPAL bill
Billing and Payment

opons 1 \Pey by mail header and sidebar menu were also

« Kansas & Missouri, except for Greater

How Rates Are Set  +

Start or Stop Service

e Misour Opraonssevee aea well designed with nice touches of
Nevsto ey z g((:)P:(sz 219330
S— Kansas iy, MO 641216350 color and readable text.
Access « Greater Missouri Operations service : y
e —Reviewer's comment about the appearance of
.. i KCP&L’s Payment and Billing Options feature

Kansas City, MO 64121-9703
Rate Information ~ +
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Relevance Recommendations: Customer-Centric Info

= Never use technical or industry jargon.

= Keep the customer top-of-mind when deciding what to present; include the information customers need and
expect and cut anything that’s extraneous.

~ ‘Questions:
Consumers bl Vi
Energy ) Visit: ConsumersEnergy.com

Count on Us® Call us: 800-477-5050

your |

Energy Bill Service dates: February 22, 2017 - March 22, 2017 (29 day

Total Electric Use (kWh - kilowatt-hour) March Electric Use

a = # 205 wwn
- " [y Consumers Energy
o0 g provides energy usage
gt ol e U . and billing details in
Total Natural Gas Use (Mcf - thousand cubic feet) . March Natural Gas Use CUStomer-fnendly
= /h\ 2.9 met
- language and an easy-to-
II 5 $0.97 understand format.
fffffff O

ALERT - Beware of Phone
and Email Scams

Consumers Energy never demands payment
using only a prepaid card.

Many options on other side and at
www.ConsumersEnergy.com/waystopay

Fold
= You can pay your bill by mail, by phone or online a
Consumers Energy Sow reverse sice for more information Account: S -
Count on Us®
Amount Due: $68.49
: Please pay by: April 17,2017
PAYMENT CENTER
POBOX 740309 >
CINCINNATI OH 45274-0309 Enclosed:
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Relevance Recommendations: Organization of Info

[
- “TORONTO
HYDRO'

This utility gets it. They understand

that normal people don’t want to read a
PDF just to know how much their
energy costs, so they made it super

simple to understand.

—Reviewer's comment about the relevance of
bamisdonlmmiiorean Toronto Hydro’s Pricing Options feature

[ e e |

Electricity Rates w

Please select the type of electricity rates that is applcable 10 you

Time-of-Use Rates
The Ontario Energy Board has announced new electricity prices effective November 1, 2016,

Time-of-Use (TOU) rates work our smart meter. With TOU rates, you pay according to the time

/

ﬁaﬁ.:)fwm m
\ Toronto Hydro put the most relevant information for customers at the top
: of the page in user-friendly language.

Md-Peak

13.2¢ perswn @‘

Weekdays:
Ham-5pm

Information that the utility needs to provide, but isn’t as important to
customers, is at the bottom of the page with expandable headers.

Delivery
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