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The Technology-Expectations Feedback Loop
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Impacts to
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The Utility-Customer Relationship
Power delivery

Energy-use advice
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What product launched in 2016 and has
sold 36 million units in the United
States?
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The Potential of Smart Speakers

E Source data indicates that
15% of residential utility customers

own a smart speaker such as the Google
Home or Amazon Alexa.
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https://www.esource.com/mrs-1700001-001/customer-perceptions-entry-point-smart-home

Smart Speakers

T: News Startups Mobile Gadgets Enterprise Social Europe Trending 44 Amazon Tesla Microsoft

Arce Amazon’s Alexa and Apple’s Siri are waging war over

‘Amazon Echo

the hotel room

Posted Mar 27, 2017 by Jordan Crook (@jordanrcrook)

(N ¢ |wlin]s|s]|n]m=r JW Marriott San Antonio Rolls
" Out Amazon Echo Dot

HOTEL & RESORT | PATRICK CLARKE | MARCH 13, 2017

[ [w]ine [F =]+

Popular Posts

PewDiePie, the
world's most

= FORTUNE | 7eck

HOTELS

Best Western Is Testing Voice-Activated
Devices in Its Hotel Rooms

hntk 2007 ¢ i v I
Alexa might be in your next hotel room.

Following Marriott and Wynn Resorts, Best Western Hotels & Resorts is testing
the use of Amazon Dot devices in its hotels for guests and employees, according

to Skift, a travel publication. ages war against Airbnb, companies making voi
ling to battle in the hotel room itself.

Sources: Fortune.com, Techcrunch.com, Travelpulse.com
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Examples of Smart Speaker Functionality

Functions offered: Industries:

= Handle account balance = Banking
inquiries = Insurance

= Make a payment = Smart home

= Turn on/off smart home device = Airlines

= Provide rate information = Retall
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1 £ ComEd < Q

ComEd Get this Ski

by Exelon Corp
Rated: Guidance Suggested % |
RHRITIT 3 :

Free to Enable

By enabling,
your availab
ComEd “Alexa, ask ComEd what my "Alexa, tell ComEd | have an "Alexa ask Cor
balance due is” outage” statu.
ComEd
ExelonCorp * 4.5 ComEd
ComEd
4 »

Okay. Let's get ComEd. . .
Description

“Discover a new way to connect with ComEd through the Alexa skill. ComEd customers can use this skill to check their balance due, report outages and ¢
Once you've enabled the skill, say “Alexa ask ComEd...”

To check your balance:

* “What is my current balance?”

* *How much do | owe?”

To report a puwer outage:

Discover a new way to connect with ComEd through
Google Home. ComEd customers can use this skill to
check their balance due, report outages and get
outage status updates!

Once you've connected, say "Ok Google, | want to
speak to ComEd.”
To check your balance:

*“What is my current balance?”
*“How much do | owe?"

To report a power outage:
*“My power is out.”
*“| have an outage”
*“| need to report a power outage.”
To check the status of an outage:
*“When will my power be restored?”

L o I A s e i e BN QWERTYU I OFP
Sources: Google Home App

E Hello, how may | help you today? You
can Check Outage Status, Report an
Outage or Check Account Balance.
Please pick one option.

Source: Amazon.com
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reliant.

an NRG company

Save time and money with a Google Home & Nest Thermostat E

What can | do with the Reliant Action for Google Home?

+ Check your energy usage

‘ Not a customer?
View plans in your area
and make the switch.
+ Check your accou nt balance When you sign up for the Reliant Speak & Save 24 plan, you'll get a
Google Home and Nest Thermostat E at no cost. With this plan, you'll also

Continue
“ Review your payment hIStILZJ'r}‘r enjoy 24 months of price security on your electricity.’ _

Thanks to Google Home, powered by the Google Assistant, you'll save time

* Get your plan details Already a customer?

and effort by easily voice controlling your world. Plus, the Nest Thermostat
Log in to manage your account,

E can help you save energy, and even programs itself to reduce AC run
see new offers and more.

times up to 15%.2

“+ Manage your Reliant account, just by speaking

With simple commands like “How much electricity am | using?” you can
manage your Reliant account with Google Home.

+ Save energy with the Nest Thermostat E

The Nest Thermostat E is a proven energy saver and features an easily

arinstahla arhadila Plis vanl ran chanaa tha tamnaratire in vonr . .
Source: Reliant Energy
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Five Shifts iIn Consumer Expectations

Convenience
& flexibility

Speed &
efficiency

More
buying
choices

Custom
options

E © 2018 E Source | www.esource.com



The Utility-Customer Relationship

/Energy-use advice \
_—)

Efficiency upgrades

. | Power delivery N

—Billing and payment

Outages and emergencies

Service requests
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Energy-Use
Advice
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Customers Want Automatic Savings

88%

of customers would find it valuable for

smart homes to “set up devices to automatically

save energy without user input.”

Source: E Source Residential Utility Customer Survey 2016 (n = 959)
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Young Customers Lead the Way on HEM
System Adoption

Have [ Considering purchasing, have started | Considering purchasing, haven't
purchased researching options started researching options

18 to 34

3I5tod4
g
=45to0 54
L4
55 to 64

0 10 20 a0 Al 30 1] T B0

Source: Residential Customer Insights Center 2016
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Younger Customers Most Likely to Own
Smart Thermostats

Have purchased a “smart” or remote thermostat

Source: Residential Customer Insights Center 2016
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Smart Thermostats S ————

Here's how you did:
Nest’s monthly energy summary email includes: R —— -79
= Usage report

= Usage ana|ysi5 _ 158

March

= Comparison to other homes LA 79
» Environmental impact analysis v e o
e

Why did your energy use change?

We look at a lot of reasons your energy use can change — from weather to your
Eco Temperatures — and these are the ones that made the biggest difference
this month.

They add up to -81 hours of energy use. The difference of +2 hours was caused
by cther factors. Learn more >

nest

March Home Report O
'90 hrs +9 hrs.
Warmer weather helped March had more days
you save. than February.

Source: Nest
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Convenient Energy Upgrades

Convenience
& flexibility

Speed &
efficiency

More
buying
choices

Custom
options
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Energy-Efficiency
Upgrades
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Why Don’t All Customers Participate In
Energy-Efficiency Upgrades?

= Confidence
* Trust

= Time

= Complication

= |nertia

E © 2018 E Source | www.esource.com 22




Renovate America HERO Program Appeal

ﬁﬂemﬂ? Get Financing Find Contracters Improve Your Home Get Suppart % Legin Messag I ng Strategy
os & . —
100% ﬁnancu'ilr?‘ oposzﬁgxtsefﬁment home = 100%, no-money-down
P ' financing
ﬁ 7 Qi = Recommended contractors
Solar Heating & Cooling Windows & Doors Roofing Landscaping
A = “More projects in less time”
"A huge difference in the comfort of = “Easy application process”
our home."
Phia and Bryan from Oceanside, CA, used HERO to lower their " “Grea-t experience”

electric bill with a high-efficiency heating and cooling upgrade.
Source: Renovate America
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Power Delivery
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Younger Customers Are Considering Solar
Stage of Solar PV System Purchase

Considering purchasing, have started [~ Considering purchasing, haven't

. Have

purchased researching options started researching options
18 to 34
35to 44
45 to 54
23 to 64
E 65 or older
‘% 0 10 20 30 40 a0 &0 70 80
Percentage of respondents
Base: Respondents somewhat or very familiar with solar photovoltaic (PV) systems. Note: Data may not add to
100% due to rounding. Percentages shown in the charts reflect weighted data. Source: Residential Customer Insights Center 2016
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Younger Customers Willing to Pay More for Solar

Agreement: “l would pay 10% more each month for solar power” (9 or 10 rating)

18 to 34
35 to 44
i
g 45 to 54
55 to 84
&5 or older
1] 10 20 a0 40 &0
Percentage of respondents
Base: All respondents. Notes: Respondents used a scale of 1 to 10 where 1 means strongly © E Source, Residential Customer Insights Center

disagree and 10 means strongly agree. Data may not add to 100% due to rounding. Percentages
shown in the charts reflect weighted data; sample sizes (n) are based on unweighted data.

E © 2018 E Source | www.esource.com



Arcadia Power Appeal

=
=
=

= Seamlessness of
Interactions

= Talk about energy in terms

(]
cd
=)

BILL
AE00E6
0000 O %Lg that make sense
olol- LIE = = * The accessibility of green

H BILL energy
‘ = Customizable
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Accessible Green Power

Congratulations, you are eligible for clean [
energy!
Link your local utility account to gets -~ S| ct your pane[s

Choose panels from one of our projects

Xcel Energy CO

Username Select Project Frice per 310000
panel:
Passaic River Project v O bot $100.00
Password
Estimated $1.00
How many panels do you want? monthly

o - ¥
Savings term: 120 months

Forgot your username? Estimated $120.00

Forgot your password? Continue total savings:

Source: Arcadia Power

E © 2018 E Source | www.esource.com



Simplified Utility Bill

JANUARY 2018
@ Arcadia Statement Summary
Power !

Service Period: Dec 12 - Jan 12

Bill Summary Your Impact

This month you used a total of 468

Local Utility Charge $61.24
kWh of energy. 468 kWh came from
Wind Enargy Charge $7.02 clean energy.
Solar Savings -$5.34
Clean kWh  Clean ki puchasss
- we  * 14,599
Automatic Payment - $62.92 Clean Impact ors of 002 aouivstart

Amount Due $0.00
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Power-Supply Mix

Convenience
& flexibility

Speed &
efficiency

More
buying
choices

Custom
options
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Paradigm Shift in the
Utility Customer
Experience
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The Customer-Controlled-Experience Paradigm

. NAYO Arcadi
Power delivery 117) O Arcadia Power
sunrun TNE

Energy-use advice neStG
| = ™ N
~ Efficiency upgrades — | '

Renovate
Americ/
Billing and payment /

o

G

Service requests

. amazon
P
Outages and emergencies Q Arcadia Power

xfinity
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More Agree That Senior Leaders Support CX
INn 2018 Than in 2016

mltod m7tob mito

Average
We have buy-in from senior leadership for CX. 7.68
Senior leaders regularly talk albout CX 6.91
Senior leadership consistently communicates
the importance of our CX strategy to all employees. 6.73
- Senior leaders are wocal and hands-on
shout making CX & priorty. 6.64
Senior leadership believes that CX
il is critical to meeting business goals. 7.05
Senior leaders” actions and behaviors 6.64
are consistent with our CX strategy. )
Senior leaders focus corporate 09
mitiatives on customer Impacts. 7.
i 2] 10 15 20 25
Humber of utilities
Base: n = 22 utilities. Question S1_6: Using a scale of 1 to 10, where 1 means strongly disagree and 10 means strongly © E Source (CX Survey 2018)

agree, how strongly do you agree or disagree with the following statements about CX management at your organization?
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Most Have No Budget for CX and Request
Funding As Needed

B
T3 Budge 4 ..

No budget

out of 22

o@

(1

Don’'t know or prefer not to answer
out of 22

@ No budget, but request funding as needed 8 out of 22

®

Base: n = 22 utilities. Question S1_14: What is your organization’s annual budget for improving and managing CX, excluding © E Source (CX Survey 2018)
employee salaries and direct customer support (such as customer care, walk-in centers, and account management), but
including projects, initiatives, and activities intended to improve or manage CX?
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The Building Blocks of a Comprehensive CX
Strategy

Experience design

Enterprise feedback
management

Customer service
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As Steve Jobs Says...

It’s not the customer’s job to know
what they want.
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In conclusion, how might we...

= Provide more choices?

= |ncorporate social status?

= Provide convenience and flexibility?
* Provide speed and efficiency?

= Enable more customization?
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For More Information

Aleana Reeves

Senior Director

Customer Experience
303-345-9172
aleana_reeves@esource.com
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