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E Source

E Source is the only research firm focusing on how consumers use energy and how utilities can best serve them.

Headquartered Our utility
n Boulder, Colorado members
Our clients include deliver
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To
advance from
. .the across the US
efficient use and Canada i all the
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Esource

Esource upcoming study:

https://www.esource.com/market-research?popup=marketing-
survey

Esource link to all our market
research: https://www.esource.com/market-research
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Jackson EMC

* .
ATLANTA - W5 * Fastest growing areas
- &

TG e Megacorridor
' * Dynamic growth center
e 225,000 meters

417 employees

10 counties from metro Atlanta, north to Gainesville
and east to Athens
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ur ear-End Energy Report

P u
WWe're working hard to provide you with tools and resources to use energy efficiently. Endlosed is your

Your Annual Electric Cost

B Cooling: 27.0%

M Heating: 39.7%

B water Heating: 14.4%

W Cooking: 4.2%
Hefrigeration: 6.5%
Lighting: 4.8%

0 Appliances: 3.4%

Click here to view this in a browser

Energy Summary Report

Your bill amount has

changed from last month. Ways to Save

custom year-end enengy report, including details on your annual energy usage and tips for saving energy
and money on your power bill. Please 2mail or call us with any questions: 800-462-363.

What does this mean?

Leam mare about your home's enengy
consumption with our free online Enemyy
Checkup tool. You' get personalized
nformation using your actual electric bills
and information about your home:

Let us help you save
energy!

one of our representatives will
come to your home and wse siabe-
of-the-an equipment to dagnoss
enemy allments In your home.

Call 7T70-822-3211
to schedule your
evaluation!

Welcomsg
Rebates, Incentives DIY Home Home Energy
& Special Financing Chech-up Kit Evaluation
HomePlus Loan Program DY Power!
Through a strateqic parner This Home Checkup K Shows.
Jackson EMC offers low Inienest bathi biig and small things you can
financing for enengy eMclent do that can make your home
Improvements. more efMclent and comioatabis.
Rebates Compiete with DV and
Welcome to your first video detailing your monthly electric bill! We hope you enjoy TR Herature, the Home Checkup Kit
this free service of Jackson EMC. Please take the short survey at the end of the ENCOUTagE MEMBETS io use WalkE you througn a checkllst io
i i EXaMiNe your home and keentty
video, we would really appreciate your feedback. highty emcient technologles ot s ey e

Weather is typically the biggest reason for changes in your electric bill.

to learn why your bill is different compared to last month. Videos for More Ways fo Save Get Peace of Mind with Budget Billing
Small changes arcund your home can make a Sign up for Budget Billing and pay the same
big difference in preserving our environment amount on each month's bl. Average your
and reducing your power bill. Watch these tips maonthly power costs over 3 12-month period and
to see e3asy ways you can make energy-saving level out the surmmer and winter energy usage
changes at home. peaks from seasonal temperature changes.

Learn more about how to save energy and lower your bill at

Our mailing address is:
Jackson Electric Membership Corp. - Jefferson, GA 30549

unsubscribe from this st A

Privacy Folicy

© 20T JACKZ ON EMC

A o o “This anaiyss HSES YOUr SCCOUNT and usage: imomation fo make assumptions sbout your home that an: Gpical of moss homes. i
I X p a n a I o n I eo Mizzizsiegl. It may not refisctthe actusl squipement or Iving preferences about your home cooking, (g, =tc. If you would Ike o refine

nis masiysis b refiect the spertics of your home, plesse refer o the onine Energy Checkup ool In the emall and compiee your home:
profie.

P.C. Box 100, Jefferson, Georgla 305459 | oD wive INCKSONEMC




PVM and EQOY Usage

Bill Explanation Videos Energy Summary Reports
3000 6000
2601 5295
2500 = 5000
2000 = 4000
%1434 = Sum of Sends = Sum of Sends
1500 —— - 3000
= & Sum of Opens & Sum of Opens
% Sum of Clicks Sum of Clicks
1000 = 2000
= =756
622 =
500 395 = 1000
=%,y = 284
. B == 0
2017-01 2017-02 2017-03 2017-03
* Openrate: Jan 66%, Feb 60%, Mar 57% * 39.2% open rate
* Click rate: Jan 34%, Feb 35%, Mar 29% *  Primary goal of opens achieved
* Rates are surprisingly sticky, remain very good at * (Call to action secondary hence low click-through

the end of the pilot.



Satisfaction Survey

94% Very easy to understand

70% Very useful information

68% Requested to receive it monthly

93% Effective channel to receive communication on factors causing bill to change

“I like this video feature. | like that it shows the external
weather factors.”

“I love it. Very easy to understand. Thanks for always
improving.”
“I love it!! Cool way to communicate to customers”



Outreach

I.I.E.L' TRIC MEMBE R\HSL ORPORATION™

Dear Jackson EMC Member,
To provide you with personalized service, we will begin emailing you information designed to save you money and help you learn more about how you use energy.

An annual energy analysis, video bill messages and special rebates are among the messages members like you will receive from Jackson EMC or our strategic partners.
If you prefer not to receive this member benefit, you may opt-out now or at any time.
Jackson EMC values your privacy and your email address will only be used for Jackson EMC-approved programs
Sincerely,

Amy Bryan, Jackson EMC
Director of Residential Marketing

Jackson Electric Membership Corporation
850 Commerce Road, Jefferson, GA 30549

You're receiving this because you are a Jackson EMC member



2017-08
2017-09
2017-10
2017-11
2017-12
TOTAL/AVG

2017-01
2017-02
2017-03
2017-04
2017-05
2017-06

315

1798
/888
3523
3886
4170
4733
3285
1820

27630
29203
15173
103424

1081
3565
2049
2125
2142
2416
1542
/86

16224
15874
7768

55780

208 107

622
1041
1012
924
913
975
588
315
8198
6072
3627

24394

66.0%
60.1%
45.2%
58.2%
54.7%
51.4%
51.0%
46.9%
43.2%
58.7%
54.4%
51.2%
53.4%

Clickthrough Rate

34.0%
34.6%
13.2%
28.7%
23.8%
21.9%
20.6%
17.9%
17.3%
29.7%
20.8%
23.9%
23.9%

APQGEES

INSTITUTE




Programs and Services

JACKSON
ELECTRIC MEMBERSHIP J CORPORATION™

for HOME

Manage My Account ~

Customer Service »

for BUSINESS

Home » For Home » Right Choice New Homes » Ty Talks

Right Choice
New Homes

Virtual Tour
Subdivisions

Right Choice Homes
Videos

Ty Talks
Water Heaters
Smart Thermostats
Lighting
Solar Energy
Remodeling
Insulation
Home Automation

Home Energy
Evaluation

For Builders

Ty Talks

Save Energy & Money ~

Homepage | Contact Us | Apply for Service

My Account Storm Center

Right Choice New Homes

TY 1ALKS

energy efficiency ideas

Join TV host and home expert,
Ty Pennington, as he talks about

energy efficiency.

MART
THERMOSTATS

Water Heaters

Home expert Ty Pennington gives a "Ty
Talk" about your water heater, and how you
can use technology to cut down on your
energy costs.

Smart Thermostats

Home expert Ty Pennington gives a "Ty
Talk" about your home thermostat, and how
it's getting smarter

Lighting

Home expert Ty Pennington shares his take
on lighting, including information on LEDS -
and how much money they could save you

L

News Community About Us

Safety » Environment ~

Textsize A A A [EBshare & Print

Efficiency Resources

You've seen the videos, now put these
ideas to use. You'll be surprised how
much you can save.

§H

Monitor

Energy Guides




PPL Electric Utilities



About PPL Electric Utilities

1.4 million residential and
business customers in 29
Pennsylvania counties

* 50,000 miles of power lines

 10,000-square-mile service
territory

PPL Electric Utilities

Frequently honored for customer
service and satisfaction

Subsidiary of PPL Corporation of
Allentown, Pa., which operates
award-winning utility companies in
Kentucky, Pennsylvania and the
U.K.

A
A
[\
‘:‘s“-'t o" -
S e

L |
n g
~ W ‘l
-
- —
ey
0:"-._
R )

PPL Electric Utilities



PPL Customer Consents / Y 4 ” // / y

Mobile Phone Consents

. Keys to Success
30% of Customer Base Associates:
600,000 86% Success Rate
500,000 Call Center buy-in
400,000 Website: Customer-friendly language
300,000 - o
83% Success Rate Consent in every channel
200,000 -
100,000 - Keep records
IVR: y . ]
se service to verify numbers
, 56% Success Rate Y
&
Total Emails Delivered Total Customers on E-bill
45% of Customer Base 23% of Customer Base Enrolled in Paperless

700000 350000

600000 300000

500000 250000

400000 200000

300000 - 150000

200000 - 100000 SR YR

100000 - 50000 | I .E-E:_,_

0 - 0 - pp “*:\m

PPL Electric Utilities
2010 2011 2012 2013 2014 2015 2016 2017 2010 2011 2012 2013 2014 2015 2016 2017
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Customer iouchr Peints

Payment
C o, 90 s
Self Service Customer Care
Center

IVR /
Self- Service

Reliability /
Outages

Customer
Solutions /
Services
Media /
Social Media

Communications
Employees & (Proactive & Informative)

Friends Community
Involvement




new customer journey

24
12

Start with an
Internet search

When he has a
problem or
question regarding
a product or
service, his first
stop is the Intermet
- often accessed
via his mobile
phone. He'll simply
type his question
into the search bar,
and be directed to
the best possible
answer.

Visit company
website

if he can™t find the
answer he seeks,
that’s when he’ll
head to the
company website in
search of additional
inforrmation.

©
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Call the
company

i he can’t find
answers on the
website, only then
will he pick up the
phone to call the
company.

Utilize
self-service

Once on the phone,
it's often an
effortiess seif-
service experience
he’ll seek. in fact,
67 % of consumers
would prefer
seif-service as
opposed to
speaking with a
representative.®
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Speak to a
representative

It is only if Dave
feels he can’t
quickly get his
problem solved
that he’'ll “zero out™
to an agent. In fact,
one study found
that 5726 of
inbound customer
service calls came
from customers
who went to the
website first.®

Meet Dave

He is a typical
consumer.

Where an agent used to be
the first point of contact,
today it's often a last resort.
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Reasaarcn,. 2014 — Consumer Preferences Survery
E Freaman, Karen: Toman, Nicholas (2070). Stop
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Step 1. Get “good” email addresses
/ ~— ) C Verify\email addresses on every contact f
* Reps ored on Ir quality monitoring
| ~
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Step 1. Get “good™ email addresses 5 N
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Step 1. Get “good" email addresses
\

Y - Put a process to allow customers to\update f
their email addresses on the web
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Duke Residential Email Strategy

Duke Energy residential email list growth strategies and tactics for 2017:

 Call center representatives collecting email on inbound calls.

 Call center reps and landing page collecting email addresses at start service.
« Sign up for email prominently placed on public web.

« Sign up for email on Facebook home page as well as campaigns.

 Secondary emall addresses in database added to the email program along with
primary.

* |[nactive account email addresses matched to active accounts with email address
append.

* List purchase to match existing email address in digital leaning Axiom segments.



Increasing Customer Engagement

2
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INTERACTIVE 19932018

Your Trusted Partner in Customer Engagement




HOME EFFICIENCY RATING

What we do:

€G | ARoREE

Your Energy Summary Report
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Your Mid-Month Energy Use Report is ready....

W5 W

U . S
@ (e e e
Advaned pome w Houe.

3 HOW MANY PEOPLE LIVE IN YOUR HOME? @

YOUR ANALYSIS SUMMARY
Weather: $46

il

|

The weather
impact on
your bill is

$46 More
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u.:ﬂ e W

25% INCREASE

in customer satisfaction E n g ag e d

More than

sTiMEs as Likety - Customers...
a Valuable Asset

INTERACTIVE







Upcoming Webinar

Feb. 81 2:00 PM Eastern
Top 10 Customer Engagement Tools for Utilities



Thank you!
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Your Trusted Partner in Customer Engagement




