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Brenda Guthrie

Brenda supports utilities in the Southeast and parts of the
Midwest. Prior to joining Apogee, Brenda was a Technical
Account Manager in manufacturing. Brenda’s approach to
serving her clients is: real relationships, real value, and big
return. Brenda holds a degree in International Business from
the University of Dayton.

Sabrina Cowden

Sabrina, CEO of Milepost, has worked in and around
energy services for over 14 years. Sabrina helps
develop innovative solutions to organizational
challenges in engagement strategies.
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APOGEE

INTERACTIVE

® Software as a Service (SaaS) provider focused on
three major utility initiatives:

006

Customer Customer Program
Engagement Satisfaction Participation

® Best in class Data Analytics

® Providing Consistency, Building Customer Trust

Certified Microsoft

Yan.
CERTIFIED

WBENE
Women'’s Business Enterprise Partner

RESNET.

RESIDENTIAL ENERGY SERVICES NETWORK

Who We Are: Apogee

Leading the market In
customer engagement

In our year

Serving

utilities, reaching

of customers




Who We Are : Milepost

STRATEGIC SOLUTIONS TO ENGAGEMENT PLANS THAT BEAUTIFUL, COMPELLING 0 u r
BUSINESS CHALLENGES EMPOWER VISUAL COMMUNICATIONS
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Agenda

|. Current State of Affairs
. Utility Initiatives

lll. Apogee Solutions

V. Tailored Engagement

V. Results of Effective Tailored Communication




Engagement

In a Digital
Communications
World

You
Tube




What does the utility customer want?

Choice

Control

- Personalization
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Relevant and proactive
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Moving from
Engagement to
Empowerment

We have to consider the
customer journey as we think
about engagement and
empowerment




Engagement and

Utility Initiatives

E E Revenue Enhancement
e Market Place
% e Beneficial Electrification

®
Rate Transformation AI @GEE Operational Efficiency

Your Trusted Partner in Cusfomer Engagement
Self-Service and Behavioral Impact
Cost Avoidance

Customer Satisfaction Low and Moderate Income




Apogee Solutions

€ APOGEE S ——
Electric & Gas Co. Click here for onfine version

Your Energy Summary Report

Dear Bob Johnson,

Thank you for being our valued customer. For your convenience, we've prepared this year-
end summary of your energy use along with top tips for saving energy in your home. We hope
you'll find it helpful. Please feel free to call us at 800.123.4567 with any questions.

HOME
PROFILE WEATHER

Here's where your energy dollars are going:

Your Moty glecarc |
Your Annual Electric Cost

Cooling: 27.0%

Heating: 39. — ~ |
Water Heating: 14.4% mber 08, 2015 9:22 AM
W Cooking: 4. To: Bob Johnson <Diohnaon@epogee ne
5 Refrigeration: 6.5% Subject: Your Usage Alert
Lighting: 4.8%

B Appliances: 34%

€G | AROgEE
Email Alert

Here are some easy tips and recommendations to lower your en

« Set your thermostat a 78°F In the summer and B8°F  « Tum down your wi
in the winter and leave & alone. With each degree of 120°F is fine for
decrease on your thermosta in the winter and From: Apgee Electric & Gas Customer Care
increase in the summer, you can immediately realize  * Take quick showe
3104 percent decrease in energy use. reduces the amou Dear Bob Johnson.

 Install and preset an ENERGY STAR®programmable ~ * Use ENERGY ST/
thermostat to automatically reduce energy usage Hght bulbs (CFL) o
when you are away o sleeping, Constantly changing quarters less elect
the temperature causes your system to work harder. heat and last up c
incandescent light

Our most recent records indkate that you've used:
$120 about 50% through the month. -~

Based on the weather, you're forecasted
to use $210 for the entire month.

Learm more about how the weather affects your energy bil. ISR

For your convenience, here is a simple tip to help you save energy
and money:

My Account Self-Service
Track your Daily usage and sign up for For a more pre
alerts when your daily or monthly usage energy report,
hits certain levels. about your hot

g Adjust your thermostat by one degree and save $10

For more information about other money savings 6ps please visit our web site at
s a0g comenergyadvisor

that takes your annual energy bill and divides it by 12
t each month. Leam more about Budget B4

WELCOME to your
VIDEO BILL EXPLANATION




Tallored Engagement

the value of tailored engagement

Consumer
product
development
practices

Behavior Engagement

change best strategy
practices experience

A concept that has been “pre-accepted” by your
target audience, increasing the likelihood of success



What it has looked like

Dear Customer:

The energy management systems of our company noticed an increase in your daily and/or hourly kilowatt-hour (kWh) usage above
your current pre-set threshold(s).

Account Number: XXXXXXXXX
Usage: 13.0
Date/Time: 4/1/19 12:00 AM - 4/2/19 12:00 AM

Account Number: XXXXXXXXX
Usage: 1.0
Date/Time: 4/1/19 1:00 AM - 4/1/19 2:00 AM

Account Number: XXXXXXXXX
Usage: 0.0
Date/Time: 4/1/19 2:00 AM - 4/1/19 3:00 AM

Account Number: XXXXXXXXX
Usage: 1.0
Date/Time: 4/1/19 3:00 AM - 4/1/19 4:00 AM

Account Number: XXXXXXXXX
Usage: 1.0
Date/Time: 4/1/19 4:00 AM - 4/1/19 5:00 AM



ENERGY FORECAST - ELECTRIC COST

| | | |
YOUR PROJECTED ELECTRIC COST FOR THIS WEEK IS 588 W h at I t CO u I d I O O k I I ke
[ ] [ | [ |

TODAY"$ WEATHER THISWEEK'S FORECASTED ELECTRIC
TAMPA, :
W10
L+ o
95 /78 * Conts wre anlivade tocssd on yoor
ELECTRIC COST: Rormw's profile sedd M curmend fonecsed. S ) - ) )
$1250 You have used about $130 worth of electricity in this billing cycle, and your total Hi John Smith,
o bill is plroje::ted to be between $197 and $267. Learn more... This is a notice that you have
Your bill for the same month last year was $107. exceeded your monthly

threshold amount of XX kWh.
You have used about $XX
worth of electricity in this
billing cycle, and your total
bill is projected to be between
$XXX and $XXX. Your bill for

CURRENT BILL ESTIMATE

Qﬁl $197

o G G LGS TGS

Thay Jud 10 M 20 Sen i 22
- e srr arlnr 20 o

Elaenic Coatt Elneric Cont. Bleciric Cout Elnemrie: Cantt
$1258 $1250 $1250 $1250 1250

$130

{Cost so far)

Tharmociat favinge Weeakly Eleotric Cost Ersakdown

the same month last year
was $XXX. Learn more...

Acpialngg your Usermosdsd (2 a1 sty 0y Lo Seew 335

* This is an estimate based on your past energy usage and the weather forecast. If you have made changes in your usage patiems
like wacations, guests or how you use major appliances it will affect the accuracy of the estimate.

Here is some information on how the weather is affecting your bill...

9 Energy Use Weather
76% of your energy * We estimate that
e used this bill cycle .k your neighborhood
[ wsur | St ‘ 6\ is estimated to be L* has 31 days that
R : for heating. Leamn require heating this
I more.. ‘ bill cycle. Learn

More..




Video BiIll
Explanation




Engagement Impact S G

< WELCOME to your
VIDEO BILL EXPLANATION

. . . . Industry
Bill Explanation Baseline Difference Standard*
Open Rate 50% 30-35% 15-20% 26%
CTR 14% 2-4% 10-12% 3.5%

*IBM Case Study: 2016 Email Marketing Metrics Benchmark Study (see appendix)



Measuring

- Engagement
ey h Ability to track :
1 * Opens
* Click throughs
« Sends

 Home profile data




TVA project

eScore™: Designing for Success
and Savings

10

eScore”

energyright
otatome LG

17



m ESCO rem Homeowners v | Contractors v

Energy Upgrades
the Right Way

Connect with TVA-trained,
approved contractors in your area

and have confidence through our - ] l

free inspection that your home
energy upgrades were installed

Find TVA-Trained, Signin
Approved to My
Contractors Account

: ) Make My Learn
the right way, so you can live HomaMore More About
more comfortably. Comfortable I eScore

£35



» Profit, stakeholders, ratepayers
« Decision-making

 Minimal investments

A
Trusted - Non-effective solutions
Energy

AdVISOr: . Leading energy provider

* Provide customers with value and exceptional care
« Customers at center of strategy

* Your investments meet your customers where they are
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 Value
 Relationships

* Empowerment

* Operational Goals
* ROI




Contact

Brenda Guthrie
bguthrie@apogee.net
678.684.6815

Sabrina Cowden
scowden@milepost.net
615.519.5118
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Upcoming Webinar

> April 25t 2019
Customer-Driven Rate
Design is the Wave of the
Future
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