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https://us02web.zoom.us/rec/share/gUYnR87pIA7S5bJOHtfhJP-rghH3YwIFOjrm2Q1leUljzCveRTVvTIXQjRAnyYoe.X9dgUPUYWAACX3uo?startTime=1646251327000
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About DEFG

DEFG is aresearch and advisory firm with a core expertise in customer strategy, experience
and operations in the utility sector. We serve many of the largest utilities in North America
and provide support on all aspects of our clients' relationships with their customers.

Founded in 2003, DEFG is widely recognized for its progressive vision on customer
experience and thought leadership to ensure that service to low-income and vulnerable
customers continues to improve.

Our areas of expertise include:

« Customer Strategy, Operations and Experience
« Payment Strategy and Customer Solutions

« Low Income

* Clean Energy and Customer
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Today’s Agenda

l. Introductory Remarks

1. Beyond the Meter Working Group
ll. 2022 Scope And Deliverables

IvV. Calendar

V. Questions
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ELECTRICAL WORLD
NOVvEMBER 11, 1922
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Rob Gilpin

Executive Director
Beyond The Meter Working Group

For over 20 years, Rob has been helping utilities improve
customer satisfaction and drive customer engagement. For
the past 4 years, Rob has been solely focused on helping
utilities develop Beyond The Meter program designed to
generate non-usage revenue and increase customer
satisfaction.

As Executive Director of the Beyond The Meter Working
Group, Rob’s primary focus is to help utilities connect and
foster peer-to-peer beyond the meter discussions.
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Sample of Utilities with BTM Offerings
E

e CenterPoint. S M U D
_—— Energy
iﬁ ’ Dominion
SoCalGas ElackHills Power / Energy’ ‘ Nicor Gas
A@) Sempra Energy utility
5 {~ DUKE FirstEnergy.
?9,?0. €’ ENERGY. —=

() citizens

energy group
© 2022 DEFG

.. PSEG EPCZR




Angi Estimate for U.S. Home Services Market

Angl Research:
Home Services Market Statistics

Size of the Home Service Market: $595B

Average Home Maintenance Spending: $3,192
Average Home Improvement Spending: $8,305
Year of Year Annual Growth: 17%

Source: https://www.angi.com/research/
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Beyond The Meter (BTM) Working Group

Utilities increasingly need to leverage their customer base for growth and future
earnings. Beyond The Meter (BTM) is a proven partnership model with vendors
to bundle together products and services in order to create greater value for the

customer and revenue for the utility.

The BTM market is estimated to be worth almost $600B and growing at 17%
annually. Utilities have a direct link into every home coupled with a high degree
of trust and loyalty. Utilities are in a unique, and highly desirable, position to
provide value-added services while saving homeowners time and money.

We hope you will join us as a member of the BTM Working Group and help shape
the future of all things Beyond The Meter.

Jamie Wimberly, CEO, DEFG LLC
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2022 BTM Working Group Members
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Why Now?

Utilities have been offering value added services for
100 years to generate additional revenue. BTM
programs include home repair & maintenance, smart
home / alarm technologies, solar panels, EV
chargers and home battery storage. In just 5 years,
40% of utilities have already adopted a marketplace
site.

While many leading utilities have already launched
BTM programs with great success, many others are
just beginning to evaluate these programs. Yet,
there’s been no place for utilities to come together to
collaborate and share experiences. The BTM
Working Group is intended to directly facilitate the
market growth of BTM offerings and increase
revenue opportunities for our members.
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Majority of Customers View Electric Utility

as a Trusted Energy Advisor
7 5 7 10
I
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Total Age 18-24 ﬁuge 35-54 Ages 55+ Income <$25k Income Income Income
(n=1018) (n=309) (n=391) (n=318) (n=249) $25-$49k $50k-599k $100k+
A -B- C- D- (n=263) (n=281) (n=197)

-E- -F- G-

Base: Total Respondents. Q.B3. How would you rate your electric utility as a trusted energy advisor?
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Utilities Have Influence Over Customer Choices
Relating to Home Services

100%
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-53-

(Use of Utility Service Recommended Home Service/Repair) Base: Total Respoﬁdents. Q.B4bHf
you needed home services or repairs, would you be more likely to use a service that was
recommended by your electric utility?
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Utility Leverage Increases for Customer Choices
Relating to Solar/Clean Energy Recommendations
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in solar energy or other clean energy options, would you be more likely to use a solar energy installer recommended by
your electric utility?
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Different BTM Customer Journey

Discovery/Site End of

Visit

Contracting Installation Billing Maintenance Optimization Life/Contract
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Journeys
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Phases Deciding to “Go Solar” Contracting Installation Usage /
Panel Installation Post-Installlation “Mystery Phase”
Actions Contact Conduct Obtain Find Financial Choose | Finalize Learn about | Sign the Schedule Install Inspect Install Add Solar | Flipthe | Go Live Monitor Energy Review Track
Providers Research Design/Bid | Rebates | Analysis Provider | Design/Cost | Installation/ Contract Installation Panels Installation | Meter to Utility Switch Production Bills Savings
Maintenance
It would be helpful to Rebates/incentives We've finally made The panels are installed!
know what | should be make going solar We're going to Our solar provider the commitment to We can't wait until we are This is exciting!
asking these prospective financially possible trust our gut set our expectations: go solar! up and running! We are live. We -
solar providers. for us. and go with 1) the utility company hope they work We are saving
We can this provider. will take a long time out the way we tons of money
afford this! Hopefully we are to do their part for expect them to. on our utility bills!
As "techies’, we choosing wisely. | | installation; and, We.use an 8pp 19
enjoy learning all 2) the panels wil check the solar
about solar power. p production of our
5 g;m%;&% panels every day.
2 ;
3
2
T
%]
Emotions S

Frustration
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The research
process is over-
whelming. We
need guidance.

Are we getting all
available rebates?
They are hard to
track down.

Figuring out if
investing in solar
will pay off is tricky.
We wish there was
a tool to help us.

The solar provider
can't install our
panels as soon as
we had hoped.

It would be
helpful if the solar
information on

our ultility bill was
made more clear.

We're upset.
Our savings are
not living up to
our expectations.

We are confused about next steps:
¢ How long will this take?
* Do we have to flip the switch?

The utility company
doesn't have an
incentive to do
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Overview of “Beyond The
Meter” Working Group

This new working group of the UCRC will bring
together utilities and vendors for a full scope of
work in 2022.

D Business case development

D Program design

D Performance metrics & benchmarking

D Voice-of-the-customer surveys and research
:l Case studies of innovation and market success
:l Regulatory considerations

:l Utility-Vendor partnership models

:l Marketing / Messaging Strategies

17



BTM Working Group Differentiator

The BTM Working Group is an initiative of the Utility Customer Research Consortium
(UCRC), bringing together senior executives (VP or above) from 30 of the leading utilities
and vendors in North America. The utilities in the UCRC serve over 70 million customers.

v’ Like with the UCRC, the BTM Working Group is designed to facilitate peer-to-peer networking
and collaborative research

v’ The scope represents a full year of ongoing research and member interactions

v’ The only organization to specifically focus on the growing BTM and home services market in
the utility sector

v’ Helps utilities to better understand the short and long-term benefits

v’ Allows utilities to fast track BTM roadmaps as well as new or existing journey mapping
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Working Group Details

Interactions

o Annual in-person meeting (Fall of 2022)

o Webinars every 4 - 6 weeks; no restriction on number of participants
Deliverables

o The membership fee covers everything in the prospectus, including all the deliverables
and interactions

o All members will have access to any research, presentations or analysis conducted by the
BTM Working Group.

Requirements
o Primary representative at executive level (Director or above), supported by unlimited
number of team members; Participation in industry survey; Updates on your BTM
initiatives
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BTM Working Group Deliverables

The BTM Working Group offering includes:

» Facilitated peer-to-peer interactions, including an annual in-person meeting per year and
webcasts

» Collaborative research initiatives, including in-depth analysis, research findings and
workshops/ webcasts

» Member presentations and case studies

» Ongoing trend analysis and new product evaluation

» Annual survey reports and findings: customer and industry

» Key performance indicators analysis and evaluation

» Ongoing research on utility-vendor models and performance
» RFP templates and recommendations

» On going networking access to all other UCRC BTM members

© 2022 DEFG



Current BTM Q1 — Q2 2022 Schedule

January - March Member Onboarding and Interviews

March 2nd 2022 Official Kickoff Webinar

March BTM Market Landscape Analysis
and Review

April BTM Vendor Panel Discussion

April National BTM Consumer Survey

May Utility BTM Roundtable

Ongoing Utility Presentations

TBD Regulatory White Paper & Panel
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Questions
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For more information
please contact:

Rob Gilpin, Executive Director
Beyond The Meter Working Group

RGilpin@defgllc.com

224-828-9969
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