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Purpose and outcome

Purpose: To use customer market research on revenue-
generating products and services to better inform your
portfolio planning and marketing strategies for specific
audiences

Outcome: To leave with a better understanding of which
products and services you want to explore for your customers
to provide additional value and help identify target audiences
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Session agenda

» Residential customer insights on revenue-generating (rev-gen) products
and services with live demo

= Utility residential rev-gen products and services with marketing examples
» Business customer insights on rev-gen products & services with live demo

= Utility small and midsize business (SMB) rev-gen products and services
with marketing examples

Utility large business rev-gen products and services with marketing examples

Q&A and group discussion
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Who you’re speaking with today

Jessica Bailis

Associate Solution Director, Sales
Support and Engagement, E Source

303-345-9159

[essica bailis@esource.com
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Residential
customer insights
on rev-gen
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What are the top US offerings? QAERIEIEHIE,

2019, AllUS (n =31,961)

Household appliance protection

Water heater leasing

Home security or automation

Appliance protection plans
Water heater leasing

Home security or automation
HVAC leasing

Whole-house surge protection

HVAC leasing
Whole-house surge protection

Qutdoor lighting leasing

Backup generation

Service used

akwnpE

EV time-of-use rate

Service-line protection
Tree trimming

Whole-home protection

T T T

0 20 40 60 80 100
Percentage (%)
Base: All respondents.
Question D7: Which of the following service, leasing, and protection plan options do you currently have? (Select all that apply)

MNote: This question was first asked in 2017. Some programs and services were excluded in select years. Respondents were allowed to select more than one answer. Percentages shown in the charts reflect weighted
data; sample sizes (n) are based on unweighted data. EV = electric vehicle.

@ E Source (Residential Customer Insights Center)
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What are the top Canadian offerings?

Participation in revenue-generating programs (55_13)

2019, All Canada (n = 3,100)

Water heater leasing

Home security or home automation services
Major household appliance protection
Electric vehicle time-of-use rate
Whole-house surge protection

Outdoor lighting leasing

Program or service used

Backup generation

HVAC leasing

Water heater leasing

Home security or automation
Appliance protection plans
EV time-of-use

Whole-house surge protection

Voice of the customer

Change chart order and filters

Base: All respondents. Use caufion when sample sizes drop below n = 30.

Percentage (%)

Question 55_13: Energy providers sometimes offer service, leasing, and protection plan options to their customers. Which of the following options do you currently have? (Select all that apply)

Mote: Respondents were allowed to select more than one answer. Percentages shown in the charts reflect weighted data; sample sizes (n) are based on unweighted data.

@ E Source (Canadian Residential Customer Insights Center) | Share this chart within your company
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Residential Customer

Insights Center

With access to thousands of survey data points, you can
learn, analyze, and act on residential customers’
energy attributes, interests, and preferences.

LIVE DEMO
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Rev-gen offerings
for residential
customers
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Home warranty programs Utility market scan

(nonregulated)

Duke Energy: Home Wiring Repair Plans and Surge Protection Plans
Tampa Electric: Zap Cap offers surge protection and uninterruptible power supply

DTE Energy: Appliance, plumbing, and whole-home protection plans

Reliant: Electric Line Protect, provided by Allied Warranty

BGE: BGE Home home repair and service plans

TXU Energy: Home Protection Plans

Direct Energy: Home protection plans

E © 2020 E Source | www.esource.com


https://www.duke-energy.com/home-services/home-wiring-repair-plans
https://www.duke-energy.com/home-services/surge/surge-protection
https://www.tampaelectric.com/residential/start-service/surge-protection/
https://www.hppservices.com/HowItWorks
https://www.hppservices.com/Plumbing
https://www.hppservices.com/Plumbing
https://www.reliant.com/en/residential/electricity/protection-plans/index.jsp
https://www.bgehome.com/repair-services/home-service-plans/
https://www.txu.com/en/savings-solutions/home-solutions/home-protection.aspx
https://www.directenergyprotects.com/

BGE bundled plan

BGE’'s Smart Service Protection Plans include:

v 10% off any heating/air conditioning full v 10% off any plumbing/electrical service « Priority service scheduling
system replacement (up to $500) call
« Notification of special BGE HOME
v 5% off any water heater replacement (up v 100% of covered parts for any service call promotions
to $100)
v 100% of labor costs for any service call + No deductibles or pre-inspections
v 10% off any home improvement product
(up to $250)
Source: BGE

11
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Direct Energy video

W Direct  prorecrion
M Energy. PLANS

Source: Direct Energy (YouTube)



https://youtu.be/c-cVVIRwPaU

Home warranty programs

(third party)

American Water Resources of Florida (AWRF)
m OUC offers a set of Home Warranty Programs in partnership with AWRF

HomeServe USA
m Indiana Michigan Power: Home Warranty Coverage

m FirstEnergy: Home protection and repair plans

m PSE&G: WorryFree Appliance Service

m Dominion Energy: HomeServe

m Duquesne Light: HomeServe

E © 2020 E Source | www.esource.com


https://www.ouc.com/residential/save-energy-water-money/home-warranty-programs
https://indianamichiganpower.com/account/service/HomeWarranty.aspx
https://www.firstenergycorp.com/content/customer/products/products-services.html
https://nj.pseg.com/worryfree
https://www.homeserve.com/sc/mail/dominion
https://www.homeserve.com/sc/mail/duquesne

Social media promotion

ouem QUC - The Reliable One
SRS September 13,2019-Q

It's #FridayThe13th! What can you do to avoid “bad luck” with service
lines? Well, people have come up with plenty of superstitious remedies
- salt, a lucky rabbit's foot, a blessed crystal — but not sure how they
will help with a service line issue? To help protect our valued
customers, we've partnered with American Water Resources (AWR) of
Florida to offer homeowners protection programs to avoid
unexpected costs and repairs. Visit
https://www.ouc.com/residential/save-energy... See More

1-877-320-4624
AWRUSA.com/OUC

'ﬁ AMERICAN WATER

RESOURCES
Of Florida

Qo 3 Shares

Source: OUC (Facebook)

E ©2020E So
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Marketing examples

pic Duquesne Light Company

July 5, 2019-Q

If you've experienced an unexpected incident that requires emergency
home repairs, you know how difficult it can be. In partnership with
HomeServe USA, we're proud to introduce our customers to
affordable plans from HomeServe with $0 deductible and covered
repairs guaranteed for one year. Explore your options today:
http://bit.ly/30ndkmq

HOMESERVE.COM

HomeServe & Duquesne Light Company
Home emergency repairs can be expensive and time-consuming. D...

(/& I 2 Comments 1 Share

Source: Duguesne Light (Facebook)




New mover (third party)

= AllConnect partnerships

Xcel Energy: AllConnect

SDG&E: AllConnect

Southern California Gas Co.: AllConnect
FirstEnergy: AllConnect

TXU Energy: AllConnect

» Kandela partnerships: In May 2018, ComEd said it was
working with Kandela to assist customers with moving-
related services such as cable, movers, and internet

E © 2020 E Source | www.esource.com



https://www.allconnect.com/move/xcelenergy/notoken?utm_mcid=3570759
https://www.sdge.com/residential/customer-service/service-requests/start-stop-move/connect-all-your-home-services
https://www.allconnect.com/move/socalgas/notoken?utm_mcid=3570588
https://www.allconnect.com/move/firstenergy/notoken?utm_mcid=3570668
https://www.allconnect.com/move/txue/notoken/?utm_mcid=3574426&utm_source=2
https://utility.kandela.com/

Xcel Energy Marketing examples

sty (@) allconnect

Make your move a one-stop shop. From home services to
voter registration, get everything you need to stay connected in
your area.

Get started

Source: Xcel Energy

E © 2020 E Source | www.esource.com 16



Online marketplace revenue

= Con Edison: The Con Edison Marketplace,
powered by Enervee, has sold more than
61,000 products, including 2,600 smart
thermostats

= ComEd: The ComEd Marketplace, powered by
Uplight, sells lighting products, smart
thermostats, and other connected home
devices

= BGE: BGE Marketplace, powered by Uplight,
sells smart thermostats, lighting, smart home,
advanced power strips, air filters, water-
conservation products, and electric vehicle (EV)
chargers

E © 2020 E Source | www.esource.com

Utility market scan

Xcel Energy: Xcel Energy Store, powered by

Uplight, sells smart thermostats, LEDs, power
strips, water-saving products, air filters, and
smart home products

Georgia Power: Georgia Power Marketplace,
powered by Uplight, sells Wi-Fi-enabled
thermostats, lighting, smart home products,
advanced power strips, water-saving products,
and EV chargers

Duquesne Light: Watt Choices Energy-Efficient
Product Marketplace, powered by Enervee
California investor-owned utilities: LADWP
Marketplace, PG&E Marketplace, and SDG&E
Marketplace, powered by Enervee

17



https://marketplace.coned.com/
https://enervee.com/business
https://secure.comed.com/marketplace/
https://uplight.com/
https://www.bgemarketplace.com/
https://www.xcelenergystore.com/
https://georgiapowermarketplace.com/
https://marketplace.duquesnelight.com/
https://ladwp.enervee.com/
http://marketplace.pge.com/
http://marketplace.sdge.com/

Social media promotion Marketing examples

MyBGE ©
October 2, 2012-Q

Celebrate Energy Efficiency Day with savings at BGE Marketplace! Get

up to $125 off Google Nest smart thermostats, plus add a Smart Light

Starter Kit for just $10. Enjoy savings now through 10/4. @ o i
https://bgemarketplace.com/collections/wi-fi-thermostats

° sdge This month our Marketplace hit
2 million visits! This one-stop shop
makes finding energy-saving

products easier than ever for our
customers, Learn more at

SDG&E MARKETPLACE sdgenews.com and check out
R ok o . marketplace.sdge.com to see what
2 million visits and counting... energy-efiicient appliances might be

a good fit for your home or business.

sdge.com/marketplace £ Q W #energyeriiciency

oQv W

9 likes

Source: SDG&E (Instagram)

03‘ 185 4 Comments 12 Shares

o Like (J Comment #> Share "
Source: BGE (Facebook)

E © 2020 E Source | www.esource.com




=

Social media promotion

Con Edison @ e
August 14, 2019-Q
Buying energy efficient products helps the environment. Check out
your options: https://marketplace.coned.com/ #YourPower

©0 72

Source: Con Edison (Facebook)

2 Shares

© 2020 E Source | www.esource.com

Marketing examples

pic Duguesne Light Company
April 5, 2010 - Q&

Whether you're moving into a new house, undergoing home
rencwvations or simply updating your appliances, DLC can help you find
the right products to suit your needs. Visit our Energy-Efficient
Product Marketplace to compare products based on price, user
reviews and efficiency: httpy//bitly/2JFhmCp

Watt Choices Energy-Efficient Product Marketplace
Search all major retailers at once and find energy efficient

products.
Saarch m
Q B m @
Light Btbs Pt Dtuimicky Freazers EV Chargens
oW [&] o @
o W3 2 Shares

Source: Duquesne Light (Facebook)




Leasing services

TECO Peoples Gas offers Water Heater Payment Plans for natural gas
tank-style water heaters

United llluminating offers a TempAssured Water Heater Lease

Puget Sound Energy offered gas conversion burner rental services (ended
program on March 31, 2020)

E © 2020 E Source | www.esource.com



https://www.peoplesgas.com/residential/services/waterheaterpaymentplans/
https://www.uinet.com/wps/portal/uinet/service/!ut/p/z1/pVJNb8IwDP0tHHosMfQjGdI0dQgBGxQB7UpzqUoaShFpoHTA_v3ChsQmbRRtvtmy37PfM6Johmge77M0LjOZx2uVh9SOjMaw0zPb4JK-acF4NB26zwOvCR6g4GqDbSB6yzz8Eg5Uzb8giijLy025ROFrlvMyTovocoMGSx4nvNBgx4t9xvipf8OyBIUEuIGxtdBtO8a62UhinZiLRJ8TxhvMSgx2tzh1B-1h1B2MHp1B1B65XmfmoVADv-92PKc7idwvXL0z1_TMFVTJR68fH5z4K_StwgjVDviCAM6YwNgceT27iQF6imSf8QPyc1kI5fj0bwKN_c5EMf1DK7XJU5Xb6h2z1XZLHeW5zEt-LNHsJtMVcrqW88-PdvK5QVJEC77gBS_qr4UqL8tys2tpoAHb8XoqZbrmdSbFR_7AjvcAlmlD08JNQwW2MQHALSGO632aGDITP0Ev5U6t-B0RbYTvC2IIfQYrKxXkqHcDnc7fDk6t9g5rICc3/?1dmy&current=true&urile=wcm%3apath%3a%2Fuinetagr_service%2Fservices%2Fwater_heating%2Ftempassured_water_heater_lease
https://www.pse.com/pages/lease-services

Key takeaways

Residential rev-gen in the utility industry

= Customers are participating in protection plans, water heater leasing,
home security or automation, and HVAC leasing according to 2019
survey data

= Utilities are bundling services, such as home repair and surge
protection plans

= New mover programs are popular with utilities, including TV and
Internet, voter registration, and other mover services

= Third-party partners include HomeServeUSA and AllConnect

= Utilities are marketing on social media and with custom landing pages

E © 2020 E Source | www.esource.com




Rev-gen offerings
for business
customers

E © 2020 E Source | www .esource .com
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SMB customer interest Voice of the customer

2019, All Sectors (n =1,424)

Power monitoring
HVAC systems
Energy management consulting

Energy management control systems

Community solar

1. Power monitoring
2. HVAC systems
3. Energy management consulting

Solar and storage combination
Qutdoor lighting installation and maintenance

Utility-provided renewable energy purchasing options

Response

Preventive maintenance diagnostic service

Backup generation

Microgrids

Fault detection and diagnostics
Electric vehicles or charging stations
Heat pumps

Battery storage systems

T T T 1

0 20 40 60 80 100
Percentage (%)

Base: All respondents; small midsize business.
Question: Please tell us whether your business has already purchased or participated in such a product or service. (Interested in product or service) (S5_7)
Mote: Respondents were allowed to select more than one answer.

@ E Source (Business Customer Insights Center)

E © 2020 E Source | www.esource.com 23




Large business customer interest €I

2019, All Sectors (n =931)

Power monitoring
Preventive maintenance diagnostic service
Energy management control systems

HVAC systems

Energy management consulting

=

. Power monitoring
Preventive maintenance
Energy management control

Solar and storage combination

Fault detection and diagnostics

N

Qutdoor lighting installation and maintenance

w

Response

Microgrids

Electric vehicles or charging stations

Utility-provided renewable energy purchasing options
Backup generation

Community solar

Battery storage systems

Heat pumps

T T T 1

0 20 40 60 80 100
Percentage (%)

Base: All respondents; large business (key account).

Question: Please tell us whether your business has already purchased or participated in such a product or service. {Interested in product or service) (S5_7)
Mote: Respondents were allowed to select more than one answer.

@ E Source (Business Customer Insights Center)

E © 2020 E Source | www.esource.com 24




Business Customer Insights Center

Understand, anticipate, and act on
sector-specific preferences, interests, and dynamics

LIVE DEMO

E © 2020 E Source | www.esource.com
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SMB interest by sector

2019, Congregations or houses of worship (n = 80)
HVAC systems 48

Power monitoring 34

Energy management consulting 35

0 20 40 60 80
2019, Education (n = 80)
HVAC systems
Power monitoring

Energy management consulting

100

0 20 40 60 80

2019, or public ini ion (n =865)
HVAC systems

Power monitoring

Energy management consulting

100

0 20 40 60 80

Response

2019, Indusirial and manufacturing (n = 203)
HVAC systems

Power monitoring

Energy management consulting

100

20 40 60 80
2019, Office (n =90)
HVAC systems
Power monitoring

Energy management consulting

100

0 20 40 80 80
2019, Restaurant (n = 79)
HVAC systems
Power monitoring

Energy management consulting

100

0 20 40 50 80
Percentage (%)
Base: All respondents: small midsize business.

CQuestion: Please tell us whether your business has already purchased or participated in such a product or service. (Interested in product or service) (S5_7)
Note: Respondents were allowed to select more than one answer.

©E Source (Business Customer Insights Center)

100

Voice of the customer

Power monitoring
1. Education
2. Industrial and manufacturing
3. Governmental or public
administration

HVAC systems

1. Congregations/houses of worship
2. Restaurants

3. Offices

Energy management consulting
1. Restaurants
2. Governmental or public admin
3. Education

E © 2020 E Source | www.esource.com




Top utility SMB offerings

= Community solar: 31 utilities offer it

= Qutdoor lighting: 20 utilities

= Renewable energy or green-power purchasing options:
9 utilities

= Backup generators: 6 utilities

E © 2020 E Source | www.esource.com 28




Bl()g promotion Marketing examples

FORTIS BC Eiwrﬁafmm( Projects  Topics & information  Askus  Procurement opportunities = Q

Talking
Energy

A place for ideas, opinions, and information about ForfisBC projects
and energy topics that matter to you.

A\

The Tilbury Phase 2 i e

featured topic

°
L N G E x p a n s I o n How we're increasing our supply of Renewable

Natural Gas

L3
P roj e ct Adapting our work during the COVID-19

pandemic

Local and Indigenous job opportunities on our
Leam about our take on this subject, and show your reaction. projects

‘ Suggest a topic ‘

Source: FortisBC

E © 2020 E Source | www.esource.com




Social media promotion Marketing examples

ComEd ‘
Now 25 2019 8:00 PM UTC 1.40K eNGAGEMENT TOTAL
130K REACTIONS©

& We're helping customers join together with community solar, which 42 COMMENTS &
allows residents and businesses to share In the benefits of solar energy 60 SHARESO

B2 without having to install panels of their own! Check out our Q&A on
community solar here: bit.ly/PLNSolarQA

170K paceFanso

0.83% ENGAGEMENT RATES

1.30K Rreactions o

123K LIKESO
31 LOVES®
9 ?AHAS';‘% The more people who join, the more projects
27 WOWS & we can build, the more people we can power,
1 SADS@
2 ANGRYSH

(2View on Facebook  § Likely Boosted
Source: Rival IQ Source: Entergy (YouTube)

Source: ComEd (Facebook)

E © 2020 E Source | www.esource.com 30




Large business

E © 2020 E Source | www .esource .com
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Large business interest by sector

2019, Governmental or public administration (n = 140) POW er m O n i tO r I n g

Power monitoring 46
Preventive maintenance diagnostic service 40 1 W t / t t
Energy management control systems 45 ' a e r W aS eW a e r

| e o 5 7 “1 2. Industrial and manufacturing

2019, Healthcare (n =67)

Power monitoring 46 3 . R et ai I

Preventive maintenance diagnostic service 40
Energy management control systems 40
0 20 40 60 80 100

powss morr | Preventive maintenance
—— 1. Water/wastewater
Industrial and manufacturing
et maenaes dignosc s Governmental or public admin
Emy s ot : _ ] _ Healthcare

2019, Water utility or wastewater treatment (n = 32)
Power monitoring

Preventive maintenance diagnostic service E n e r g y m an ag e m e n t C 0 n t r O I

Energy management control systems
0 20 40 60 80 100

Percentage (%) 1. Governmental or public admin
Base: All respondents; large business (key account).
Question: Please tell us whether your business has already purchased or participated in such a product or service. (Interested in product or service) (S5_7) 2 . Wat e r/W aS t eW at e r
Note: Respondents were allowed to select more than one answer.
© E Source (Business Customer Insights Center) 3 . H eal t h C ar e

Response

0 20 40 60 80 100 2

2019, Retail (n =51)
Power monitoring

E © 2020 E Source | www.esource.com



Top utility large business offerings

= QOutdoor lighting: 20 utilities offer it

= Renewable energy or green-power purchasing options:
9 utilities

= Backup generators: 6 utilities

= Power monitoring: 5 utilities

 Energy management consulting: 5 utilities

E © 2020 E Source | www.esource.com 33




Good website customer experience @RIl

=t Products & Services MENU

Spotlight on:
attachments.

Attach cameras, Wi-Fi, antennas and more to our light
poles.

GET MORE INFO

Design-a-Light Request a light repair Outdoor lighting terminology Contact Us

Duke Energy makes outdoor
lighting easy and affordable

Source: Duke Energy

E © 2020 E Source | www.esource.com



Social media promotion Marketing examples

A~ Duke Energy © 0 FYl Georgia Power @

' about 2 years ago ESall . about a year ago

Hear how we improved our Outdoor Lighting services so that the 500,000
requests we receive annually are handled as efficiently as possible:

| We provide lots of outdoor lighting options to meet your needs. Our new
ILLUMINATION . DUKE-ENERGY.COM LED roadway & backyard lights save you energy and are dark-sky

How data helps Duke Energy improve service compliant, producing better color & visibility with less stray light going into
the sky. For International Dark Sky Week, find your lighting solutions at

Outdoor Lighting team develops new processes to handie 500,000 reques... www.georgiapower.com/outdoorlighting. #DSW2019

1K W35 60 e 22 W Comment 46

Source: Duke Energy (Facebook) Source: Georgia Power (Facebook)

E © 2020 E Source | www.esource.com 35




Marketing campaign

FIRST, WE CAUGHT THE WIND
THEN, WE TAMED IT,
BRANDED IT, y
AND PUT IT TO WORK -

FOR OKLAHOMA
AND OKLAHOMANS
LTKE YOU

Introducing WindChoice: 100% home-grown Oklahoma wind power for your home or business — for as little as 6¢ per day extra.

It makes more sense than ever: o
i . electricity. it conserves non-renewable resources. It helps our environment, And it means jobs

H"'m tnﬂlce for Oklahomans. Now, you can put 100% Oklahoma wind power to work in your home or
business - in blocks of 100 kilowatt-hours each month - for just $1.72 per block, added to your

regular PSO biil.

E PUBLIC SERVICE
WindChoice: Pure Oklahoma wi For O ively from PSO. ot
Engrdy Sign up today! Visit PSOklahoma.com/WindChoice Or call 1-888-216-3523 grid T

Source: Public Service Company of Oklahoma

E © 2020 E Source | www.esource.com




Key takeaways

Business rev-gen in the utility industry

= SMB customers are interested in power monitoring, HVAC systems,
and energy management consulting

= Large business customers are interested in power monitoring,
preventive maintenance, and energy management control

= Use targeted marketing for business sectors that are most interested in
those products and services, taking their communication preferences
into account

= Promote offerings on your business website, blog or branded content
site, and social media, and with marketing campaigns using business
audience channels and media types

E © 2020 E Source | www.esource.com 37




Q&A and group
discussion

E © 2020 E Source | www .esource .com
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Thank you! Questions?

Jessica Bailis

Associate Solution Director, Sales Support and Engagement
E Source

303-345-9159
jessica bailis@esource.com

E © 2020 E Source | www.esource.com
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Utility of the future: Reaching
your advanced energy goals
and delivering relevant value
to customers

Shelby Kuenzli

Analyst, E Source

E Melissa Thom
Marketing Specialist, Idaho Power

www.esource.com Thursday, September 24, 2020



Session objectives

Purpose: Walk through the best practices for communicating about
advanced energy goals to customers and show creative examples

Outcome: Learn how to apply these best practices to your
communications and get inspiration from your peers on how to implement
and execute a campaign that focuses on renewable-energy or carbon-
reduction goals

E © 2020 E Source | www.esource.com



Session outline

The current and future state of utility renewable/decarbonization goals
How to communicate to customers about your energy goals
Case study from Idaho Power

Discussion

E © 2020 E Source | www.esource.com 42



The current and
future state of utility
energy goails

E © 2020 E Source | www .esource .com
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The clean energy revolution is here

U.S. States’ Clean Electricity Commitments
New Jersey (100% by 2050)
Connecticut (100% by 2040) 1 O O
Virginia (100% by 2050)

Wisconsin (100% by 2050)
Colorado (100% by 2050%)
New York (100% by 2040) . _
Maine 1005 by 2050) THE ‘CLIMATE GROUP  SN"CDP
California District of Columbia Nevada (100% by 2050)
(50% by 2030) (50% by 2032) Puerto Rico (100% by 2050)
Vermont New York California Maryland (50% by 2030) -
(75% by 2032) (50% by 2030) (100% by 2045) Washington (100% by 2045) 2 55
Hawaii Oregon New Jersey New Mexico (100% by 2045)
(100% by 2045) (50% by 2040) (50% by 2030) District of Columbia (100% by 2032)

| % | ! .l

2015 2016 2017 2018 2019 1 4 O Markets worldwide

@ coaced Legisiation: ([l Executive Order

Source: WRI. 2
Note: * Applies to large investor-owned utilities " WORLD RESOURCES INSTITUTE 2 63 . 4 e Source:

RE100

E © 2020 E Source | www.esource.com


https://www.there100.org/

Utilities across the US are committing
to a cleaner future

56

utilities across the US
have publicly stated
carbon- or emission-
reduction goals

68%

of customer accounts in
the US are served by a
utility with a carbon- or
emission-reduction goal

Source: Smart Electric Power Alliance

E © 2020 E Source | www.esource.com


https://sepapower.org/utility-transformation-challenge/utility-carbon-reduction-tracker/

Many Canadian provinces and utilities
are also committing to a cleaner future

Electricity:

81 percent of Canadian electricity
is generated from non-emitting
sources, 2nd highest in the OECD

Sources: Center for Climate and Energy Solutions,
Generation Energy Council Report (PDF)

E © 2020 E Source | www.esource.com


https://www.c2es.org/content/canadian-province-climate-policy-maps/
https://www.nrcan.gc.ca/sites/www.nrcan.gc.ca/files/energy/CoucilReport_june27_English_Web.pdf

Carbon-free

Net-zero emissions or carbon-neutral

Reduced carbon emissions (not 100%)

Renewable energy

We don't have a goal at this time

Base: 8 respondents. Note: 23 people attended this session.

Do you have a renewable energy or carbon-related goal? If
so, choose which type of goal your utility has.

o
N
w
SN

® Number of respondents

E © 2020 E Source | www.esource.com




If you have a renewable energy or carbon-related goal, roughly
how far are you in implementing the measures needed to reach
the goal?

We've reached our goal

We're close to reaching our goal

We're over halfway there

We're about halfway there

We're less than halfway there but have made some progress
We've just started

We haven't started yet or are planning to soon

o
=
[N
w
N
ol

® Number of respondents

Base: 9 respondents. Note: 23 people attended this session.

E © 2020 E Source | www.esource.com




How to communicate
about your goals to
customers
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Should you promote your renewable or
decarbonization efforts right now?

8 Austin Energy
@ about 6 months ago

» Use context acknowledging the
pandemic

= Use customer- and community-centric
language showing how your carbon
goal benefits the local economy, the
environment, and public health

During times like this, Austin Energy is reminded of the importance of
providing safe and reliable energy for our community.

[} S h t t d f th m | We continue to work on a more sustainable future for Austin. This week, the
OW ra I u e O r e e O e eS Austin City Council approved our 2030 Resource Generation Plan that
outlines our goals to enable our electricity generation to be 100% carbon-

doing essential work to reach your

The plan also includes the adoption of a new market-based approach known

d e Car b O n iZ ati O n g Oal as Reduce Emissions Affordably for Climate Healt... See more
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Do your research

What are your customers’ priorities?

Where does clean energy or carbon
reduction fit into that priority list?

What terminology do your customers
understand and have a positive
association with?

What channels are best to reach your
customers about this topic?

What programs are customer interested
in to help reach your goal?

E © 2020 E Source | www.esource.com

/) Xcel Energy @

3tuly- Q

Our 12,000 employees across eight states work relentlessly to achieve our purpose
of powering communities with a safe, reliable, clean energy. Every day, we connect
millions of residents and businesses with the electricity and natural gas they need to
thrive.

We're committed to making the future better—and the pandemic isn't stopping us
from making progress on our 2050 vision. Learn how we're #PoweringThruTogether
during the pandemic: http://spr.ly/6182Gn25n. For more on how we're making our
carbon free vision a reality: http://spr.ly/6186Gn25w.

OO0 38 3 comments 3 shares




Appeal to multiple audiences

= Not every customer cares
about the environmental
impact of your goal

E I sce & « Follow

ﬂ sce & Pathway 2045 examines feasible
and low-cost options that can help
California achieve carbon neutrality.

= Some care only about
affordability and reliability

One way to do that is having 50% of
all homes in California harness the
power of the sun to produce clean
energy to power their homes. Learn
more at the link in our bio.

4w

= You need to communicate
the benefits of your goal in
the context of customers’
priorities, so all customers
feel invested

©oQv N

118 likes

Add a comment...
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Be clear and transparent about the
purpose and effects of your goal

‘ NV Energy

Y . t. h I d . 24 June - Q
O u r CO m m u n I Ca I 0 n S S O u an SWe r . Achieving Nevada's carbon emissions reduction goal will take all of us working
together. NV Energy was proud to join 64 other Nevada organizations to support
the creation of clean car standards. We have cut our own carbon emissions nearly in
1 1 half since 2005, and will continue to drive cl devel t to furth
= Why you made this commitment et vt g ol B B e or

@NevadaCleanCars

= What problems it solves

= Why it's the best solution

= How it will affect customers and their families
= How it will affect the community

= How you're going to meet your goal =
= What role customers play in helping reach the goal

Sisolak proposes car emission standards, in line with California, as part

(programs, energy efficiency, distributed energy resource  offortto combat cmte chanae
technology, demand response, etc.) el
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Don’t overexplain

If your goal is for customers to
understand that your investments
are helping the environment and the
community, make that your core
communications message

Customers don’t need to
understand the complexity of the
energy system to support your goal

Use customer-friendly language
they can relate to

E © 2020 E Source | www.esource.com

4, NW Natural
‘ ) 23 June-Q

One million tons of emissions reduced! NW Natural launched Smart Energy in 2007
to give our customers an easy way to offset the carbon emissions from their energy
use. http://ow.ly/BmMw50zUbKM

1,039,103

Total tons of emission
reductions Smart Energy
customers have funded

97,904 203,655

Equivalent reduction in
number of cars removed
from the road for a year'

Number of customers
currently enrolled in
Smart Energy

OVER THE LIFE OF THE PROGRAM

3 shares

©0 s




Madison Gas and Electric updated their cover photo.

Involve your customers! 2 om0

Our community solar program, Shared Solar, offers eligible customers the
opportunity to lower their environmental impact and carbon footprint — helping us
create a more sustainable energy future. MGE is expanding the program with
construction of a new 5-megawatt (MW) solar array in Middleton. Sign up today at

While you'll primarily achieve your goals  wwwnsecomsiareasora
through supply-side efforts, the positioning
of your goals shouldn’t be something
that's just “happening” to customers

= OPPDCares @OPPDCares - Jul 9
CARES We've been listening, but now with our new customer engagement platform

[ | Th iS a h u g e O ppo rtu n ity to Cre ate pOS itive - at ow.ly/EHMHS50AGEMN, we want to have a conversation. So, what are the

primary things you do to lessen your carbon footprint? Tell us at

aSSOCiationS With your brand o 5 ow.ly/Vikk50AgEmP. #decarbonization #ideas
5 days ago

= Promote how customers can get involved

. i |
directly (programs, surveys, etc.) L

Teaching my entire family to

= Get creative with involving customers in remember to turn off lights
the journey! or their electronics when
@) 2 Qs Oy

E © 2020 E Source | www.esource.com 55




Pathways to

onization

Who's Listening

Oy D=

What is decarbonization? Simply, it's the reduction of
greenhouse gas emissions, commonly referred to as our
carbon footprint. Although carbon dioxide (CO;) occurs
naturally in the Earth's atmosphere, human activities
over the last century have significantly increased levels of
greenhouse gases. These indude burning fossil fuels for
energy and transportation, and removing trees
{deforestation) to enable other land uses, such as
clearing rainforests for agricultural purposes.

Why is there a need for a decarbonization initiative?
Plants, soil, and the oceans absorb CO; through natural
processes, acting as major storage systems. When
human activities emit more CO; than these natural
systems can store, the accumulation of greenhouse
gases in the Earth’s atmosphere can contribute to
climate change. Climate change causes a continuing
adjustment in precipitation, air quality, rising temperatures and extreme weather events.

How is OPPD taking action? OPPD is striving for net-zero carbon production by 2050. Net-zero means that any
emissions are balanced by absorbing an equivalent amount from the atmosphere. Working side-by-side with
our customers and communities, we are striving to reduce our tal impact while

reliability, resiliency and affordability. That's why we've initiated our Pathways to Decarbonization study - so
we can identify and prioritize strategies and actions to make 2 difference across our service territory.

What are the objectives of the study? Identify pathways for future decision making regarding carbon reduction;
Develop strategy (roadmap) and increase demand for decarbonization customer products; Ensure

dec ization values become business practices; and position OPPD as a community and
industry leader in decarbonization efforts.

Pathways to Decarbonization

OPPD is working across four areas of focus to develop a roadmap for making progress towards our net-zero
carbon production goal. Learn more and share your ideas about our work related to Energy Portfolio, Internal
Operations, Customer and Community, by clicking on the images below:

Customer Community

Energy Portfolio

Internal Operations

Jeremy Bowers

Program Manager - Decarbonization

oPPD

Karisa Viasek

Coordinator-Grants & Stakenoider
Outreach

oPPD

Lifecycle

@

!
@
O
O

|
o

(@)

November 2019

Board Resolution striving for net
Zzero carbon production by 2050.

Spring 2020
Charters approved.

Fall 2019 - Winter 2021

Energy Portfolic: Currently working
toward 400-600 megawatts (MW)
of solar with up to 600 MW of
natural gas backup for the Power
with Purpose project.

Summer-Fall 2020

Identify stakeholders, community
partners and implement agile
outreach plans.

Q42020
Base year GHG inventory complete

Fall-Winter 2021

Final Pathways Report: Results and
recommendations from the study.

April 2050
Net-Zero Time!

E © 2020 E Source | www.esource.com

Idea Sharing

4 months ago

Small steps can make a big impact. Share your ideas with our OPPD community so we can learn from each

Oy O =

other. What are the primary things you do you to lessen your carbon footprint?

To add your idea
Sign In / Register

Karisa Vlasek
4 months ago

Remote working saves
carbon by not driving to
and from work. | am
saving over 40 miles

round trip by working

0 Comment 2 Q?

ednibroc

about 2 months ago
Help make homes,
apartments and

businesses more energy
efficient

0 Comment 1 @

3 months ago

Turn things off!
Teaching my entire family to
remember to turn off lights
or their electronics when

0 Comment 1 Q?

x’d”l\ Icordes13

3 months ago

Eating vegetarian - even

carbon emissions from

food production and

for just one day each week
- and eating local reduces

0 Comment 1 O

ednibroc

about 2 months ago
Work with towns and cities
to have solar energy in
parking lots and the roofs
of parking garages

0 Comment 1 Q?

View All Ideas

[
\

STAY INFORMED

Subscribe for project updates

Your email address...

3 members of your community are following this project

April 2050
Net-Zero Time!

Quick Polls

People have been Oy B =
staying home more
due to the pandemic, which has had
some positive impacts on our
environment. Do you think our new
habits of driving less will continue?
(o] Yes

o] No

View Results

Documents
@ OPPD Board Meetings
Decarb Program Update OPPD

Board Meeting 051420.pdf (603 KB)
(pdf)

Resources

£ Aspen Institute

£l Center for Climate and Energy Solutions

£ Center for Strategic & International
Studies

& Rocky Mountain Institute

£ World Resources Institute

REGISTER

to get involved!

Source: Pathways to Decarbonization, OPPD



https://www.oppdcommunityconnect.com/decarb

Key takeaways

» Talk about your goals and progress
during COVID-19 with the right context
» Do your research

» Appeal to multiple audiences

» Be clear and transparent about the
purpose and effects of your goal

* Don’t overexplain

* Involve your customers
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ldaho Power
case study
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Engaging Customers in our 100% Clean Energy Goal
Marketing and Communications Plan' 2




A Little About Idaho Power

MORE THAN

570,000

CUSTOMERS

@ Boardman

SERVICE AREA

— 24,000

SQUARE MILES

I @ Jim Bridger

Hydro Gas Coal
r
. o Valmy / 0 0 I'I
&)




.

' Clean today. Cleaner tomorrow.
Launch date: March 26, 2019

Our commitment to serving customers and
communities with clean, reliable, affordable energy
has been the hallmark of our 100-year history.

As we begin the next century of service, we look to
build on that foundation with a new and exciting goal:

100% clean energy by 2045.




External Messagin

* Detailed webpage

* Video

* Press release and interviews
* Social media

* Customer email

* Customer newsletter (May)
* Digital Ads

eantoday Cleaner tomorrow.”

[}

At Idaho Power, our commitment to serving customers and
communities with reliable, affordable energy has been the hallmark
of our 100-year history. As we continue the next century of service,

we look to build on that foundation with a new and exciting mission:

100% clean energy by 2045.

Not only is this goal meaningful to us, it's important to many of our
customers, the communities we serve and the places we call home.
Learn how we're moving forward — today, tomorrow and together.

Our Path Forward

@ Ensure reliability. Providing reliable electric service when
and where customers need it is at the heart of what we do,
and we will continue to do.

Keep prices affordable. Our prices are among the lowest
in the nation, and we know price matters to our customers.

efficiency programs to electric vehicles, what our

@ Provide green cholces for customers. From energy
customers want matters to us

Grow our economy. We serve as energy advisors to our
businesses, offering incentives to help them save energy
and money. We also attract new businesses by offering
additional clean energy solutions.

Customers are excited about Idaho Power’s clean
energy goal, and they also have questions. Read
answers to some of the most common inquiries
on page 2 of this newsletter.

ﬁ B @ ©0 idahopower.co

&

.q' IDAHO

A0 DACORR Company

Nearly 50 percent of Idaho
Power’s energy comes

from clean hydroelectricity.
The national average is just
7 percent. Our energy mix
also includes wind, solar and
geothermal resources.

Our carbon emissions
intensity is 46 percent
less than it was in 2005,
We also have agreements
1o end our participation in
two coal plants.

We recently reached an
agreement to buy 120
megawatts (MW) of clean,
affordable solar power.
We've sent this agreement
1o the Idaho Public Utilities
Commission for approval.

The proposed Boardman-
to-Hemingway (B2H)
transmission line should
make it possible to import
more clean energy from the
Pacific Northwest.

As part of our continued
commitment to the
environment, we care for
our rivers, protect our fish
and birds, and preserve the
history of the places we
call home.




Web Page

™

Clean Today. Cleaner Tomorrow.

At Idaho Power, our commitment to serving customers and communities with
reliable, affordable energy has been the hallmark of our 100-year history. As we
continue the next century of service, we look to build on that foundation with a new
and exciting mission:

100% clean energy by 2045

Not only is this goal meaningful to us, it's important to many of our customers, the
communities we serve and the places we call home. Learn how we're moving
farward — today, tomorrow and together.




Social Media

Idaho Power @idahopower - Apr 2 v
This #EarthMonth, join Idaho Power in our commitment to 100% #cleanenergy.
Idaho Power g .
Learn more and join us at cleantoday.com. #CleanTodayCleanerTomorrow
March 26 at 753 AM - @

At Idaho Power, our commitment to serving customers with clean, reliable,
affordable energy has been the hallmark of our 100-year history. As we

begin the next century of service, we look to build on that foundation with a d
new and exciting mission: 100% clean energy by 2045. ean tQ a

Learn more about our commitment at cleantoday.com. Cleaner tomOrrOW

\ —~=
’ T

S’ 7.

&8 Clean Today. Cleaner W
What powers a w

community?

Doing what's right for ¢ > N

Customers

111 " : ﬁ/

Cleantoday. Cleaner tomorrow




Programmatic Display

R T

Idaho Power is committed to Idaho Power is committed to Idaho Power is committed to our goal of

reliable service. affordable prices. 100%clean energy by 2045.

Al



Public Reaction: News Media

National Public Radio - Bill Chappell

US| Mar 27 = 12:22 PM

Idaho Utility Spurns Coal, Pledges '100-Percent Clean Energy By
2045'

this goal is attainable,"ldaho Power President and CEO Darrel Anderson said in
announcing the plan. Idaho Power says it has already agreed

15.5M Reach

AP Associated Press XAVIER WARD - USA - Mar 31 - 11:10 pm [
NEWS Idaho Power announces move to 100 percent clean energy by 2045

serves much of the Midwest. To start its clean energy campaign, “Clean Today, Cleaner Tomorrow,” ldaho
Power announced it inked a 20-year

1 more article - Reach 5M




Public Reaction: Social Media

Two weeks after

765,962 1 554.7%

impressions

4,484 1 84.3%

engagements

- Matthew Weatherley-W (_rotow ) v I:

fMmiimnact
! Idaho Sierra Club
March 26 at 8:06 AM - &
Huge Breaking News: Today ldaho Power commits to 100% clean electricity

by 20451111

They are one of the first utility companies in the nation to make such a
commitment, and the first in Pacific Northwest.

i Thank you ldaho Power!




B

Today. Tomorrow. Together.
Ask customers to join us on the journey

&8 Bigelow Tea and Idaho Power: Clean Together

Join us! Idaho Power offers
various programs for customers
to make an impact
(from the CT2 webpage)

We partner with local businesses to help
them achieve and cross-promote their
clean energy goals.



https://youtu.be/_TezJ9l3JVA

New Communications:
Maintaining a Steady Drumbeat

Idaho Power
August 27 - Q
® O n g0| N g P R an d p al d ad d S Idaho Power is taking another step toward our goal to provide 100% clean

energy by 2045.

We have asked the Idaho Public Utilities Commission to decrease customer
prices by $3.9 million in 2021 because of the savings due to our early exit

PY N eW CI ea n e n e rgy pa rtn e r VI d eos ( u p n ext: a from the Boardman, Ore., coal-fired power plant. At the same time, we have

asked to reinvest those savings in energy efficiency programs that help fund

I Oca I h O p fa rm e r ! ) customer energy-saving initiatives.

Combined, these changes should help our customers see a small decrease
in their bill. Continuing our path away from coal and reinvesting the savings
in energy efficiency is a win-win!

¢ Continued promotion of the benefits of all- Less Coal. @

electric homes/businesses and electric M .
; ore Energy Efficiency!
vehicles ray cy

* Continued work with cities and large n\) _>jﬂ
loy = ool

employers



Cleantoday. Cleaner tomorrow.







Discussion questions

= Are you holding off on communicating about your decarbonization/renewable
goals during COVID-19? “Yes” or “No” is fine.

= |f yes, are you starting to communicate about them again? How?

» Have you measured customer sentiment (either directly or indirectly) about your
utility energy goals? If so, how are customers responding? Has this changed
during the pandemic?

= How are you evaluating communicating about your energy goals now and
moving forward?

* How are you communicating about how customers can get involved in your
energy goal?
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Shelby Kuenzli
Analyst, Customer Engagement Solutions

E Source
303-345-9164

shelby kuenzli@esource.com ]

Melissa Thom

Marketing Specialist Have a question? Ask E Source!
Idaho Power Submit an inquiry:

WWW.esource.com/question

You're free to share this document in its entirety inside your company. If you'd like to quote or use our material outside of your business,
please contact us at customer_service@esource.com or 1-800-ESOURCE (1-800-376-8723).
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