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State of Florida

Public Service Commission
INTERNAL AFFAIRS AGENDA
9:30 AM, Tuesday - April 19, 2022
Room 148 - Betty Easley Conference Center

1. Electric Utility Consumer Facing Mobile Platforms Presentations

e Florida Power & Light Company (Attachment 1)
Christine Donayri, Senior Director of Customer of Innovation & Experience
Steve Shnider, Senior Director of Digital Experience
e Duke Energy Florida, LLC (Attachment 2)
Taryn Sims, Vice President of Marketing & Customer Engagement
e Tampa Electric Company (Attachment 3)
Karen Sparkman, Vice President of Customer Experience
¢ Florida Public Utilities Company (Attachment 4)
Sean Ramey, Manager of Customer Service
e C(City of Tallahassee (Attachment 5)
James Barnes, Chief Customer Officer
Thomas J. Carlisle, Manager of Customer Account Services
Clay Electric Cooperative, Inc. (Attachment 6)
Kathy Richardson, Manager of Communications

2. General Counsel’s Report
3. Executive Director’s report

4. Other Matters

BB/kh

OUTSIDE PERSONS WISHING TO ADDRESS THE COMMISSION ON
ANY OF THE AGENDAED ITEMS SHOULD CONTACT THE
OFFICE OF THE EXECUTIVE DIRECTOR AT (850) 413-6463.
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Florida Power & Light Company
Digital Customer Experience

Christine Donayri, Sr. Director of Customer Innovation & Experience

Steve Shnider, Sr. Director of Digital Experience

April 19, 2022



In 2021, FPL's website and mobile app received a total of nearly

90 million visits

FPL Digital Visits (in millions)
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Of the nearly 90 million visits in 2021, more than 70% of

customers were using a mobile device

FPL Digital Visits by Type

66 million
L visits via
mobile

J devices




Since its inception in 2017, the FPL Mobile App has had
4.3 million downloads from the Android and Apple app stores

Customer Mobile
Device Preference

Apple 72%

Android 28%
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In 2021, J.D. Power recognized FPL for excellence in its
customer digital experience amongst large utilities nationwide

1St

In the nation for
mobile app

4th experience 2 n d

In the nation for
mobile web and
desktop
experience

In the nation for
overall web/app
experience

Source: 2021 J.D. Power Electric Utility Residential Customer Satisfaction Study (57 large utilities and 145 total in the study)




FPL.com and the FPL Mobile App offer our customers roughly

80 transactional processes — the most popular being Pay Bill

Account
Summary

123 Main St
_ City, FL 33333

FPL CUSTOMER

Pay Bill




FPL Digital Customer Experience — Energy Dashboard

desktop view

123 Main St.

mobile view 2




FPL Digital Customer Experience — Energy usage functions

continuous
FPL CUSTOMER improvement

123 Main St.

B Cit. FL 33333 based on

customer
feedbac

Energy

Analyzer
Projected
Bill




FPL Digital Customer Experience — Start, Stop, Move Service




FPL Digital Customer Experience — Outage Communication

Proactive Text Alerts B Report Outage
\4

Power Tracker desktop view
(also available on mobile)




FPL Digital Customer Experience — Outage Communication

FPL CUSTOMER

123 Main St.
City, FL 33333
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FPL's digital offerings have expanded over the years and will

continue to evolve to meet the needs of our customers

FPL.com Post-Hurricane
Digital Irma Storm Energy
Transformation Enhancements Manager

2016 2018 4 2020

2014
EV, Solar

Mobile App Outage and Smart
Released Alerts_ Panel
Expansion Programs
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Digital Self-Service
gl {~ DUKE

Options for =’ ENERGY.

C u s to m e rs BUILDING A SMARTER ENERGY FUTURE™

APRIL 2022

¢~ DUKE
<’ ENERGY. ——

BUILDING A SMARTER ENERGY FUTURE ©




Available Digital Channels

Customers can conveniently interact and self-serve through a multitude of digital channels that Duke Energy offers. Below are a few of the most

commonly used for Florida residential customers:

Mobile App

Web

Sign In H ome
20U
Account Summary
@ Password o Payment due on Apr 29, 2022

$134.00

4\ Outage Reported

Your outage has been reported.

Estimated Time of Restoration
April 7,11:15 a.m

e Energy programs and
o help home owners

Learn More

840k users with 3M
logins in 2022

~1.8M total MyAccount
logins in 2022

o w
=2

w
3
S

IVR

“‘Need service today or
over the weekend? Duke
Energy has recently
enabled same day and
Saturday options online at
dukeenergy.com forward
slash start. Be sure to
have your new address,
social security number and
date you would like service
to begin. For faster
service, | can text you a
link to an online form to
Start service today or even

over the weekend.”
@ U
N\

~56.8% of customers calling
in through the IVR in 2022
self-served in a digital channel

Social Media

@ Thank you again for promptly restoring our power today after a
downed wire on 19 and Embassy.

Lisa - @ Post -

Hi, Lisa. Thank you for taking the time to share your kind words
with us! We appreciate your patience as we worked to restore
services!

Duke Energy « & Comment - Tricia Howe +

8

Almost 2,000 inbound
customer care messages in

social media channels in 2022

Outbound Customer

Communications
If\x\ Mcssagcs: 5-?810 I'J;ails

Duke Energy: Reminder
that your request to start
service at 123 Main™
Apt#E 107 is scheduled
for Mar. 15, 2022. You
can manage your new
account easily through
the Duke Energy app.
Just text APP to
download. If you have
other questions, contact
us at 300.700.8777 or
visit us online at
duk.us/62. Text STOP to
cancel future
notifications.

Download the latest
version of the Duke
Energy mobile app at
duk.us/85. Or text STOP
to cancel future

notifications.
& ()
18.9M emails
10.6M transactional texts
419k voice calls 2

Sent in 2021



Most Used Self-Service Customer Interactions

Start Service

Customers can start service at a

new location, stop service at their
current location or move from one
location served by Duke Energy
to another.

Bill Pay & Assistance

Customers can choose from a
variety of payment methods

designed to make paying their bill
simple, secure and convenient.

Energy Usage

Duke Energy offers multiple
options for customers to better
understand their energy usage,

find energy saving programs and
receive alerts about high bills.

Customers can report outages and

receive updates about outages and

reliability work in their area via
several self-service options.



Start Service

Duke Energy has several self-service options and methods for starting, stopping and transferring service. The Company also offers same-day
and Saturday service initiation through digital channels. Each customer has the following options to get started:

o~ DUKE
¢’ ENERGY.

Start, Stop & Move

¥3.4¥ Customers can start and transfer service by
opting to receive a text while in the IVR S—

@EH?EGYV Start Service

«d~ DUKE
" ENERGY.

Customer can click on the “Start Service” icon
to initiate the process for starting a service
from DE.com

The Start/Stop/Move experience on duke-
energy.com is optimized for customers
using mobile devices

Customers have the ability to select start service
on the same day

Optimized for mobile
experience



Bill Pay and Assistance

Residential and non-residential customers can pay their bill on the web, through our Mobile App, or via the IVR. Duke Energy also offers

payment assistance options for customers who may need additional help.

o~ DUKE
&’ ENERGY. Home

My Account ~~ Billing & Payments Start, Stop & Move Products & Services Outages

My Account -

Date Description

$.3. 10

Due April 18, 2022 (3)

03/30/22  Online Payment ACH

03/24/22  Feb 19 to Mar 22 Bill (32 Days)

¢ DUKE :
SDUKE . | Pay My Bill

Payment Date

Total Amount Due
$(0_00

View Details ~

Total Amount Due

Choose When to Pay

Today

Due Date

® Credit, Debit or eCheck with SpeedPay® Other Date

payment through SpeedPay.

ng fee charged by

PAY WITH SPEEDPAY

Cance!

Q Search

2 My Profile ~

Customer Service

Amount

-$1.00

-$178.00

$175.90

My Account \/ Billing & Payments Start, Stop & Move Products & Services Outages

Billing & Payment Programs

Take control of how and when you pay your monthly bills with our variety o

billing and payment programs. Learn more below.

Payment Assistance Options

When life throws you a curve ball, we are here to help. We offer several

flexible options to help you manage your energy bill payments.

Instaliment Plan
Need n al tedly high bill or a deposit increase? We can help you break down the GET STARTED
charges into more bie instaliments

MANAGE

Customer Service

GET STARTED

Duke Energy: Agencies in your area

are offering assistance with your
energy bill. To submit a request, visit

. If you qualify, the agency
will apply funds to your energy bill
and you will be notified. Text STOP to
cancel.

Not Enrolled ENROLL

Customers struggling to make payments are eligible to make
payment arrangements.




Energy Usage

Energy Usage is available to all digital customers and provides customers various ways to analyze their usage through graphs and tables.

IuDUKE
e’ ENERGY. - v - 5:31 q : o -
Mid-cycle Alerts Budget Alerts

You'll ‘3'-‘("“3“0"”'1 receive Mid-cycle Alerts showing your You also have the option to set up Budget Alerts to help keep
electricity cost v ria

Electric Usage e e - Energv Usage g'.l e Itin chE your actual cost with details

o Day Wisek Bill Cycle

¥ Apr04, 2022

103knn

YOUR PROJECTED BILL

Usage Details = kWh?

Total 19.70 KWh

s = =

Energy Usage information is provided on the My Account Energy Usage is the second most
Dashboard for residential customers popular feature in the Mobile App
after Bill Payment, with over 2M views Residential customers can also opt to receive

since January 2021 mid-cycle and budget alerts for each billing cycle



Customer Outage Reporting Options

Duke Energy has several internal tools and methods for determining outages. Each customer has the following options to let us know about an
outage:

Outages

Call in and use the IVR to report the outage via
800.POWERON

If you s 1]
Duke
n : ol T @
conta
A outagemap.duke-energy.com
9 6 . = RNy | Outages in Florida
our

Report on duke-energy.com/outages or via e

estimated The Duke Ener easily
' time poates Valdosta
th e D u ke E n e rg y m O b I | e a p p s »-V-V-7-'-..i-.-_:>-7-f-miv‘.‘:1}-1cksonville
Report & View Outages v

Outages in Florida

4 Active Outages
6

By accessing the outage map and :
reporting on our website |

## Customers Without Power

OUTAGE HISTO| ‘ OUTAGE SUMMARY
J Duke Energy: Please
] Txt Y if power out @ | Report Outages
19021 GOV. Not your To report an electrical outage, click below on REPORT
address? Visit OUTAGE or call 800.228.8485

1 ) httfg://drl:k.usgo1/_lllf
Text ‘OUT to short code 57801 on your L
Outage information is refreshed every ~10 minutes.
Last Updated: April 6, 8:50 p.m

mobile device | =

Duke Energy: Outage <
has been reported for

19021 GOV. This is the
first outage reported in
the area. Please check

After hours Facebook chatbot available to
customers to report an outage . °

&G
B
O

HODZ [ B)




Outage Management and Reliability Tools

Duke Energy utilizes several proactive and reactive methods to keep customers informed about reliability work in their area and keep customers
informed of outages.

Outage alerts - Customers are now automatically
enrolled* in the outage alerts program which
notifies customers via text, e-mail or phone of
outages impacting them.

Outage maps - Customers can view and report
outages via a dynamic map.

Ping it — An application the Company uses that
can retrieve real-time information from smart
meters to verify if power is on.

@ We’ll be working in your area soon.

As a provider of an essential service, we are
committed to delivering reliable power to you
and your community. Maintaining reliable service
sometimes means making updates or repairs

to existing equipment that require us to briefly
interrupt power to our customers.

On [Month. date (Feb. XX)], we will be in your
area making repairs to equipment. Your power will

be interrupted for approximately [X hours and X
minutes], beginning at [XX a.m./p.m.]. If inclement

To receive more timely updates for this scheduled
outage and notification of future outages, please update
your contact information and preferences as follows:

weather or other factors prevent us from completing
this work on the day specified, we will attempt to
notify you accordingly.

s 1. Go to duke-energy.com/OutageAlerts
EE or scan the QR code
pAre A o
I‘}’J_.[l:f;} 2. Select “manage alerts”
B

'E EL RS 3. Provide your contact information to
Sl enroll in text, voice or email notifications

We know there’s never a perfect time to be without
electricity and we will do everything we can to
minimize the inconvenience for you. Thank you for
your patience as we work toward building a more
reliable electrical system for all.

o~ DUKE
&’ ENERGY.

Street & Area Light Repair Tool - A tool that
can be used in Duke Energy jurisdictions to report
or request a street / area light repair.

Planned Tree Trimming Requests — Customers
can submit a tree trimming request, receive
updates about tree trimming work in their area
and view upcoming work on a dynamic map.

* While customers are auto-enrolled into Outage Alerts, they have the option to easily update
their contact preference or un-enroll via our online portal.

Postcard mailed to customers when Duke
Energy is completing planned reliability work
in an area directing customers to provide
additional information to stay informed via
digital channels.

{~ DUKE
e’ ENERGY.

Community Project
Notifications

At Duke Energy, we strive to keep customers and neighbors well-informed of work happening
in your community. By signing up for Community Project Notifications, we'll notify you of
work happening in your area. You'll receive messages regarding project developments and any

other important information to keep you in the know!

GET STARTED

BUILDING A SMARTER ENERGY FUTURE *

Duke Energy can send relevant updates to
impacted communities. Historically, mailers
were the primary means of distributing
information to these communities, this now
introduces a digital alternative, such as text.



Duke Energy Omni-Channel Digital Strategy

To deliver on a robust omni-channel strateqy, Duke Energy is investing in enabling technologies, optimizing digital capabilities and evolving self-
service options to meet evolving customer expectations and business efficiency needs.

b

b

Personalized and proactive Evolved self-service and Specialized digital tools and Transparent and efficient routing
digital communications digital first interactions within virtual assistant capabilities and tracking of customer issues
and across channels to enhance interactions. across channels, utilizing

intelligent automation to improve
speed to resolution.

Supported by Advanced Analytics to optimize customer interactions
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TECO’s Transformational Journey

Improved and Enhanced Online Customer Experience.

I'ECO.
AN EMERA COMPANY




Bill Redesignh Project

TECO is embarking on a journey to transform the customer Key Activities and inputs that inform the design:

experience for individual residential consumers and

VALIDATE DESIGN
. o : THROUGH RESEARCH

large commercial entities across both electric and ESTABLISH CUSTOMER THROUGH RESEARCH
gas. Complimentary to a continuously improved and enhanced SENSITIVITIES

online customer experience, TECO aims to create a simplified
paper bill to help customers further understand their bill, its

individual charges, and ongoing energy use while directing CONDUCT USER

them online for personalized insights and additional action. EEES%ANCSK
COLLECT AND
SYNTHESIZE
8 8 : INDUSTRY
By co-creating with our Simple e
customers and stakeholders, Understandable
ici 1 i illi -Fri REFINEMENT &
our vision is creating a billing Custome.r Friendly coLLAzOr =
experience that is... Personalized IDEATION

Insights Driven




A Seamless Experience

The paper bill and interactive bill initiatives build on each other to create a seamless experience for customers

Paper Bill

e |nitiative to overhaul and simplify
the printed paper bill

*The paper bill is meant to show =
customers what they need to see “uh ||I||||| " i [I iy

on the build and direct them

online for additional
Re-design paper bill
versions (in progress)

in-depth information

¢ 15 versions of the redesigned paper
bill have been drafted to-date, with inputs from customers (residential
electric & gas and commercial electric & gas) and TECO stakeholders

Interactive Bill

e Intended to be a fully digital native
and customizable billing experience
for the customer via the
authenticated portal

¢ The customer will be able to choose

which billing related information is
For discussion

pertinent to them and allow them to see purposes only*

exactly how their bill is being calculated

* The digital billing experience will allow the customer to see as much,
or as little, information as they prefer

e This experience will not be limited to what can be show on the paper bill

‘ AN EMERA COMPANY



Scope of Project

G Months Total of ~2000 Eroors™ Paper & Interactive Bill e

Design Work

Key Milestones:
January 2022: Customer research complete
February 2022: Paper bill co-innovation workshop complete

March 2022: Low and medium-fidelity paper bill design complete

April 2022: Paper bill customer survey and production ready designs complete. Interactive bill co-innovation workshop complete

May 2022: Low-fidelity interactive bill designs complete

June 2022: Interactive bill primary & secondary user flows and production ready design complete

'
|

Build |

Design Complete New Bill

|
Validate July — StreamServe Migration February 2023

JANUARY - JUNE 2022

Design

v

Create

v

v

|
' |
|
| Implement Changes |
|
| |
| 1

Research



Paperless Billing

One click to go Paperless X
* Enrollment

Via self-service online account or
ebill@tecoenergy.com <ebill@tecoenergy.com= 5:30 AM (15 hours ago) represe ntative

tome =

New Bill for Tampa Electric Account #000000000000  inbex x

Going paperless is the safest way to avoid
unnecessary contact with paper bills. Here
are some other benefits:

* Online Account Required

* Free yourself from clutter. ga 1 ECO to view bill electronically*
* View your bill online from anywhere ‘ AN EMERA EQHBARY
at any time. e “Bill Ready Notifications”
Get t inder just bef . . .
* Get a payment reminder just before Dear John Q. Customer view Account mformatlon, current
the due date. Account Number 000000000000 ,
o It's secure — it can't get lost in the Gurrent Montiv's Charges: 520124 month’s charges, total amount due and
mail. Due Date: 04/21/2022 due date
Go hands free today! Ozggggézg%rggm;gnlvovgzmatléa;iir?c\cfmfnd pay your bill onlineg, please visit https //account tecoenergy. com/Payment/Paynow/ ° Enha ncements in May.
Simply choose the ‘Complete’ button below Improvements will give customers more
and we will enroll all 223 of your accounts choices in “bill ready notifications” by
in Paperless Billing. Bill ready notifications . .
allowing messages via SMS as well as

will be sent to the email address below.

notifications to multiple contacts

Email: ed.cucinelli@emeratechno
CHAT NOW
——

Choose 'Complete’ to complete enrollment . . . o .
* Customers with an online account have access to view their bill electronically whether they are

enrolled in Paperless Billing or not A
TECO.
‘ AN EMERA COMPANY

of your account(s) in Paperless Billing and
be entered to win.




Dashboard Views

400" [~]

0O @ tecoaccount.com

L YOUR ATDUNT W

He'lo, BOB | Log off

CURRENT BiLL

-
i Late

hurment month § Charges

Total amount due:

BILL HISTORY

Bill date

Amount Due date

09/04/2019

59034 09/25/201

PAYBILL  YOUR ACCOUNT
Current Bill
Hello, TECOPRD | Log off

Change Account ﬁ

Account Details

Account #: 2110062585639
Address: 272 TECO RD RUSKIN FL 33570-5229
Status: Active

* Indicates pending one-time Bank Account
paymenis.

Current month's charges: $0.00
Payments received: $0.00
Total amount due: $0.00

What would you like to do?

CHAT NO
Bill & Payment History

Energy Usage History

OUTAGES ~ PAYBILL YOURACCOUNT — MENU

Bill & Payment History
Hello, TECOPRD | Log off

Change Account ﬁ
Account #: 211006258639

Address: 272 TECO RD RUSKIN FL 33570-522%
Status: Active

Account Details

OU'I;GE PAYBILL  YOUR ACCOUNT
Make a Payment
Hello, TECOPRD | Log off

Change Account ﬁ

Account Details

Account #: 211006257938
Address: TECOO2674.1N .1W RUSKIN FL 33570-0000
Status: Active

To view your past bills or payments, please select
the year and month from the menus below.

Bill history

Energy usage history is included in your monthly
bill.

Search bill history by date range and download
PDF bill copies

March $0.00

CHAT NO

February $0.00

Pay with bank account

Current Balance: $0.00

Pending Payments: $0.00

View Bill Pay Multiple Accounts

Pay Amount:

$ 000

Payment Date: CHAT NO

4/1/2022

Online Account Views

e Account Details

* Current Bill
* Bill History
* Energy Usage Graph

* Account Settings

Auto Pay Enrollment Status
Paperless Billing

Budget Billing

Notifications Preferences
Sun Select (TEC Only)

o O O O O

I'ECO.
‘ AN EMERA COMPANY




Dashboard Views

400" 2]
O & recoaccount com
"‘"I‘I—Z(l() \. $
D OUTAGES PAYBILL  YOURACCOUNT  MENU

Make a Payment
Hello, TECOPRD | Log off

Account Details Change Account ﬁ

Account #: 211006257933
Address: TECOO£674,1N . 1W RUSKIN FL 33570-0000
Status: Active

Pay with bank account

Current Balance: $0.00

Pending Payments: $0.00

View Bill Pay Multiple Accounts

Pay Amount:

$ 0.00

Payment Date:

4/1/2022

Zmco X5 8 i

-
OUTAGES PAYBILL  YOUR ACCOUNT MENU
Pay your Bill
Hello, Donnie | Log off

Account Details

Account #: 211014901365
Address: 7030 SPEARS RD PLANT CITY FL 33567-3206
Status: Active

Pay Now

Pay your bill instantly with your credit or debit
card. You can also make a one-time payment
using your bank account.

Make a Payment

Enroll in Auto Pay

Sign up for free automatic monthly payments
directly from your checking or savings account.
No checks to write. No worries about paying ==
time.

CHAT NO
Enroll Now

Pay In Person

For additional details of your service, please view
your bill.

Auto Pay

Your account is not currently enrolled in
Auto Pay for payments.

ON | OFF (s
Budget Billing

Estimated Amount:

$152.00

ON | OFF (0]

Paperless Billing

ON | OFF -

CHAT NO
Share Donation

ON | OFF W%

Payments

Pay via ACH and store/add
new bank account
information or pay via
credit/debit card

Access current and up
to 2 years of bill and
payment history

Billing search and bulk billing
download function

Access to all payment
options, including self-service
payment arrangements for
accounts that qualify

I'ECO.
‘ AN EMERA COMPANY




Outage Notifications

400 - (-] L]

. O @ tecoaccount.com ®
Tampa Electric Customers Peoples Gas customers ———
« All enrolled in electric outage notifications * Allenrolled in gas outage notifications FOTES2 NN i vouidoer OB
and updates and updates Notification Preferences
«  Customers with email address on file are enrolled * Customers with email address on file are Hello, TECOPRD | Log off
via email and those with no email address are enrolled via email and those with no email _ ﬁ
. . Account Details
enrolled via phone preference address are enrolled via phone preference

Account #: 211006258639
Address: 272 TECO RD RUSKIN FL 33570-5229
Status: Active

* Customers have the option to de-enroll, update
their contact information or select SMS preference

Coming Soon.

Customers will be able to enroll in notification
preferences to receive Paperless Bill notifications via
SMS (in addition to email) and enroll multiple contacts

to receive the notifications. Outage Notifications

Stay informed about your Cl
outage. Get notifications

when an cutage occurs

and when your service is

Awnantand fa ratoirn

Additionally, customers will be able to enroll in payment
notifications (payment reminder, payment received, and
payment posted)

I'ECO.
‘ AN EMERA COMPANY




Outage Maps

7@ TECO

Outage Map
Percentage of customers with power: 99.9%

Murrisar el cobormen mithout power - 141

S
Lakeland |,

)
-

Report an outage

Verice 4

Legend IGet Updates] Safety Info }

PAY BILL  YOUR ACCOUNT

Outage Map

'0‘ UPDATES  Tgtal Customers out: 6
EVERY 5
MINS Updated:04/01,/2022 08:40 PM

Q. | Search for an address
(Example: 123 Main 5t., Tampa, FL 33602)
@ Use your location

Map Hybrid L ok

University
Thonotosassa=
3usch Gardens @R il
Tamg % | Dinosat

O Outage Information
at

eto W gpe 1 customer affected

Ia:é‘j Caused by: Pending Investigation
574) ﬁ Status: We're aware of the outage n +
Restore by: 12:40 AM on 04/02/22 [estimated
—

T am If this is a life-threatening situation

call 911. P

1
PA . . .
Zoom in to view outage boundaries.

]

QXS

-
OUTAGES PAYBILL YOURACCOUNT  MENU

7o TECO

Report a Power Outage

Report a Power
Outage

To report or get the status of an outage, please
select from the options below.

If you see what locks like trouble with electrical
equipment, such as a downed power line or open
transformer, maintain a safe distance away and
call us immediately at (813) 223-0800 or 1-888-
223-0800. If you smell gas (rotten egg odor), call
us immediately at 1-877-TECO-PGS (1-877-832-
6747) to report a potential natural gas leak.

Please call 911 for life-threatening
emergencies.

Tampa Electric Outage Map
* Provides real-time view of outages
in service territory

Online Account

* Customers can quickly report an
outage from their online account or
get status updates by viewing the
map

* Non-authenticated customers can
view the map and report outages by
providing their account number,
phone number, meter number or
address

Outage Notifications

* Report outages or request outage
updates via 2-way SMS once phone
number and account enrolled

I'ECO.
‘ AN EMERA COMPANY




Virtual Assistant

A\ TECO.

.-‘.TFCC_’ Azistente Virtual l |
iHola! Soy el asistents . PrOVIdeS Customers

virtual de TECO. ;Como le

puedo ayudar hoy? assistance

* Navigational assistance
_ to customers improving
ATt e sistente Virtua
e ease of use

:Tu consulta se refiere a
tus servicios?

Sure, please select an option ° | n th e p rocess Of add i ng

from below.
@ self-service transactions

to Virtual Assistant

Virtual Assistant
Hil | am TECO's Virtual

Assistant. How can | assist
you today?

Virtual Assistant

(Turn ON/QFF or transfer electric service)
(Other quer':es) (None of the above)

* Offered in Spanish

Powered by eGain Energizado por eGain

I'ECO.
‘ AN EMERA COMPANY




Energy Usages and Savings

Peoples Gas / For Your Home / Save Energy / Energy Calculators

Online Energy Audits Energy Calculators e s
Account #: 211014901865 our on y ectric
. Address: 7030 SPEARS RD PLANT CITY FL 33567-3206
* Tampa Electric & Peoples Gas Status: Active Cost Breakdown
customers complete online energy
. ENERGY CALCULATORS v
audit 400
. . Learn where your energy dollars =
* Provide customer specific usage P—— are going. = 00
. . . @ These calculators will provide you with 3
InfOFmatlon as We” as SaVIngS i oz estimates of energy use costs based on - L Il
L. . %::[;Le;zfu‘an:EVuur Home / Save Energy R i : igtigs : i i H E
calculators and energy efficiency tips : ; S - N HHHHTTE
Energy Calculators opportunities for savings. ST LAY LS A
. i s M e
* TampaElectric.com and - o
PeoplesGas.com both offer energy S —
calculators to assist customers with ENERGY CALCULATORS v H Effic i
. ey @ Cookin
energy savings opportunities ome EHiciency Refrigen

Refrigeration

Learn where your energy dollars Ratl ng . &Qr:‘ﬁ"f i

. er Appliances
are going. @ Dishwasher
These calculators will provide you with @ Customer Charge
estimates of energy use costs based on ® Washer / Dryer CHAT NOW
your inputs and will allow you to per

energy saving scenarios to pinpoint
opportunities for savings.

—

CHAT oW CHAT NOW
—

I'ECO.
‘ AN EMERA COMPANY




Start, Stop, Transfer Service Online

Confirm Address X Are you requesting to start service for
residential or business?

Please confirm this is the address that you are O Residential .

NN AT O Businecs Start, Stop, Transfer Service

*  Customers can request to start,
Which service would you like to start? stop or transfer service online
Address: 7030 SPEARS RD PLANT CITY O Electric Service
il - : * Automated address look-up and

_) Gas Service . . .
© Both map display assist customers in

% Map Satellite ra self-serving to select the correct

= Approx. sqft @ address for move-in and transfer
Edward Medard H
CaE e astion Park icpewel service requests
Durant , %" s this a mobile home?
® No
O Yes
Alderman's Ford +
Conservation Park - i
o — Please select the additional services you are

int ted in.

GO E‘I}{:ybcald shortcuts  Map data ©2022 Google  Term [erestedn
[

CHAT NOW Zap Cap Systems advanced surge protectio, il

[0 Outdoor light

Try again Gas appliance(s) ‘ l :E:C:Om
AN EMERA COMPANY
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Overview

e Current Mobile / Responsive Features

* Responsive Payment Area

Rebate Submission Portal / Survey
 Energy Tools
« Safety Information

Marketing Sites

e Future Features

* Responsive Site
Ul / UX Improvements

FLORIDA PUBLI >

UTILITIES




oot CURRENT MOBILE /

PUBLIC

UTILITIES RESPONSIVE FEATURES

FL OR’DA} ,f,&,’g‘-’ >



RESPONSIVE PAYMENT AREA

My Account

Sign In to My Account
* Users can login to view and pay
bills

« Update account information

EX create your Sign-in Seal

» See previous bills

() Remember Me

* Contact customer service about ' Pt tpotamna o Faemer
eactivate y ccount
billing related questions

New to My Account? Sign up here >

FLORIDA PUBL'C§

UTILITIES



REBATE SUBMISSION PORTAL / SURVEY

« Portal allows residential and
commercial users to submit for
rebates for qualifying natural gas
and electric appliances and
equipment

« Site also contains a survey to
determine customer satisfaction
with process

FLORIDA PUBLI >

UTILITIES

VISITFPUCCOM 3

3

FLORIDA PUBLI

UTILITIES

FLOR’DA rgyguc§

Welcome to the Florida Public Utilities Rebate Center
If you would like to apply for an FPU rebate, you can
begin by submitting your information below.

Welcome to the Florida Public Utilities

Please check back for more online features to our Rebate Center. If you would like to
Rebate Center coming soon! apply for an FPU rebate, you can begin
by submitting your information below.

Select Energy Type* Please check back for more online
features to our Rebate Center coming
soon!

Select Account Type*
O~ -

Accept Terms*
Terms & Conditions
m | agree to the Teri ndition: Select Account Type*

Accept Terms*
m | agree to the

NextO




ENERGY TOOLS

» Site contains tools that allow users FLORIDA PUBLICY

to discover ways to save energy
and money

* Users can estimate potential
savings from investing in an
electric vehicle

» Allows users to see how natural
gas compares in efficiency to other

Tell Us About Your Home

home heating options sl i 7 R

« Appliance calculators help user
learn how different appliances
affect energy costs

FLORIDA PUBLI >

UTILITIES




SAFETY INFORMATION

FLORIDA vggguc‘

» Site contains hurricane season
preparation and safety information

* Provides users with a list of

hurricane tips and checklists HURRICANE SEASON JUNE 1 — NOV 30

 Connects users to communications
channels for real-time storm
information

* Information about user equipment
responsibilities

» Powerline safety announcement
and contact information

FLORIDA PUBLI >

UTILITIES




MARKETING SITES

https://naturalgasdoesmore.com/ https://ask4gas.com/

* Natural gas safety and education

« Benefits of adding natural gas and
equipment including monthly
energy savings for homes and Natural Gas Does More for Your Home

- and Your Savings

businesses
« Appliance rebate information

* Natural gas features and benefit
for builders, industry,
transportation, community and
future related information

 Environmental benefit information

FLORIDA l’(’Bl’.lC'3

UTILITIES



https://naturalgasdoesmore.com/
https://ask4gas.com/

FLORIDA FUTURE

PUBLIC

UTILITIES FEATURES

FL OR’DA nggl.l >



RESPONSIVE SITE & UJUX IMPROVEMENTS

https://www.fpuc.com

Updated user interface to provide a
better experience for customers
service-related needs

ADA improvements for users with
accessibility requirements

Quick links to primary customer needs
including safety contact information

Updated navigation and site structure
to provide customer focused
experience

Online forms that are easy for users to
find and fill out on the front end

FLORIDA PUBLI >

UTILITIES

FLORIDAHP'INI'B;LIC‘ About[  Residentialy  Businessp  EnergyEfficencym Safetyqy  Customer Carcersm @

Serving Florida For
Nearly 100 Years

We deliver energy that makes life better for the people

and communities we serve.



https://www.fpuc.com/

"one | Feedback and
UTILITIES QueSthnS

FL OR’DA nggl.lé‘
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DigiTally and Online Resources

James Barnes, Chief Customer Officer

Thomas J. Carlisle, Manager of Customer Account Services



DigiTally Commercial (Report an Outage)

7 v



DigiTally Commercial (How to Use

s




Bill History Graphs

Account: 0171358548 Select Graph | Electricity v

Electricity

Customers Can Also View
Usage Details Online

» Usage data by utility is readily available online.
The most popular are the two-year graphs
which allow customers to compare themselves
over long stretches of time. @sasic Onilina buy= O begres Days

Bill History Graphs

» Customers can even use the online tool to see ecounts rraRee Select Graph [Water/Sewer |
hourly consumption for electric, water, and Dotlars 1
gas.

* The hourly water consumption tool also allows
customers to investigate possible water leaks
that may not be visible above ground.

(@ Basic () Billing Days () Degree Days



e+ Online Center #1 Home Profile Find Ways to Save Calculators  Learning Center

Home Profile My Appliances My Utility Bills My Report

Other Online Resources

Home Profile Results

hank you for entering your Home Profile. Here are the Top Ways to Save for vour home, We've also estimated how your energy
and water use compares with similar homes. Next, find out how much energy your appliances use. Analyze my appliances now.

5 . ome Profile Appliance Analysis ind Savings
+ By creating a home profile, L v 3 e

CUStomel’S Can better understand :)r;ﬁsu{t":gil‘i{-zzggarligzlirnut your appliances and find out how much they cost to run. Enter past usage information for more
their consumption and usage
atterns.
p 1 What are my top ways to save? == How does my home compare?
) » Am.-mal Annual Total Resource Use
« The site makes recommendations S —— savings
iahti
on hOW CUStomerS Ccan save ILllsge rt:r:?pact fluorescent lights in high-use tl“s, ; . Lh'!:“t
. . P - — 34 - $a41 “as -
money by making changes to their lhis L] mesouree | Resourc
. Replace halogen torchieres - £24
home and hab]ts' Use compact fluorescent light in recessed - 62 Ms"'z'."j::e
fixtures -
Heating and Cooling O Total @ Electricity @ Gas & Water
. ) Install a programmable thermostat - 60 - .
* |t also compares their home’s e |y utiity sills -
Z 7 7 Seal leaks in ducts - 521 Your home used more resources than most of the similar
consumption to other similarly etailed Analyais homes in your area.
built and sized homes to show if Find more ways to save

1+ How does my home use resources?

they are in line with available
trends. 5



Auto-Pay and Pay
By Text Enrollment

* Due to recent upgrades, customers
now find it easier to sign-up for
auto-pay using either a credit/debit
card or through their bank account.

» We also offer Pay by Text, a great
feature for customers that are
looking to pay their bill quickly
while on the go from their phone.

» To date, we have 10,673 customers
who are enrolled in Pay by Text.

CY 2019

Auto-Pay Enroliment By Year

CY 2020

CY 2021 Current Enrollment

. Customers




Web Based Starts, Stops, and Transfers
I.II 19,497 i |

Success of App/Web Based
Start, Stop, and Transfer
Requests

 Utility applications via the web
have become the primary means
for how customers initiate utility
services. Since FY 2018, we have
experienced a 132% increase in
requests.

Total
Completed

» The statistics to the right are

consistent with Objective 3B of
the City’s Strategic goals;
leveraging technology to deliver
faster, more convenient web-
FY = FY

based services. & T Fy TRy T FEY T Ry
2015 2016 2017 2018 2019 2020 2021

Fiscal Year




Success of the Power Outage
Self-Service Tool

Oct 2018
* To date, Hurricane Michael’s landfall Requests: 67,474

in October of 2018 remains the
highest month for web/DigiTally
submissions related to power
outages.

» The Power Outage self service tool
allows customers to avoid extended
wait times when call volume may be
higher than normal.




Questions/Comments
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=  National Information
N'SC Solutions Cooperative®

ACROSS THE NATION.

NISC IS AN INDUSTRY LEADER PROVIDING ADVANCED, INTEGRATED IT
SOLUTIONS FOR CONSUMER BILLING, ACCOUNTING, ENGINEERING &
OPERATIONS, AS WELL AS MANY OTHER LEADING-EDGE IT SOLUTIONS.

*NISC PROVIDES FLEXIBLE SERVICE OFFERINGS THAT EACH INDIVIDUAL
COOPERATIVE CAN CHOOSE TO OFFER AT ITS DISCRETION, SO ALL OF THE
FEATURES MENTIONED ARE NOT USED BY ALL THE COOPERATIVES
MENTIONED IN THIS PRESENTATION.

*SMARTHUB IS THE NAME OF THE APP AND ONLINE CUSTOMER ACCOUNT
MANAGEMENT TOOL. THE NAME CAN BE CUSTOMIZED AND BRANDED IF
THE COOPERATIVE CHOOSES®



Glades Electric Cooperative, Inc.

Report An Outage/Issue

iy XN MAIN SCREEN

ACCOUNT OVERVIEW

$144.00

Next Auto Pay Date: Mar 5, 2022
Updated: Mar 3, 2022 09:22:06 AM

USAGE OVERVIEW

/\) Your bill is 10.77% higher than last year.

400 800 1200 1600 2000
2/2022 882 kWh
1/2022

2/2021

1) ] il 9

Bill & Pay Usage Notifications




2. Outages
3. Usage

4. Nofifications
5.Service Requests



 —— PAYMENTS
$144.00

LAKC
Inchucles amounbis) pasd tae as ol Fab 12, 2009

CREDIT CARDS - PCI COMPLIANCE IS

HANDLED THROUGH NISC BANK
DRAFT PAYMENTS

. AUTO PAYMENT ENROLLMENT /
Pyt s . CASH - VANILLA, MONEYGRAM AND
e WESTERN UNION

. MAKE PAYMENT ARRANGEMENTS /

[ T, PR 00 T A




3:26
< MyClayElect

Clay Electric Outage Map

‘el
Savannah

Spring Orlando
Hill v

Kissimmee  pelbourne

Clearwater o Tatppg Lakeland

Palm|Bay.
3 v Florida
Saint Petersburg
Bradenton
Port Saint
North
Port
Cape Coral

Coral Sprigs |

AA @ gemap.clayelectric.com C

[ INKTO A
MAP



DAILY
- COMPARISON OV!

I

"R TIM!

- INTEGRATED WITH

Usage (kWh)

TEMPERATURE DATA /



- PUSH NOTIFICATIONS

< Back Edit Notifications

CAMPAIGNS
This is a notification to inform you when a power outage

has occurred.

e sl - NEWS UPDATES
Power Outage Restored . O UTAG E U P DAT E S

This is a notification to inform you when a power outage
has been been restored.

569 840030 el - DBILLING - PAYMENT REMINDER,

jkoukos@mail.com Email Enrolled

Power Outage Update E E )
This is a naotification to inform you when a power outage

DELINQUENT NOTICE

(863) 840-0300 Text Enrolled Q

jkoukos@mail.com Email Enrolled

Unsafe Conditions Located SO

Notice informing of unsafe conditions that have been

located for the members account.

Text Message Not Enrolled

jkoukos@mail.com Email Enrolled

fr B -

Bill & Pay Usage Notifications




{  Other Issues/General Inquiry S ‘

[T
[

RVIC!

REQUEST

Billing Question

g - Outdoor Light Repair

Energy Rebates & Loans

Miscellaneous Inquiry s B ” “ﬂ g Q U eSTiO N S
- Disconnect Service

Outdoor Light Problem

8 - Address Changes /
- Service Inquiry /




[II. Supplemental
Materials for Internal

Affairs

Note: The records reflect that there were no
supplemental materials provided to the Commission
during this Internal Affairs meeting.



IV. Transcript
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1 PROCEEDI NGS
2 CHAI RVMAN FAY: Al right, good norning, everyone.
3 If you' d grab your seats, we're going to get started on
4 the April 19th Internal Affairs agenda neeting. This
5 norning we're going to have an update froma nunber of
6 utilities, both investor owned, municipal and co-op,
7 about sone of the nobile platforns that they'll be
8 presenting today.
9 If | could, if I'd just take a mnute to defer
10 over to Comm ssioner Cark here, he's the one who
11 brought this concept to our attention, and just want to
12 thank himfor that. And if you would Iike to say
13 anyt hi ng, Comm ssioner Clark, with regard to --
14 COWM SSI ONER CLARK:  Thank you, M. Chairman.
15 won't pass up an opportunity to make a couple of brief
16 comments. | want to thank all of the participating
17 utilities this norning for their presentations. W've
18 had them a few days ahead of tine and had a chance to go
19 t hrough t hem
20 | just think it's really inportant right now,
21 especially with the rising costs that we're seeing in
22 energy bills across the board that we just put a little
23 bit nore enphasis on the custoner experience and a
24 little nore enphasis on giving our custoners tools to be
25 abl e to manage those costs and to be able to nanage
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 their bills. And as |I've gone through them and | ooked,
2 |"ve been so inpressed at how t he technol ogy has evol ved
3 over the last 15 or 20 years.
4 | remenber working back in the |ate nineties on
5 an on-line auditing tool that took us about a year
6 to build, and the functionality of that tool that we
7 built ina-- | guess it was sone -- | don't even know
8 what platformit was witten in back then. But | |ook
9 at how outdated and antiquated that systemis conpared
10 to what information that our customers have at their
11 very fingertips on an instantaneous basis today, and |
12 just think that it's inmportant that we, as a Conm ssion,
13 under st ands what sonme of those tools are that are out
14 there and how these are inpacting the custoner
15 experi ence.
16 Cust oner expectations and demands have changed
17 dramatically over the last 20 years. | always tell the
18 story about ny experiences in dealing with customners
19 during hurricanes 25, 30 years ago. |If you got the
20 power back on in five or six days, they were happy. Now
21 that's -- 20 mnutes is too |ong.
22 So that customer demand and experience has changed
23 dramatically. And as we see these tools begin to
24 evolve, | think it's going to help, again, continue to
25 manage sone of those customer expectations. And these
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 conpani es have done a really good job at putting sone
2 enphasi s on technol ogy and helping to bring a real
3 uni que experience to custonmers. So |I'm | ooking forward
4 to seeing the presentations.
5 CHAI RMAN FAY: Thank you, Conmi ssion Clark. And
6 what we'll do, Conm ssioners, is we'll just have each
7 entity present their presentation. And you' re nore than
8 wel come -- you don't need to go through the Chair or
9 anything. You're nore than welcone to interject during
10 the presentations, if you'd like, but I'lIl also give you
11 an opportunity at the end of each presentation to ask
12 guestions or provide any comments if you want to. And
13 then at the end we can just allow for an opportunity to
14 provi de any general comments if you have any of those.
15 So with that, I will start with our first
16 presentation, Florida Power and Light. |If you could
17 i ntroduce yoursel ves and begin your presentation. Thank
18 you.
19 M5. DONAYRI: Good norning, ny nane is Christine
20 Donayri and |I'mjoined by ny coll eague, Steve Shni der.
21 We're | ooking forward to sharing nore about FPL'Ss
22 digital custoner experience. Qur custoners continue to
23 interact with us nore and nore year over year on our
24 digital channels. As the folks responsible for custoner
25 experience, we love to see this.
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 Since 2016 visits to our nobile app and website

2 have nore than doubled. W can break down these 90

3 mllion visits a bit nore. 1In the chart on the |eft

4 you'll see in aqua visits to our website using a desktop

5 conputer, in dark blue visits to our website using a

6 nobi | e device, and the green bar shows visits to our

7 nobil e app. The trend we're seeing fromcustoners is

8 that they continue to interact with us nore and nore

9 usi ng nobil e devi ces.

10 FPL's nobile app actually celebrates its fifth

11 birthday this year. Since being deployed in 2017, it's
12 been downl oaded 4.3 mllion tines. And on the highly

13 debated topic of Apple versus Android, for our custoners
14 Apple is the clear winner. But, of course, we continue
15 to support both.

16 As Conmi ssioner Cark nentioned, we know the

17 digital experience is really inportant to our custoners
18 and so the teamwas really proud to be recogni zed by

19 J. D. Power. In the 2021 J. D. Power Electric Uility
20 Resi dential Custoner Satisfaction Study, FPL's nobile

21 app ranked first anongst large utilities nationw de.

22 And while this was a great recognition, we know a great
23 cust oner experience requires continuous inprovenent and
24 our plan is to continue to do just that.

25 MR. SHNI DER. Good norni ng. Between FPL-dot-com
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 and our nobile app, we have nore than 80 features
2 avai | abl e for our custonmers. This includes everything
3 fromour customers' ability to connect service, to
4 di sconnect, to view energy usage, to report outages and
5 also to pay their bill.
6 "' m going to show you how our custoners can pay
7 their bill on the nobile app. On the left you'll see
8 our account sunmary screen. Custoners click the green
9 button, they nove over to the pay bill screen, and they
10 pay their bill.
11 Anot her popul ar feature is our Energy Dashboard.
12 We had nore than 12 million visits to our Energy
13 Dashboard in 2021. And we've made it easy for our
14 custonmers to view their usage by | ooking at the nonthly,
15 daily and hourly view. As a newer feature we've created
16 a conpletely new Energy Analyzer to help our custoners
17 take control of their energy usage and to hel p them nake
18 better decisions on howto use their energy.
19 On the left you'll see the Energy Analyzer, with a
20 breakdown of the appliance level. And within there we
21 have cooling, we have the lighting, electronics, and
22 many nore. On the right you'll see our projected bil
23 with a breakdown which is an estimte of our custoner's
24 next bill, and it's updated on a daily basis.
25 This past winter there were a nunber of cold
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 weat her days and that went on for an extended period of
2 time. W received feedback fromour custoners in
3 northwest Florida on that, and based on that we nmade
4 enhancenents to our projected bill, and we updated that
5 [ ast nont h.
6 An exciting yet potentially stressful experience
7 for all of us is noving. And | actually recently went
8 through that, so | know, and | can tell you for sure it
9 was stressful. So based on that, we spent a significant
10 anount of tinme really working on our custoners' ability
11 to connect service, to disconnect service, to transfer
12 their service. An exanple of how we nade that sinple is
13 over on the right you'll see our custoners -- that we
14 pronmpt our custoners with all the required docunmentation
15 up front so that they can go through that experience
16 with all their docunents at their fingertips.
17 Qut ages are another inportant experience for our
18 custoners and we're fortunate that we're part of a team
19 that has best in class reliability. But when outages do
20 occur, we want our custoners to have the right
21 information at their fingertips.
22 On the left you'll see our proactive alerts. W
23 offer this in email, text, voice and push comuni cati on,
24 and we've had a really big focus on growi ng our text
25 program I n 2020 we had 300, 000 custoners on the
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 program and today we have 3.5 mllion custoners.
2 In the mddle you' Il see our report of outage
3 application on the nobile website. And on the right
4 you' || see our custoners' ability to view their outages
5 on the power tracker map. Additionally, on the nobile
6 app we have -- we offer the customers the ability to
7 report their outage, to view the status of their outage,
8 as well as receive proactive notifications. Christine?
9 M5. DONAYRI: The digital experience we shared
10 wth you today is really a result of a culture of
11 continuous inprove -- a culture of continuous inprove
12 mat -- inprovenent -- that was hard to say -- and
13 met hods that incorporate custoner feedback.
14 This tinmeline highlights a few of those exanpl es.
15 In 2014 we | aunched a digital transformation of our
16 website where we had a real focus on ensuring our
17 website was nobile friendly. 1In 2017, as | nentioned
18 earlier, we released our nobile app. And in 2018 we had
19 a huge focus on inplenenting inprovenents from | essons
20 | earned from Hurricane |rnma.
21 As you may recall, during that stormwe had
22 unpr ecedent ed demand on our digital channels. Over the
23 course of ten days there were 650,000 nobile app
24 downl oads and 7.9 mllion visits to our website. This
25 put unprecedented demand on our digital channels and
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Laura Mountain



1 that required us to take action. W inproved system
2 scal eability and performance to ensure our custoners had
3 the real-tinme data they needed during such an inportant
4 event .
5 In the followi ng years we expanded outage alerts
6 and i nproved the energy manager. Both of those Steve
7 shared. And in the comng years we | ook forward to
8 rolling out new prograns and continuing to inprove based
9 on custoner feedback. And with that, we thank you and
10 open to any questions.
11 CHAI RVAN FAY: Commi ssioners, |I'll defer to you
12 first if you have any questions, then |I've got sone.
13 Comm ssi oner O ark?
14 COW SSI ONER CLARK:  Thank you. And agai n, thank
15 you for the presentation. | do have a couple of
16 guestions that | guess speak nore to where we're going
17 in the future. That's sone of the things that -- we've
18 come a long way, and as your tineline indicates, we've
19 made sone great strides in devel opnent.
20 One of the things that | have concerns about are
21 how custoners who are not as technologically integrated
22 as others are are able to report outages or able to
23 communicate with you. One of the problens seens to be
24 that if a custoner has not taken the necessary steps to
25 at | east understand their account nunber or have their
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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phone nunber connected to their account or they've
swi tched froma hone phone nunber to a nobile phone
nunber, those things may not overl ap.

How can people who are not as integrated into the
system communi cate with you? For exanple, |['mriding by
and | see a transformer that blows up and catches on
fire. Wth our VR systens and things like that it's
getting nore difficult to just call sonebody and | et
t hem know.

How can we integrate the regular custoner, the
non-custoner, into the systemto be able to report
out ages, problenms? The second part of that has to do
with | andlords and rental units. That's another area
that concerns nme, as well. How do you integrate
probl enms or contact information fromone of those
comuni cati on groups to the other?

M5. DONAYRI: That's a great question, thank you.
Certainly on our website you can report an outage
w thout | ogging into an account. There's a few
different pieces of information we need to collect from
you to be able to do that. You can also report through
our VR So those are two good ways, whether or not you
have an account with us, or are logged in, that you can
report an outage. | don't know, Steve, if you had

anyt hing to add.

112 W. 5th Avenue, Tallahassee, FL 32303
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11

1 MR. SHNI DER: Additionally, we've made it sinple
2 for the custoners that don't know their account nunber
3 to | ook that account nunber up. So we've provided
4 multiple options simlar to how we've done it on outage
5 for customers to get that information and then get into
6 the website. So | think that's -- that's one thing.
7 The other piece is sinplicity, right? W focus
8 every day on how to nmake it easier and easier for our
9 custoners to interact wwth us. W do lots of testing
10 Wi th our custonmers to nmake sure that -- that it's easy
11 for themto get through the experience.
12 COWM SSI ONER CLARK:  What do you see as the next
13 step of evolvenment in the app process? Wat are the
14 things that you see that are mssing that you think are
15 going to need to be worked on in the very near future?
16 MR SHNIDER. 1'Il go. So, you know, | think
17 pushi ng comruni cati ons out as opposed to havi ng our
18 custoners have to conme to us is a critical piece. So
19 we've really been focusing on what are the right touch
20 poi nts where we can push contact or push infornmation to
21 our custoners proactively. W focus on doing that
22 across those different channels: Email, text, push and
23 al so app on voice. But bringing people, pushing
24 information out to customers through the nobil e device
25 and then bringing themin to be able to get that
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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1 information in an easy viewis a big focus in the near
2 future
3 M5. DONAYRI: That's great, | agree with that. |
4 think outside the nobile app | think text notifications
5 and text interaction for ne as a consunmer is a great
6 way, because | can do it on ny own tine. So we're
7 | ooking at different ways that we can continue to expand
8 that functionality for our custoners so that they can
9 interact with us nore through nessagi ng on their phones.
10 COW SSI ONER CLARK:  Thank you.
11 CHAI RMAN FAY: Comm ssi oner G ahanf?
12 COWM SSI ONER GRAHAM  Thank you, M. Chairman
13 Nunber one, this stuff is great, | appreciate you guys
14 bei ng here and going through this stuff. 1've -- over
15 the years ny office has been contacted -- and |'m not
16 pi cking on you guys, this is just in general for all of
17 you -- that we can't get anybody on the phone, or, you
18 know, | can't figure out this nobile app. And |'ve
19 al ways -- | guess ny wsh |list has al ways been that
20 either nyself or ny office would have -- be able to have
21 access to this stuff. [If you don't have an account
22 nunber, you can't get into anything.
23 And | guess ny question is, have you ever given
24 any thought or have sone sort of generic so ny office or
25 sonebody in this building as a whol e can have access to
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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that sort of thing so we can answer questions. Because
my solution in the past has been to call Ken, and that's
i ke using a sledgehamrer to fix what nmay be a very easy
pr obl em

And, you know, | think a lot of times, if we just
had that famliarity with what's going on there, nmaybe
we can wal k those people through. And sonetinmes it's
just curiosity, because | had no idea you were doing
sone of this stuff. Unless you cone here and tell us,
you know, we can't play on the app, or we can't see sone
of these things.

M5. DONAYRI: W're sorry to hear folks were
having trouble navigating it. Certainly a focus is that
we continue to inprove so that it is very user friendly.
| think it's a great suggestion, |I'd actually love to
hear that feedback nore fromyou on what we could
devel op that would be hel pful there. |1 don't think it's
anyt hing that we have on our road nap, but certainly
sonething that we'd be interested in |earning nore
about .

CHAI RMAN FAY:  Conmmi ssi oner La Rosa?

COW SSI ONER LA RCSA:  Thank you, Chairman.

First, starting off, great information. As we all, you
know, start to develop new habits and start to use apps

nore often and so forth, it's inportant for us to know
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what's going on and what's changing. And certainly
great questions fromny fell ow Conm ssioners.

|"ve got sonme maybe nore clarifying questions.

You mentioned -- | think it's on page or slide seven,

t he desktop view, there was the tenperature or weat her
conditions that were added based on custoner feedback.

| s that where you were referring to that, where there's
a weat her --

MR, SHNI DER: Cust oner feedback we were tal king
nmore on slide eight. On slide seven, on the desktop
view, we offer the ability for custoners to view their
usage on a nonthly, daily and hourly level. Do you want
me to talk on eight or on --

COWM SSI ONER LA ROCSA: Wl l, then, 1've got a
guestion kind of on that slide. There's historical data
that's avail abl e, obviously -- we're going back and
| ooking at a year. How far back can they go and how
much information is available to the custoner? Can they
go back two years, three years? How far will it go?

MR SHNIDER: | believe -- so let nme get back to
you on that. I'mpretty sure it's a 24-nonth view, but
let me just clarify that. |It's not three years. It's
either 12 nonths or 24 nonths. So I'll get back to you
on that answer.

COW SS| ONER LA RCSA:  Then an addi ti onal
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1 clarifying question, on slide eight, when you have the
2 graph show ng, you know, where the consunption is, is
3 that actual custoner consunption fromthat custoner, or
4 is that customers in general ?
5 MR SHNIDER: It's actual consunption fromthat
6 custoner but it is -- on the graph there, that is
7 actually an estinmate of the customer's appliance |evel
8 information. So it's not -- it's based on a nodel and
9 we use that nodel to break it out to show custoner usage
10 by appliance.
11 COW SSI ONER LA ROSA:  Got you. So If | was -- if
12 | was an FPL custoner -- I'mnot -- and | was into ny --
13 | ogged into ny app, | would be seeing simlar
14 i nformati on based on a broad perspective, not on ne,
15 what ny stove is using, what ny refrigerator is using.
16 MR SHNIDER So it's -- it's a little bit of
17 both. The break-out is done by the survey that
18 custoners can take which would then nake it very
19 specific to you. Additionally, if you don't fill out
20 the survey, it's done by |everagi ng your -- your
21 specific smart neter data on top of nodels based on
22 typical custoners. So it's a conmbination of all three.
23 COWM SSI ONER LA ROSA:  Thank you
24 MR. SHNIDER  You're wel cone.
25 CHAI RVAN FAY:  Comm ssi oner Passi donp?
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1 COW SSI ONER PASSI DOMO: Thank you, M. Chair man.

2 Thank you so rmuch for being here. | appreciate |eaning

3 all this and Comm ssioner Clark initiating this process.

4 And I'mkind of -- I"'mglad to hear that you're taking

5 the initiative to reach out to custoners as opposed to

6 custoners kind of comng to you

7 | kind of -- | want to flip on the other side of,

8 your know, Conmi ssioner Cark's comments. As we have

9 such a diverse state, you know, people in the ol der

10 spectrum you know, the elderly citizens who m ght not
11 be engaging in sonme of the other, like the apps and al
12 of that, and kind of on the other side newer -- newer

13 tenants or newer honeowners, |'mhoping that there's a
14 way that you can reach out to themthrough third

15 channel s of conmuni cati on now, you know, through other
16 social nmedia platfornms and things |like that, so that it
17 just initiates -- you know, they don't have to, you

18 know, through targeted ads or however, however that

19 wor ks, however you kind of grab that data, to kind of be
20 able to reach out to themin that way.

21 The only question that | have is sort of simlar
22 on that sanme note of, for the Energy Analyzer, | think
23 this is an awesone tool. I'mreally glad to see they're
24 being able to break down exactly your usage. | was not
25 sure, though, do all custoners have access to this, or
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com
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do you have to have those sort of smart data or certain,
you know, new appliances to be able to nake this work?

MR SHNIDER. So this feature is expected to be
avai l able for all custoners by the end of this year but
all customers at that point will have full access to
this and will be able to go through and take the survey
and view their --

COWM SSI ONER PASSI DOMO.  Breakdown by appl i ance
and all of that?

MR. SHNI DER: By appliance, correct.

COW SSI ONER PASSI DOMO.  Thank you.

CHAI RVMAN FAY: Thank you. | actually have a
guestion on the sanme topic. So | have at nmy hone like a
third-party provider that attaches to the electric box
and essentially tells nme what appliances are using what.
Most of that's done through, | guess, algorithns that
essentially see the level of electricity that is being
pulled in, and what tine of day it is, and how often
it's used.

| s the Energy Anal yzer the sane concept? |It's
essentially using that information to decide if it's the
refrigerator or the AC or a pool punp?

MR. SHNIDER: Correct. It's using an algorithm
that | ooks at the -- your smart -- it |ooks at your

smart data and it | ooks at your neter data to then
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1 under st and how much usage is being done. And it
2 understands a few of the appliances at that |evel and
3 then the rest is done based on al gorithm
4 CHAI RVAN FAY: Okay, great. And then | think you
5 had about, | think, 9 mllion views the previous year,
6 if that was correct -- 89.8 mllion views. oviously
7 sonme of that is repetition fromcustonmers but ny
8 presunption woul d be that woul d include going on |ine,
9 | ooking at their bill, and paying their bill,
10 potentially, not just to retrieve infornmation.
11 Do you have any sort of idea of the access, for
12 exanpl e, of the Energy Analyzer? | nean, is that
13 sonet hing that custonmers commonly access or is it a very
14 | ow nunber ?
15 MR. SHNI DER:. The anal yzer, in particular, or the
16 Ener gy Dashboard and --
17 CHAI RVAN FAY: | woul d say the Energy Dashboard,
18 probably, because ny point just being that if custoners
19 use the digital interface for the sol e purpose of
20 view ng and paying the bill, they're not utilizing
21 resources that you're putting out to all the custoner
22 base. And | don't want to necessarily blame or presune
23 that's because they don't understand it; they m ght just
24 not know it's there or how easy it is to access.
25 MR. SHNI DER: We have very active participants on
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t he Energy Dashboard. W actually had 11 mllion visits
toit in 2021. So we have custoners that have cone
every norning to look at their Energy Dashboard, and
it's -- that volunme continues to grow.

CHAI RVAN FAY: Okay, great. And then, | want to
make sure we stay on the app, but this is kind of an
intertwi ned question fromthe energy audit perspective.
|s there sone correlation or tie to the energy audit
process as to custoners being notified? You know, you
may be able to access sone general information on our
di gital dashboard before we provide sone sort of
service?

MR SHNIDER. |I'mnot sure | follow that. Can
you - -

CHAI RVAN FAY: So essentially if a custoner
reached out to the utility and asked for sonmeone to cone
to the home and do an energy audit, would the utility
explain to them do you know you have access to the
followng information on |ine before providing that
service?

M5. DONAYRI: Absolutely an agent woul d explain
t hat .

CHAI RVAN FAY: Are there any nore questions? Wth
that we will nove on to our next presenter, Duke Energy.

Thank you so much. And if you wouldn't mnd, just hang

112 W. 5th Avenue, Tallahassee, FL 32303

premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Laura Mountain



20

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

around at the end and nake sure we don't have any
general questions. Thank you.

M5. SIMS: Good norning. |'mTaryn Sinms and |'m
pl eased and very passionate about the topic that we're
going to go through today. So I'mgoing to talk with
you about our available digital channels and how we use
those to hel p inprove our customer experience overall.

So right now we have a series of channels that are
avai l able for our custoners, with the overall goal of
being able to serve a custoner on the channel that they
prefer. Just |like you said, there are custonmers who
prefer one channel over the other so we want to nake
sure that we're giving themthose options and that we
educate them on what options are avail abl e.

Qur website by far on the digital side is the
channel that's nost visited right now by our custoners.
It's nobile optimzed, so just |like our FPL partners,
there are over 70 percent of our custoners access the
website through a nobile device, so we want to nmake sure
that they are able to see everything clearly and be able
to do all that they'd like through their nobile device,

i f possible.

For those who would |ike, we have the nobile app.

It is extrenely popular for those who have it. And now

we're continuing working in an agile format to be able
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to inprove the app. So that neans every couple of weeks
we're tweaking the features and functionality to inprove
based on custoner feedback

We al so have our -- with the IVR we have recently
enabled a digital capability through it. So what that
means, if a customer, as they're waiting on hold or as
they're calling in, for exanple, if they'd like to start
service and they don't want to wait to talk to an agent,
they don't realize that we have our start service
available on line, they can easily -- they'll get a
pronpt and they can select that they would like to
receive a text nmessage with the digital -- alink to the
digital experience, so that we are seeing nore and nore
adoption there of custonmers calling in and then
requesting to receive alink to be able to performthe
action on line.

Then we al so, of course, use social nmedia quite
regularly to interact with customers since we know nany
of our custoners are there and that's where they get a
ot of information. So we want to nmake sure that we're
giving thema full experience there and at |east |inking
t hem back to the website where they can get additional
information al ong the way.

Al so, our text channel, ermail channel and

out -bound calls are al so very popular and we want to
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1 make sure our custoners have the option to select that

2 if they'd like updated information. So we're very

3 deli berate in nmaking sure we provide that through al

4 experi ences.

5 And just like with -- |ike you' ve heard earlier,

6 experiences that our custoners really -- that are nost

7 critical to our overall custoners are our starting

8 service at the beginning of their journey with us. And

9 then of course next would be billing and paynent. So

10 they want to nmake sure -- we want to make sure that they
11 have options to be able to pay their bills on |ine and
12 that they al so understand what assistance options nmay be
13 avai lable to them in addition, energy usage, which

14 we've heard a bit about this norning, and then outage

15 managenent and reliability.

16 Those are the core experiences for us and we want
17 to make sure that we -- throughout the customner's

18 journey that they're able to do these things through a
19 mul ti tude of channel s.

20 So starting with start service, we have, like

21 mentioned earlier, through the IVR W also have it

22 where it's within our website. It's easy to be able to
23 start service or stop service or to transfer. W' ve

24 al so recently, with sonme of our inproved capabilities,
25 been able to offer sanme day and Saturday start service
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t hrough the website so custoners don't have to call to

be able to request that if they have a quick nove or if
they would Iike a quick nove. And that's been enabl ed

t hrough, of course, the connection between smart neters
and our new billing and paynents system in addition to
the capabilities.

Billing and -- billing and paynent is obviously a
huge -- we have to have that right for our customers and
we want to make sure that they can understand their
bill, make sure they can easily click and pay and
under st and what accounts that they're doing this for.
So they can do it easily through an -- the IVRif they'd
like to call. Then we really want to nake sure that
we're getting themthrough the digital channels so that
t hey can have access to detailed information. So we're
doing it and offering paynent arrangenents through the
nobi |l e app and the website, as well.

Energy usage, that's a key item and we do see,
have seen, increased interest in energy usage and what
we -- specifically with the nobile app. So custoners
who are | ooking at the nobile app and the reason that
they're downloading it is really to, in addition to
paying their bill, they're going in there to | ook at
their usage, and their daily usage to see howit's

varyi ng and what nay be causing increases. W use the
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opportunity through that to also offer prograns to help
t hem manage usage. So energy efficiency prograns are
ot her prograns that may be avail able to assist.

We also offer digitally the md-cycle alerts that
will go out actively to custoners based on prior, if
their usage is up for the nonth, nmonth over nonth, or if
weat her patterns have changed that could increase usage.
So those are algorithnms that are used that pronpt those

m d-cycle alerts. W also have, of course, budget

al erts where custoners can set where -- if we think
their bill could go over a certain anount, and they've
set, say, for exanple, $100 limt on their bill, and we

see that they' re approaching that, and they want to get
an alert, we can let them know that they're getting
close to that anmount, based on what we're projecting so
far.

Cust oner outage, outages, this is significant for
us, as it is for all utilities. This is a very personal
experience overall and custoners want information al ong
the way, so we have provided the ability to report an
outage nmultiple ways and the ability to track where an
outage -- so where are the crews, what are the calls for
t he outage and giving customers as nmuch information as
we can around the outage so that they can plan and

pr epar e.
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So the outage maps are al so continually being
i nproved to add new functionality, something that we
have brought in-house so that we can nmanage those in
real time.

Also, in addition to our outage maps and our
outage alerts we also have a street light -- street area
light repair tool that we've offered so that customers
can quickly, if they see a street |light out, they can
report it, whether or not it's alight that they are
aware of, they can find the |ight on the map and report
that |ight out and addition information around it. Also
with tree trimmng they're able to get digital updates
on tree trimm ng requests, as well.

Overall what our goal is as tine goes onis to
make sure that we're continuing to have an omni - channel
approach for custoners. And what that neans is
t hroughout as custoners go through various channels and
t hey skip and they maybe go fromthe nobile app to the
website and then maybe they call, we want to nake sure
that they are -- we're tracking our custoners to help
gi ve them a good experience, to know where they've |eft
of f, and how we can use analytics to essentially be able
to help inprove and serve them better over tine.

So that is where we are noving and al so with being

able to offer additional portals for our business
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custoners. | heard the questions around | andl ords
earlier, and in rental properties, and we are

i ntroduci ng new portals for our |andlords so that we can
help themw th reverting to owner, reverting back to the
owner as people nove and being able to track that nore
real tinme, so that it's a better experience overall.

And we have inprovenents planned with tinme to continue
to get better, as well.

So wth that, | wll pause and take questions.

CHAI RMAN FAY: Comm ssi oner d ark.

COW SSI ONER CLARK:  You' ve sort of answered ny
question there. | was witing dowmn exactly the way |
wanted to phrase that. But what's the next big thing?
You kind of said |landlord portals are your next big
thing. Wat can we expect to see conmng in the apps
that are going to benefit custonmers in the future?

M. SIMS: Well, some of the things, | think,
where we're going to be able to go in the future is as a
custoner -- hones are becoming nore and nore smart, and
appliances are. Custoners are adopting EVs. There is a
|l ot that we need to integrate in as custoners are
installing these things that are dependent upon
electricity, that we nake sure that they're able to
understand those inpacts to usage and that they' re al so

able to control those devices if that capability is
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1 there. So | think that will be, over tine, where we
2 will go to make sure that there's just integration with
3 t hese smart devices that are being used.
4 COWM SSI ONER CLARK:  Thank you.
5 CHAI RVAN FAY: O her questions? Conmm ssioner
6 Passi dono.
7 COWMM SSI ONER PASSI DOMO. Well, one is just a quick
8 comment and maybe clarifying. | really appreciate these
9 m d-cycle alerts. | think my question earlier, and then
10 you clarified about -- | was going to ask you
11 proactively, you know, to alert custoners about
12 abnormal ly high bills, but it seens |ike the custoners
13 can take the initiative to say I want to, you know, set
14 a certain threshol d.
15 Have you ever considered, though, for those tines
16 where it could be abnormally high, |ike for sone reason,
17 you know, they're out of town or sonething and they
18 | eave the thernostat at |ike 65 degrees or sonmething, to
19 know that they -- you know, when it's really abnormally
20 hi gh sone people m ght not go through and understand al
21 of these tools that you have on your website -- if
22 there's sone way that you could, you know, if it's
23 significantly higher than their average, their average,
24 you know, cycle use, that you would reach out to them
25 and be like, look, there's something -- there's a
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1 glitch, sonething happeni ng here.
2 M5. SIMS: Well, the usage alerts that go out
3 outside of the budget alerts, which is a separate
4 feature, they get those automatically. So they would
5 get those if we have an enmail address on file.
6 COWM SSI ONER PASSI DOMO. Awesone. (Okay, good.
7 That seens like a really great function. | can see nany
8 custoners really appreciate having that option. Thank
9 you.
10 CHAI RVAN FAY: 1'Ill go to Conm ssioner G aham
11 next, | just want one clarifying question for that.
12 Does the consuner set that trigger or is that trigger
13 sonmet hing set by the utility?
14 M5. SIMS: The budget -- the budget --
15 CHAI RVAN FAY: They set a dollar anmount?
16 M5. SIMS: They set the dollar amount for that
17 specific alert. There's also a md-cycle alert, a usage
18 alert, that would go out automatically, and that is just
19 sayi ng whether or not the bill is going to be abnormally
20 hi gh as conpared to the nonth prior.
21 CHAI RVAN FAY: Got you. kay, Comm ssioner
22 Passi donp' s exanple, | think you're saying, maybe at the
23 m dpoi nt and/or the dollar anmount would trigger.
24 M5. SIMS: Either way.
25 CHAI RVAN FAY: But if it was early in the nonth it
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woul dn't necessarily have that --

M5. SIMS: Early in the nonth it would not. It
woul d be m d-cycle.

CHAI RVAN FAY: Okay, great. Conmm ssioner G ahanf

COW SSI ONER GRAHAM  Thank you, M. Chairman
And like nmy first question, this is not specific for
Duke, it is just one of those things that dawned on ne
as you were speaking. Do you guys have sort of a
tutorial for howto use these apps, like a -- for ne
it's a You Tube video that wal ks nme through anyt hi ng
that | don't understand. Do you guys have anything |ike
that, or when you first download it do you have a button
t hat says --

M5. SIMS: W do, yes. So there are severa
vi deos that help wal k through how to use it and then
there is, right when you first dowload it, there are
sone features that are pointed out on howto use it when
you download it and there's a website -- a web page
dedi cated to showi ng the features and how to use it.

COW SSI ONER GRAHAM  Thank you

CHAI RVAN FAY:  Conmi ssioner La Rosa?

COW SSI ONER LA RCSA:  Thank you, Chairman. You

know, one of the best features in all this -- and
there's a lot of really cool bells and whistles -- is
really -- and it's not super new -- is the outage alert.
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1 When you think back of what could happen if there's an
2 out age and maybe precautions people need to take could
3 be an elderly, you know, parent at honme or a young child
4 at home or food in a freezer or refrigerator, and the
5 savings and health risks that could be there. So that's
6 a great feature, again, and |I'mnot just talking about
7 Duke.
8 But you do nention one thing -- | apol ogi ze,
9 because ny tablet just froze. It says outage alerts
10 are -- custoners are automatically enrolled in outage
11 alerts. So they receive that, | assune, via text
12 automatically, or it also states that emails and phone
13 calls. So | guess what do they automatically get or
14 what are they automatically enrolled in, and then do
15 they need the app in order to get those.
16 M5. SIMS: Geat questions. So automatically what
17 they're enrolled in is based on -- when they sign up for
18 service, they're automatically enroll ed based on the
19 preference they've given. So the contact information,
20 however they've provided that, if they have a cell phone
21 nunber on file, they'll get a text that they can then
22 opt out of. If they have an email address on file,
23 they'Il get an email alert. |If they have neither of
24 those, they will get an outbound phone call.
25 COM SSI ONER LA ROSA: So it's conpletely separate
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1 or bifurcated fromthe app?
2 M5. SIMS: Yeah, they don't have to have the --
3 the app is a separate downl oad. So when a custoner does
4 start service and we send thema notification that
5 they' ve started service, they've done it on line or
6 they' ve called and they've given us their cell phone
7 nunber, they can track their service so they get a
8 confirmation that their service is starting on X date,
9 and then they get another notice on that day that
10 service is starting.
11 And then with that they get an automatic trigger,
12 if they'd like to download the app they get an automatic
13 notification they can downl oad the app. |If they choose
14 to do that, they can get their outage alerts that way.
15 It's a choice.
16 COWMM SSI ONER LA ROSA:  Thank you.
17 CHAI RMAN FAY: Al right, with that we'll nobve on
18 to our next presenter, Tanpa El ectric.
19 MS. SPARKMAN.  Good norni ng, Comm ssioners. MW
20 name i s Karen Spar kman.
21 CHAI RMAN FAY: Ms. Sparkman, if we can just have
22 you touch that button right there and the green |ight
23 will conme on
24 M5. SPARKMAN:  Pardon ne.
25 CHAI RVAN FAY: You've live. Go ahead.
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1 M5. SPARKMAN:  Good norning, Conmm ssioners. M
2 name i s Karen Sparkman and | amrepresenting TECO both
3 Tanpa El ectric and TECO Peopl e's Gas today. |
4 appreciate the opportunity to be here and share our
5 transformational journey and how we're working to
6 i nprove and enhance our custoners' nobile experience as
7 t hey navi gate through our nobile friendly website.
8 "1l start by sharing that earlier in the year we
9 began our bill redesign project. Qur goal with this
10 project was to co-create a bill with our custoners that
11 is sinple and easy to understand and that directs them
12 to the on |ine experience for personalized insights.
13 Sonme of the key activities that we engaged in
14 i ncl uded col | aborative ideation, collecting industry
15 best practices to help us shape our bill redesign,
16 conducti ng user feedback sessions because we under st ood
17 that co-creating this bill with our custoners would
18 ensure that it's nmeeting our vision of creating a
19 billing experience that's sinple, understandable and
20 custoner friendly.
21 W aimto provide a seanl ess experience that
22 conplinments our custoners' preferred manner of receiving
23 and viewing their bill, whether our custoners prefer a
24 paper bill or they prefer an interactive bill. So for
25 those custoners that still prefer a paper bill, our
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1 initiative is to overhaul the bill and really sinplify
2 what they see on the printed paper.
3 So as an exanple, already we've had 15 versions of
4 t he redesi gned paper bill available and drafted to date
5 with inputs fromactual custonmers. And these are actual
6 custonmers both on the residential and the commerci al
7 | andscape for the electric and the gas business.
8 For those custoners that prefer an interactive
9 bill, those custonmers will be able to choose which
10 billing-related information is pertinent to them and
11 allow themto see exactly how their bill is being
12 cal cul at ed.
13 The scope of this project is six nonths and during
14 the six nonths we plan to engage with a total of about
15 2,000 customers through research and i n-person focus
16 groups as create -- as we create the perfect billing
17 experience for our custoners.
18 Transitioning to our digital offerings, so today
19 we offer paperless billing to about 725,000 electric and
20 gas custoners. Qur paperless billing is easy to sign up
21 for and in fact it's one click to go paperless. Through
22 t he paperless offering some of the benefits include
23 self-service on line account. Qur paperless billing
24 provi des the custoners the ability to quickly view their
25 bill electronically and it also provides bill ready
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notifications.

We do have some enhancenents that are com ng for
our customers and these enhancenents are going to
provi de them nore choices in these bill ready
notifications by allow ng nmessages via SM5 as well as
notifications to nmultiple contacts.

W offer a nobile friendly website experience
t hrough our dashboard views where our custoners can
easily access their on line portal account to view their
account information. They can view things |ike account
details, their current bill, their bill history, sinple
ener gy usage graphs, and they can al so make changes to
t heir account settings. And so this is where they can
sign up to for things |like auto pay, they can do the one
click paperless billing, they can sign up for budget
billing, or set their notification preferences.

Through the custoner portal custonmers are al so
abl e to make paynents via ACH, add new bank account
information, or pay via credit and debit card. This
al so provides custoners access to current and up to two
years of bill and paynent history. Custoners have
access to all of the paynment options including
sel f-service paynent arrangenents for those custoners
that qualify.

Through our notification offerings Tanpa El ectric
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and People's Gas custoners are enrolled in electric

out ages notification updates and then custoners with
emai | addresses on file with us are enrolled via emai
and those that have no ermail addresses are enrolled via

t he phone preference nethod.

And then you'll also note that com ng soon
custonmers will be able to enroll in notification
preferences to receive paperless bill notifications via

SM5 text in addition to email and also be able to enrol
in multiple contacts to receive the notifications.

As | nove on to outage maps, custoners have the
ability, of course, to report a power outage. And |
think there was a question earlier regarding those
custoners that are not technologically inclined, and we
do offer a 24 by 7 emergency phone line for those
custoners that wish to report their outage via a person
over the phone.

So our Tanpa El ectric outage nap does provide real
time view of outages in the service territory and then
via the on |ine account custoners can quickly report an
outage fromthe on |line account or even get status
updates. And |'ve used that functionality nyself.

We then provide a virtual assistant which provides
custoners with basic assistance. It provides

navi gati onal assistance, inproving ease of use. And we
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1 are in the process of adding self-service transactions
2 to our virtually assistant.
3 We al so encourage our customers to take part in
4 our free on |line energy audits where Tanpa Electric and
5 Peopl e's Gas custoners on their own tinme can conplete on
6 line energy audits which provide themw th specific
7 usage information, as well as savings suggestions and
8 cal cul ators and energy efficiency tips.
9 Lastly, custoners can start, stop or transfer
10 service on line and they have the ability to have an
11 aut omat ed address | ook-up and map di splay that assists
12 themin self-serving to make sure they're selecting the
13 correct address for nove in or transfer requests. And |
14 wi || pause here and take any questi ons.
15 CHAI RVMAN FAY: Commi ssioners? Conmm ssioner O ark
16 go ahead.
17 COWMM SSI ONER CLARK:  Just noticing your
18 presentation, you have a -- it's basically a nobile web
19 platform you don't actually have an app that you can
20 actual ly downl oad, do you?
21 M5. SPARKMAN:  We do not at this tine but we have
22 plans for it in our five-year road nmap.
23 COWM SSI ONER CLARK: Do you see an advantage to
24 having it in an app format? |s there a huge advantage
25 to having it in an app format as opposed to just web
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1 based?
2 M5. SPARKMAN:  You know, | don't think there's a
3 huge advantage but certainly, you know, we want to have
4 the additional technological abilities, such as, you
5 know, nore ease of use that would conme with having an
6 actual app, and so that is in our -- in our road map for
7 the future.
8 COWM SSI ONER CLARK:  Ckay, thank you.
9 CHAI RMAN FAY:  Comm ssi oner Passi dono.
10 COW SSI ONER PASSI DOMO:  As you're -- thank you,
11 Comm ssioner. As you're developing this app -- and this
12 is probably sonething | probably should have brought up
13 with the other utilities, as well, because | didn't ask
14 the question if there is an option that downl oaded for
15 our Spanish -- for your Spanish speaking custoners so
16 that they have, you know, an all in Spanish platform
17 Are you considering doing that, as well?
18 M5. SPARKMAN: Absol utely, thank you for that
19 question. W are absolutely |ooking at integrating, you
20 know, a nunber of different Spanish functionalities into
21 our -- into our web functionality today and al so for
22 future apps.
23 CHAI RVMAN FAY: Comm ssioner La Rosa?
24 COWM SSI ONER LA ROCSA:  Thank you, Chairman. And
25 just a quick question on the dashboard view. Wth
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1 custoners | ooking at their bill history, do they have

2 the ability to look at their usage and weat her patterns

3 or anything like that?

4 M5. SPARKMAN: W do in a basic view, right? So

5 they're able to I ook at two years of bill history and

6 they can also view that on -- not just on their

7 dashboard but then on their actual bill they can view

8 the last 12 nonths of billing history.

9 COW SSI ONER LA RCSA:  Ckay. So they don't have
10 to go actually to their bill to do that, it pops up in
11 this grid format, and so forth, as far as the usage?

12 M5. SPARKMAN: So they do have to access their on
13 line portal to get their user specific information.

14 COWM SSI ONER LA ROSA: | guess what I'msaying is
15 that they don't have to actually downl oad their bill; it
16 shows up here on the dashboard what they're using?

17 M5. SPARKMAN: |'mthinking about it. | just

18 |l ogged in recently. | believe when they log into their
19 portal it is available to them w thout downl oadi ng, yes.
20 COW SSI ONER LA RCSA:  Thanks, | appreciate it.

21 CHAI RVMAN FAY: Thank you. | also have one quick
22 guestion for you. You've got the scope of the project
23 for the paper interactive bill and on a nunber of your
24 slides you showthe -- basically like a little chat now
25 | ogo that pops up in those. | always appreciate those
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1 when I'mon line and |'m working on sonething and |
2 can't quite figure, you know, how to place an order or
3 do sonething that's available on there, to have that
4 access.
5 Wth that said, I'malso not a huge fan of the
6 chat bots, so when you get to that point will you be
7 able to evaluate, | guess, if custonmers are finding that
8 hel pful or if, you know, 95 percent of custoners that
9 end up with the chat bot then ask for an actual custoner
10 representative after that; is that sonething you'll be
11 able to see?
12 M5. SPARKMAN:  Yes, thank you for that question.
13 We are actually tracking that now and our next natural
14 step is to go live with the actual |ive chat
15 application. And so that's also in our five-year road
16 map. So this was our prequel, if you will, to the on
17 line real time chat.
18 CHAI RVAN FAY: And just out of curiosity, do you
19 see the bot being effective as being able to answer
20 questions sufficiently, for the nost part?
21 M5. SPARKMAN: Yes, the bot is effective for basic
22 guestions, and so just, you know, really sinple
23 guestions that wouldn't need an actual phone call, you
24 know, or for the custoner to spend extra tinme to contact
25 us with, so it is effective for basic questions.
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CHAI RMAN FAY: Geat, thank you. Wth that we
will nove on to our next presenter with Florida Public
Utilities Conpany.

MR. RAMEY: Thank you. Good norning, ny nanme is
Sean Raney. | have the pleasure of talking about
Florida Public Uilities nmobile functionality today, and
|"mexcited because it is sonething that we're grow ng
and evol ving, because we understand that our custoners'
expectations are evolving and they would like for us to
meet them through what ever commruni cati ons channel they
prefer.

So sonme of our current nobile responsive features
i ncl ude having a responsive paynent area. |In January of
2022 we introduced an upgraded paynent platformthrough
easy billing. Customers can pay by phone, text, or on
line with any nobile device, sign up for auto pay to
make paynments without a fee, viewtheir bills, custom ze
their email notifications, text alerts, and then
ultimately contact custoner service directly for any
addi tional assistance they require.

We al so have what we call easy pay where custoners
can just make a sinple one-tinme paynent with a reduced
fee, or find retail locations to make cash paynents
wi thout a fee at all, because ultimately our custoners

woul d Ii ke to have additional paynent options avail abl e
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but they don't want to have to pay for those options.
W want to give thema variety of issues.

We al so have a rebate subm ssion portal and survey
functionality. Utimtely this is inportant because
this gives our custoners the ability to view what
rebates are currently available for different natural
gas products because ultinately we want to save the
custoners as much noney as possible and al so provide
them an easy way to submt their infornmation to be able
to go and receive their rebate as quickly and as tinely
as possible, while also including a survey to get their
f eedback on the overall custoner experience and find
ways to enhance that as they nove forward.

On our -- on our site we also include tools that
allow for our users to discover new ways to save. Users
can look at different ways to save by potentially
investing in electric vehicles, conpare different ways
to save noney based on heating options available to
their hone and then also there's a cal culator for
custoners to sort of learn and differentiate how nuch
they could potentially save for different appliances
that are available to them

On our website, as well, we also include various
fornms of safety information, including hurricane

preparation and safety information that provides our
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custoners with useful tips and checklists to nmake sure
that they're prepared tinely. It also allows our users
to comuni cate through various comruni cati on channel s
for real time storminformation. This includes the
ability for custonmers to report outages via our |VR or
on our desktop site.

Custoners can report outages, verify the nunber of
out ages being reported at that tinme and verify the
nunber of custoners that are inpacted by that particular
weat her event. This can be viewed in a map vi ew or
broken down by county, just to allow for us to provide
additional information for our custoners just so they
ki nd of understand what the inpact is and what our
response is to that situation

We al so have additional nmarketing sites invol ved,
as well. These marketing sites allow for custoners to
gain an array of know edge regardi ng natural gas safety
and education. It sort of highlights the benefits of
havi ng natural gas and sort of eases the transition a
| ot of custonmers have with understandi ng the safety of
nat ural gas because sonetinmes our custoners can be a
little nervous about it. It also again sort of talks
about the appliance rebate information. It also goes
into different options available for our builders

i ndustry experts, transportation community and ot her
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future related information. And it also gives a |lot of
information specifically for our environnmental benefit
information and our sort of inpact for ERGinitiative.

For our future state ultimtely what we're | ooking
to do is build a nore responsive website that enhances
the user interface and user experience by creating a
nore inclusive environment for all of our customers,
even those who potentially have ADA requirenents to
allow for themto navigate the website if ultimately
t hey choose to use that conmunication channel. W want
to be able to provide a website that allows for themto
do that.

I ncl uded, as well, are quick links to provide
primary custonmer needs, including safety contact
i nformation, updated navigation and site structure to
provi de customer-focused experience. Then, lastly,
enhanced on line forns that are easy for users to foll ow
and allow for themto contact us as quickly as possible
to resolve their issue. Thank you. | will pause here
for any questions.

CHAI RVAN FAY: Geat, thank you for your
presentation. Conmm ssioner C ark, go ahead.

COWM SSI ONER CLARK:  Yes, the sanme question
regarding the nobile platformversus the app; what's

FPU s plans for the app?
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MR. RAMEY: We definitely have plans for an app on
our road map, but it's still something we're working to
devel op. W certainly see the value of having the
nmobil e app, but it is something that will come down the
line.

CHAI RMAN FAY: | have a quick question for you.

On slide six you have users can estinmate potenti al
savings frominvesting in an electric vehicle. Do
you -- is that a specific calculation, essentially,
that's used based on the rate that the custoner is
paying or is there nore information -- there's just a
| ot of nodels out there to try to conpare gas and

el ectric prices.

MR. RAMEY: That is a very, very good question.
| appreciate that. Unfortunately. | don't have that
answer right now but | can certainly find out and get
back to you

CHAI RMAN FAY: kay, great thank you. Wth that
we wll nove on to our final -- excuse ne, our second to
final presentation, the Gty of Tall ahassee.

MR. BARNES: Good norning, Conmm ssioners. W want
to talk alittle bit about Tallahassee's web
presentation and custoner portal. But before we start,
| want to talk a little about the strategy that went

behind it. It really was a main feature, one that was
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sonething that will sinply the custoner experience, two,
sonething that will conmbine all of the omi channels so
that we can have seanl ess, single-source contact. And
the final one, sonething that will be expandabl e.

VWhat | nmean by that is in tines of natura
di saster not only could citizens use it, but enployees
can use it so that we can have ot her enpl oyees handl e
phone calls and enter outage information so that we
woul d not have a backl og of custoners who coul dn't get
in. So we have about 3,000 enployees in the Gty of
Tal | ahassee. Wth this and then our new E-|learning too
we can train enployees within about 15 mnutes to handle
custoner outages. So that was sort of the tineline of
the strategies view that went into that.

Now to talk a little bit about the Cty of
Tal | ahassee Digi Tally we'll have Thomas Carlisle give
you sone nore details.

MR. CARLI SLE: Thank you, Janes, | appreciate it.
And good norning, all Conm ssioners, and thank you for
having us. And so DigiTally is the Cty's nobile app
that allows custoners to report things such as outages,
trees down, nmaybe even a pot hole on the side of the
road. And as all of you know, as a nunicipal utility,
we have many different responsibilities other than just

electric. And so we've basically been able to tailor an
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1 app to neet all of those needs.
2 You can even | ook up Star Metro bus routes on this
3 app and so it is basically a full feature Cty app that
4 we' ve devel oped for our citizens that |aunched in 2015.
5 And | just want to go through a couple of slides here
6 and sonme statistics for you all.
7 So the City inplenmented an enterprise-w de smart
8 grid back in 2012, and so, again, being a municipal
9 utility, we provide netered services of water, gas and
10 electric. And so we actually have hourly -- excuse ne,
11 daily, hourly and nonthly reads for all three of those
12 netered services. So the sane data above is al so used
13 to generate automatic water |eak notifications to
14 custoners. That is sonmething we're very proud about
15 because they are able to catch | eaks quickly and avoid
16 high bills. And this tool and the graphs you see above
17 are sonmething that our energy auditors use extensively
18 out inthe field to help custoners visualize their
19 consunption over the last 24 nonths or even maybe the
20 | ast four or five days.
21 Moving on now to the honme profile, this is
22 sonet hing that our custoners |ove because in a | ot of
23 ways it's alnost |ike getting an energy audit w thout
24 actual ly having to have sonebody cone into your hone.
25 And so this tool allows custoners to better understand
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Laura Mountain



47

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

how their habits directly inpact their bills and what
t hey can do to save noney.

Once a home profile is created, the tool will make
appl i ance recommendati ons that are usually cheap and
provi de great benefit to custoners. A great exanple of
this is a smart thernostat that has a schedul e feature
built in, which usually can save custoners up to 25
percent of their electric consunption.

In the md right of the page or of the picture
above you can also see that it allows custoners to
conpare their hone's usage to simlarly built honmes in
the area, which allows custonmers to know nore or |ess
their health and how they are doing conpared to other
people within the utility territory.

In 2020, with many other things going on, as we
are all aware of, the Cty actually updated our auto pay
and a few other of our paynment features. And | share
this graph because | think it's a great exanple of how
custoners will only use on line features when they are
easy to understand and highly visible.

In this case, in 2020 we opened a new auto pay
portal that allowed custoners to sign up for auto pay
usi ng their checking account and for the first tine ever
for us via credit and debit card. The response was

overwhel m ng and we have doubl ed our auto pay adoption
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1 inthe last two years and will have approximately

2 one-fifth of all utility custoners on auto pay by the

3 end of this year.

4 At the very bottom | did nmake a note that pay by

5 text was a feature that we al so brought in in 2020. |

6 can say that our college students, being a college town

7 like we are, they are really appreciative of this

8 feature and at this point one-tenth of all of our

9 utility custoners are on pay by text.

10 Starts, stops and transfers through the digiTally
11 app is probably one of the nost widely used tools. It
12 is somet hing that even when a custoner calls our contact
13 center, our contact center reps are actually -- actually
14 recommend to custoners to download the digiTally app for
15 this reason and a nyriad of others.

16 But prior to 2015, as Conm ssioner Cark had

17 menti oned, the vast najority of service requests were

18 received via mail, enmail or processed at a front counter
19 | ocation. Since digiTally went live in 2015, though, on
20 line service requests have becone the primary neans for
21 how custoners start services. Wll over 90 percent of
22 all inquiries are now handl ed el ectronically through the
23 City and through the digi Tally app.

24 And last | wanted to nention the success of our

25 power outage self-service tool. The report power outage
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1 button, which is on the honme screen of the app is by far
2 the easiest and fastest way to report an outage. In
3 | ess than 30 seconds a customer can provide their
4 address, nanme and tel ephone nunber. There is no need to
5 gi ve an account nunber or a meter nunber when doi ng so.
6 And this information is relayed very quickly to our
7 electric control center and we can have boots on the
8 ground usually within |l ess than 15 m nutes.
9 This tool has been effective -- especially
10 effective during | arge outage events where custoners are
11 trying to avoid | ong phone waits tines. To date
12 Hurricane Herm ne and M chael represent the peak of its
13 usage wth over 65,000 custoners reporting an outage in
14 t he wake of Hurricane Mchael. And so with that I'm
15 going to turn it back over to Janes.
16 MR. BARNES: As we continue to |look at ways to
17 have a sinplified single portal contact through web or
18 t hrough our app, we are still working with higher |evels
19 of technology to nake the transition easier for
20 custoners. W' ve recently depl oyed voice ID, voice --
21 which is using voice bionetrics. Custoners will no
22 | onger have to nenorize or use their ID. It's been
23 determined to be a very safe way for customers to access
24 and sinplify the process. And then working with
25 artificial intelligence and conpani es such as Nuance, by
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Laura Mountain



50

1 the first of the year we're |l ooking to have the ability
2 for custonmers to engage us through Alexa and Siri.
3 That's where we're going with our road map to | ook
4 at multiple streans to neet custonmers where they would
5 want to contact us. | throwit up for any questions you
6 may have.
7 CHAI RVMAN FAY:  Commi ssioner C ark?
8 COW SSI ONER CLARK:  You' ve amazed ne. You
9 have -- you're working on voice bionetric
10 identification? | have a cold and a power outage at the
11 sane tinme, am| going to get ny power restored? That
12 was -- that was not a question, that was just a conment.
13 You' ve al so tal ked about your rate conparison.
14 think you're very brave to do -- to do bill conparisons
15 bet ween households. That's the worst fear an energy
16 auditor ever had was a customer that has net with their
17 nei ghbor and they've discussed utility bills, because
18 obvi ously the nei ghbor takes nore showers, has nore
19 children, and keeps his house col der than they do, yet
20 his bill is lower. So your bill conparisons by house
21 are going to be very interesting.
22 | really want to go back, M. Barnes, to ask you
23 a question regarding one of the services Tall ahassee
24 offers. 1I'mjust going to take a |iberty here and put
25 you on the spot. | understand that you have done sone
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1 work with prepaid power and you actually have a pre --
2 you have a prepaid power programin place or are you
3 wor ki ng on one at the present?
4 MR. BARNES: We actually had prepaid services in
5 2017 in a trial pilot. W realized that it was a major
6 undertaking for our 18-year-old billing engine, so we
7 abandoned the trial. W're getting ready to deploy the
8 new billing systemby the end of this year, and we'l|
9 hopefully be offering prepaid services by February. W
10 do believe that it is a very valuable option for a | ot
11 of custoners, based on what we've seen, the data that
12 supports that.
13 COWM SSI ONER CLARK:  Thank you, glad to hear that.
14 CHAI RVAN FAY: Any ot her questions? | have just a
15 qui ck comrent for you. | renmenber when Herm ne hit back
16 a few years ago again and I'ma custoner of the Gty and
17 we went on the outage map and we were putting our
18 address in there and it wasn't showing up. It was
19 really frustrating at that tinme. It seens |like there's
20 been significant inprovenent on how that's reported and
21 how t hat works now, so | commend you for the work you' ve
22 done on that.
23 And | don't knowif it's an advantage or a
24 di sadvantage that | live in your territory, but I'll
25 obviously let you knowif | see any other issues going
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forward. But | think you' ve done a good job inproving
what you have there to offer

Wth that, Conm ssioners, we'll nove on to our
| ast presentation fromday County, Cay Electric.

M5. RI CHARDSON: Good norning. |'m Kathy
Ri chardson and Manager of Communi cations for C ay
Electric. I'mhere to talk about our nobile app, called
Smarthub. Clay Electric and five other co-ops in
Florida currently use this nobile app. The nobile app
is provided through National Infornmation Sol utions
Cooperative. This is the conpany that is the backbone
of the -- of the technol ogi cal solutions.

The app can be custom zed and at Clay Electric we
have branded it My Clay Electric. This is an exanple of
the app's nmain screen. The app has five nmain features:
Paynments, outages, usage, notifications and service
requests.

Menbers can make paynents via credit card and bank
draft. They can sign up for auto pay with either bank
draft or credit card to have their paynents
automatically drafted on the due date. There's no fee
for credit card paynents. There is a convenience fee if
t hey choose to pay by one of the other nethods. They
can al so make paynent arrangenents dependi ng on which

co-op they're a nenber of.
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The app provides a way to report outages and has a
link to a live outage map. It is one click to report an
out age, you just -- you click submt outage, nake sure
you have the correct location that you' re reporting the
outage for if nenbers have nultiple neters or |ocations
that are within -- within their app. And then if
they -- if they go into the app and we al ready know
their power is out, it will say at the bottom of the
screen this location is in a known outage. At that
point they won't need to report the outage.

For usage nenbers can view their electric usage
and make conparisons over tinme, and there is a
tenperature overlay. This is just one screen. There's
ot her usage screens.

The app can be used for comruni cati on where
menbers receive updates and tinely rem nders about their
accounts. The notifications are provided by email and
text, depending on their preference. They nust have an
emai | address on file with us in order to use any of the
on line or app functionality. That is a requirenent.
It's part of their sign-in. W collect that information
ahead of time. But then they can turn off the emai
notifications and only receive texts if they choose to
do that.

So there are push notifications and they can -- if
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their credit card is about to expire then they will get
a notification about that. It can nake service requests
t hrough the app, and you can see the screen there,
outdoor light repairs, it can submt questions, it can
di sconnect service or transfer service within our
service territory. It can nake any address changes or
service inquiries. |If they're a brand new custoner they
woul d go in through the website to sign up for new

servi ce.

That's nmy last slide. Thank you for your
attention.

CHAI RVAN FAY: Comm ssioner O ark?

COW SSI ONER CLARK:  Thank you, M. Chairman. |
have a question specifically for Clay, and then if you
woul d indulge, I'd Iike to go back for kind of a
guestion for all of the parties. But for Cay Electric,
specifically, I"'mprobably a little nore famliar with
your denographi cs than sonme of the others. You have
what | would assune to be probably an average age that
is much ol der than sonme of the other utilities.

What do you find in ternms of your adoption rates
anongst the different age groups? Are you seeing
adoption rates of the app and the utilization of the
technol ogy by the ol der generations, maybe, to the sane

| evel the other utilities are, nore or less? Are you
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1 having to adapt a conmuni cati ons m xture?
2 M5. RI CHARDSON: W' ve always had a comruni cati ons
3 m xture at Clay Electric. The readership of our print
4 publications is very high, so we're able to I et them
5 know about these things.
6 It's interesting that you bring that up. The | ady
7 who runs the feed store where | go did not -- she's
8 ol der and |I've known her for years and she -- she knows
9 | work at Clay, and she said she did not |ike our new
10 systemat all at first. But then, once she got
11 everyt hing arranged and working, she loves it. She
12 actually pulled up her conputer and showed ne how she
13 uses it. She does not use the app, but |oves the on
14 I i ne desktop version.
15 | would say that's been a pretty typical response.
16 Once they get over famliarity with the new t echnol ogy,
17 they're good. | think people have been asking for apps
18 fromus for years so | think -- | think the adoption
19 rate is very high. And our denographics, since we're in
20 14 counties, it varies wdely.
21 CHAI RVMAN FAY: Any ot her questions for Cay?
22 Comm ssi oner Passi dono?
23 COWM SSI ONER PASSIDOMO: | just have a clarifying
24 guestion. 1Is it one app and then you go in and pick
25 your co-op fromthere or does each individual co-op have
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their own app that they downl oad?

M5. RI CHARDSON: Each co-op has their owmn. Qurs
is the only branded one. Wen you go into the app store
it shows you which one, especially if you' ve gone from
the website it shows you the one that's for your
utility.

COW SSI ONER PASSI DOMO:  So the website directs
you towards the app?

M5. RICHARDSON: | believe so. Qurs shows up as
My Clay Electric. |It's seanless. The functionality --
and each co-op has sel ected which options they want to
offer their nenbers. For exanple, we're about to
rel ease prepay. We've had nenbers in a pilot this year
and we're about to go live with that, but another co-op
m ght not have prepay, and vice versa. But yes, the
functionality is all done through N SC

CHAI RMAN FAY: Great, thank you. Comm ssioner
Clark, if you'd like to --

COW SSI ONER CLARK:  I'mgoing to follow up on
pr epay.

CHAI RVAN FAY: | had a feeling you' d have an
interest in that.

COWM SSI ONER CLARK: | didn't realize that d ay
was in a pilot program Can you give us any -- just any

insight into what you' ve found in your prepay program so
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far?

M5. RICHARDSON: So we enrolled, |I believe it was,
about 70 accounts, and it's gone very well. The people
seem happy with it. |[It's worked seanlessly. A retiree

is in the programand he loves it. He actually ran
through the full cycle and | et his power get

di sconnected and then nmade a paynent to see how long it
woul d take to be reconnected, because he wanted to test
the full functionality of it. And he -- we asked him
gquestions and he reported back. But it's gone well.
Everything i s working.

| think it's going to be a good option for a | ot
of people. Suwannee Valley has it already. So does
Wt hl acoochee, and their nenbers love it. They're very
happy with it.

COW SSI ONER CLARK:  You used it to be able to do
reconnects after disconnects? Have you nerged peopl e
fromtraditional pay to prepay between reconnects if
they were di sconnected for nonpaynent?

MS. RI CHARDSON: You nean after they've been

di sconnected and call in? Not yet, because -- because
it was still a pilot, we haven't offered that nenber
that option. | think that will be the conversati on when

they -- when they call.

COWM SSI ONER CLARK:  Thank you.
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CHAI RVMAN FAY: That mght be a topic we | ook into
further down the road with staff on those questions.
Comm ssioners, we'll nove to the general body,

Conmi ssioner Clark, if you have a question for --

COWM SSI ONER CLARK:  Yeah, it kind of tags onto
my -- my question for Clay. | talked about the paradi gm
shift that we've seen in ternms of comuni cation over the
| ast 20 or 30 years, but | kind of wanted -- we've got a
group of communi cations experts in this roomand |'m
hopi ng that you can give us sone insight into what we're
going to see next.

We saw from postcards to tel ephones to IVRto
conputers and I"'mtrying to figure out with the snmart
grid devel opments what's going to be the next evolution
in this technol ogy and how do you as comuni cat ors
continue to remain effective.

The sad news is we're renoving face-to-face
contact away fromthe custoner nore and nore and | think
we're going to eventually see sone repercussions that
cone fromlosing that identity that we've worked in the
utility business for many years in developing. |'mjust
curious how we're going to handl e these different
mul ti-generations that have grown up and adopted so many
different styles of comuni cations preferences and how

you as a utility conpany are going to remain relative
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1 and keep your brand identity with soneone that you're

2 | osing sone of that real identity. You' ve got a --

3 you've got a digital identity but do you have that

4 face-to-face identity that you' ve devel oped and wor ked

5 on for the last 70, 80, sonme of you 100 years. That's a
6 broad question, M. Chairnman.

7 CHAI RMAN FAY: There's a question in there,

8 heard it, but feel free to respond, | guess, as things
9 change, what that adaptation |ooks |ike for custoners.
10 M5. DONAYRI: That's a great question, thank you.

11 | think what's really inportant is as a utility we

12 recogni ze all of our custoners have different needs

13 depending on where they are in their journey or in their
14 life. And so that's why it's really inportant that we
15 of fer many different options for themand that we

16 continue to stay innovative on energing trends.

17 And | i ke you heard today, so many pilots, right?
18 W pilot things, we test it, we get that custoner

19 f eedback and then we continue to iterate fromthere.

20 And so | expect us to continue doing that and that w |l
21 make sure we keep that right bal ance of allow ng our

22 custoners to self-serve the way they may want to but

23 then al so nmaking sure that we have all the features and
24 functions that they need when they do need to interact
25 with a human.
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CHAI RMAN FAY: Any ot hers?
MR. BARNES: | would just sort of add to that, as
well, it doesn't seemlike there's going to be one way,

one size fits all. You're going to have to have a

di ver se engagenent port al

As much as we tal k about

hi gh tech and digital

age,

there will

of the custoner base that that won't

factor that in, as well.

stil

r each,

be a segnent

and you nust

As being a Katrina survivor, |

can tell

you in tines of crisis,

a lot of the digital

stuff does not work. You must be abl

pl an B when those things happen.

e to have a backup

So what we're working on is sort of a snorgasbord.

In those areas where we need digital

engagenent and the

custoners accepting it,

we want to provide that.

In

t hose areas where they don't,

we don't.

Artificial

intelligence wll

be a mai nstay on how we gat her data

from what the choices actually are.

And so that's how

we're trying to sort what we do and what we don't.

CHAI RVAN FAY: Great. Yeah, go ahead.
M5. SIMS: | was going to add, just to add on to
what fol ks have already said, | think what we've got to

make sure we focus on are those transactions that are
best served digitally, let's nake sure that we have

those right, and that we | eave the voice channel for

t hose hi gher nore custom zed type of

i nteracti ons that
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involve -- that really do need a conversation

The things that -- paying a bill, starting
servi ce, understandi ng usage at a high glance, so you
have -- and call sonebody that's nore of an expert to
tal k about the details of that, that's what you really
want to provide that personal engagenent for, while
maki ng the rest seanl ess.

And where we want to go with that is nake it at a
circuit level, So as the grid inproves, and as we have
new edge technol ogy on the grid, be able to use that to
be able to give an inproved what we're providing
custoners digitally, and that's going to be the next
wave of where we go.

CHAI RVMAN FAY: You have a conment ?

M5. SPARKMAN: | would just add on to say it's al
about channel s of choice and naking sure that you're
connecting with your customers when, where and how t hey
want. And | think at the end of the day it's about
remai ning flexible and ninble and |istening to the

f eedback, conform ng and remai ni ng easy to do busi ness

with.

CHAI RMAN FAY: G eat.

MR SHNIDER:. I'Il mention one other thing. W
call it the any channel approach, so as we're buil ding,

we have to be thinking about, you know, what are the
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1 future channels so we're building -- so that we're ready
2 for whatever the future channels m ght be.
3 But you talked a little bit about the loss of the
4 personal connection, and | think we can build that
5 personal, | think that personalized experience, through
6 | everagi ng our data and delivering on digital channels.
7 You know, we have a little nore than
8 five-and-a-half mllion custoners or accounts on the FPL
9 side. W had 90 mllion visits to our website and our
10 app, but we al so, back to the communications side, we
11 had 150 m | lion conmunications that were sent out via
12 emai |, text, push, and voice. So we are having
13 significant touches and comuni cations with our
14 custoners to be able to have those personalized
15 conmuni cat i ons.
16 CHAI RVAN FAY: Okay. And | had a general question
17 that was touched on a little bit. There's a |ot of
18 comuni cations through the apps, the text messages,
19 through emails. The Conm ssion has tried to put out
20 sone notices and you have done the sane to custoners
21 about scans and this information that conmes to them
22 And I'ma big supporter of innovation and technol ogy,
23 especially in the area of power and consuners. A |lot of
24 t hi s makes sense.
25 | recognize it's not for everyone, but with that
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1 said, is sonme of the noving custonmers to apps, does it
2 start to mtigate or mnimze sone of the issues in
3 fraud or scanms? From what | understand, a push
4 notification froman app is very unlikely to be
5 fraudulent. An email that says it's froma utility that
6 may look a little bit different, it's hard for consumers
7 to understand that, so we're -- I'mreally grappling
8 with how does the utility conmunicate proactively to a
9 custoner and that custoners knows it's a valid
10 notification fromthe utility.
11 MR. SHNIDER: That's a tough one, because, you
12 know, as we continue to expand our capabilities, so do
13 those that are trying to cause fraud, right? But the
14 nobile app is a great tool for push notifications today.
15 You see very little of that where the push notifications
16 are com ng from sonet hi ng ot her than your specific app.
17 But we do a |ot of communication around fraud and
18 scans, and we have pages specifically on our site to
19 address that so that if things are happening we'll put
20 alerts up on our site then drive custoners over to read
21 about it to nmake sure they're not -- it's a big part of
22 what we have to deal with
23 CHAI RMVAN FAY: Just one final question. There
24 does seemto be sort of an intersection between a
25 custoner service and technol ogy conponent so |I'm curious
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how -- and maybe it's not a proactive approach, but how
you encourage or informusers as to how to use these new
t echnol ogy services and how that intertwines with
customer service.

And maybe to sinplify the question, are they two
different people that are directing or informng the

custoner this is how you go to the app or this is how

you install it and this is how you use it and then
sonebody else is explaining the bill, or do you find
that those -- your points of consuner interaction, those

i ndividuals need to be qualified to do both of those
t hi ngs?

MR. RAMEY: That's a great question. Fromny
st andpoi nt and from our standpoint we believe that's a
conmbi ned skill because we would |i ke to nove away from
transacti onal conversations and have nore rel ational
ones where we're able to have those conversations such
that we're able to explain how to use the technol ogy but
then also sort of wal k the custoner through it in a way
to sort of nake sure that they have a positive custoner
experience and understand really how to use it going
forward. But we believe that it's conbined so we train
ours to do both.

CHAI RVAN FAY: Cay Electric?

M5. RI CHARDSON: So we woul d hope that every
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1 custoner service representative in the call center can

2 help with the app, especially getting the nenber

3 regi stered and started with it. Wth the smart neters,

4 the data that comes in has been invaluable for our

5 energy services analysts. They can | ook up the nenber's

6 i nformati on and then even through a phone call they can

7 wal k them t hrough | ooking at their usage, all of those

8 t hi ngs.

9 |"ve done it nyself. | just did it on Sunday with
10 a friend. | showed himhow he could use the app to see
11 his daily usage. So | see it as the role of al nost
12 every enployee at Clay Electric to be able to assi st
13 with the app or the on line portal to help the nenber
14 understand how to use it best.

15 CHAI RVAN FAY: 1'ma |learning you can do

16 ever yt hi ng.

17 M5. RICHARDSON: It is true, we -- we really live
18 and breathe that touch, and we live in the comunities
19 we serve.

20 CHAI RVAN FAY: Any ot her comment s?

21 MR, BARNES. | want to also say that's sort of the
22 same direction that we're going in, as well. Wth

23 technology we're allowing for a custoner service rep who
24 logs in, that ID has been identified to help a custoner
25 in the past; if you call or conme through the web through
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chat, and you are avail able, that custonmer would go back
to that sane representative to sort of help develop the
rel ati onshi p, because there seens to be a higher trust
value if they've talked or interacted with them before.
So we're building the intelligence into the technol ogy
to enhance the rel ationship, as well.

But that drives us to higher enpl oyee chall enges,
so the skill set, the training, the enployee retention
is becom ng even nore so as with everybody el se right
now.

CHAI RVAN FAY: It's harder to have that type of
with all custoners. Well, thank you all for being here.
What | would like to do -- that wll conclude the
portion of the internal affairs. |[If you' d |like, you can
stick around to listen to our reports fromstaff.

You're not required to do so and so we won't be offended
if you get up and nove on to the rest of your day. But
with that we really do appreciate you bei ng here today,
and a special thanks to Conm ssioner Clark for raising
this issue that | think is extrenely interesting, and we
appreci ate your tine.

Wth that will we nove to our Ceneral Counsel's
report. Mary Anne?

M5. HELTON: Good norni ng.

CHAI RVAN FAY: Good to see you.
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M5. HELTON: You get ne today because your Ceneral
Counsel is at DOAH along with a teamof |awers fromthe
appel  ate and rul emaki ng section defending a rule
chal l enge for your pole attachnent conplaint rule. And
so that is still going on right now and hopefully we'l]l
be finished by the end of the day. And we have no ot her
report.

CHAI RMAN FAY: Great. Thank you. M. Baez, our
Executive Director report.

MR, BAEZ: | didn't know how much I would m ss ny
Ceneral Counsel. Happy to have Mary Anne. Actually I
made her --

CHAI RVAN FAY: It's an upgrade?

MR. BAEZ: | think I have an attachnent.
Bada- boom boom Kidding aside, |I've got some sad news
to report. There are still people, Comm ssioners, in

t he buil di ng who renenber Joe Jenkins, a former Director
of Electric and Gas, what we now understand generally as
our engi neering section. Joe was a Director for nmany,
many years, and an enpl oyee since 1971. But as | had
started saying, there are still people in the building
that owe their know edge and have a direct connection to
Joe's nentorship and direction over the years.

And he passed away over the weekend and, you know,

t hose who knew hi m personally | think many in the
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1 buil ding would i ke to know of his passing. |f anybody
2 is -- if anybody needs details just contact ny office
3 and there are arrangenents that have been nmade, and we
4 can pass along the information.
5 Joe was a great guy, an avid fisherman, and
6 probably the | ongest serving Mam Hurricane known to
7 the Commi ssion. So go U He also had -- one of the
8 things | remenber himnmost -- and I'Il keep it real
9 short -- but he had the single greatest nanme for his
10 boat, and it actually brought the whol e thing together.
11 H s boat was naned the stranded investnment. Now, | f
12 that doesn't evince a commtnent to regulation, | don't
13 know what does.
14 | also wanted to -- you know, | can't |eave a good
15 Andr oi d- Appl e chal | enge unchal | enged, rather, and | just
16 wanted to -- | just wanted to point out that, you know,
17 it takes -- it takes like four Apple downl oads to do
18 what one Android downl oad can. You know, you've got
19 your i Phone and your iPad and your iWtch and your eye
20 patch and your eye doctor and, you know, all of that, so
21 | think the nunbers are a little skewed. And that's al
22 "1l say about that.
23 Your next -- this is -- actually, the
24 presentations were really good because they act as a
25 great segue to the next com ng Commi ssion wor kshop,
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1 whi ch as an announcenent is scheduled for May 17th, a

2 Tuesday, 9:30 is the Comm ssioner's workshop on

3 hurri cane preparedness. And | think that that is --

4 al though it probably shows up fourth on the functions

5 list of the presentations that you heard for -- what is

6 it -- eight nonths out of the year, roughly, or six

7 nmont hs out of the year, it's nunber one, the outage

8 report.

9 So it's a good segue, so, again, May 17th is the
10 Comm ssi on workshop and we're | ooking forward to it. It
11 is also followed -- will be followed by I A Again,

12 thanks for the tinme and thank you for the presentations,
13 and thank you, Conmm ssioner Clark, for follow ng up on
14 the subject matter.

15 CHAI RVAN FAY: G eat.

16 MR. BAEZ: |If you have any questions, we're here
17 to --

18 CHAI RVAN FAY: No, just why you think 20 percent
19 of the population is smarter than the other 80 percent
20 wi th i Phones, but, you know, it's a -- it's a wel cone
21 argunment .

22 MR. BAEZ: Well, again, | think it's a nmuch higher
23 nunber. | think it's a much higher nunber, because,

24 again, with all the downl oads, you know -- but don't get
25 me started.
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CHAI RMAN FAY: Geat report. Thank you, Director
Baez.

MR. BAEZ: Thank you, Conm ssioners.

CHAI RVAN FAY: Any ot her comments, Conmi ssioners?
Wth that, Internal Affairs is adjourned.

(Wher eupon, the proceedi ngs were concluded at 11:05
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