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SDG&E’s Customer Journey
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Engaging customers and building
stronger relationships

ithith =3

Interactive
Energy Marketplace

Energy Insights and Rewards
Home Energy Assessments
Social Media Campaigns
Rate Analysis Tools

Alerts and Notifications

Proactive

Next Best Offer

Rate Reform Microsite
Personalized Video Bill
Enhanced Bill Ready Notification

Specific Programs Educational Videos and Webinars Community Partners

» Collecting and Responding “Energy Diet” Media Campaign Home Area Management
to Customer Feedback Solutions

» Payment Plan Options

Reactive

» Dedicated Hotlines for
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Roadmap to the Future
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PRE-RATE REFORM b ~D o
2013 — 2014 Segmentation and personalization e R e
Awareness — . - % ~&) a5 s
communications to ALL residential — g Q ,ﬁ
customers...”Change is Coming” | —% Soevaler
EL1|Il-||.ahf |_— e | ﬂ
RATE REFORM - STAGE 1
2015 . . .
A w4 + Reforming electricity rates — 3 tiers
cknowledgement & = . ST
Agreement « Tailored communications that allowed

customers to make informed decisions

Con’_upare Pricing Plans
201 6 RATE REFORM _ STAGE 2 bl?e if :.EL:_EJI‘. save on a new Ilnn-

. i . Whenergy ™ pricing plan
« Reforming electric rates — 2 tiers

Action ) _ : _
» Refreshing segmentation to deliver consistent
and relevant communications pcknowledgement .
&5995 9@6%?’
2017 — 2019 RATE REFORM - STAGE 3 4
Action & « Reforming electric rates — 2 tiers plus Super User
Acceptance « Enhancing Proactive and Interactive Capability

* Preparing Customers for Time of Use



Time of Use Education and Outreach
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lllustrative Residential Customer Journey

STAGES Pre-Transition — Creating Awareness and Moving to Action
! Day to Day Business ] Awareness Discovery Proactive/Interactive Action
" @'
Social Media Community
Neighbors Friends and Involvement e ool
i ange Operations
Family ge Op: P
" H b Customer Rebates &
ite/Vi Ome an! Contact Center Offers
Billing
Solutions I Budget
_ v Sustainability Moot ment
% Monthi Network Tools
Bill .
=) Customer Payment Media/News Community
" Events
FY Interaction
I Points
< Targeted
= Social Community Communications
2 Media Associations E Value Added
Products &

Financial

the conversation —
shiftfrom
rates to value

PR

Solicitations —
MaillPhone Calls
instiutionsidebt™s__ ( QUOF | S
collectors
Broaden [E * Understand customergoals to connect

+ Create a plan for each customer

* Increase communications and be proactive
+ Make it easy

Personal
° Connection

customers to offers that matter

e —

©

ESS Team

Packaged
Solutions

Field Technicians

Social Media
Personalized

Services
Local
Resources

Give me insights, set
expectations, start an
ongoing conversation
about my needs and

Energy
Solutions Plan

roactively
: create a plan
[ for each
| customer
\,

goals

Building on lessons learned through TOU Education and Outreach
for our Small Business customers

¢ Understand
customer needs
and journey

* Define go to
market
experience

* Pilot
communications
and processes
with customers,
partners and

* Proactively seek
feedback from
all parties

* Measure
effectiveness of

employees

program

* Analyze and
enhance
communications,
process, training
and support
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Residential Segment Summary

o
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. Higher than average

O Average

O Lower than average
Desired Relationship with SDG&E
Interest in TOU rate
Importance of Lowering Electricity Costs

Importance of the Environment

Actions taken / will take to reduce
electricity use

Interest in Energy Management Tools

Engaged Green

Budget-Constrained

Greens

Unconcerned

Disengaged
Traditionals

.

Energy Indifferent

Independents

Prefer mail
Communication Preferences Higher for Higher for mail Generally prefer (infow/bill & Higher for
email, online (infow/bill & electronic direct mail) email, online
channels direct mail) channels channels
Lowest for
Lower for direct Highest for electronic & Lower for direct
mail personal personal mail
interaction interaction
Median Age 47.5 43.0 46.0 60.0 38.5
Household Income . O . O o
Own / Rent Home 76% OWN 73% RENT 72% OWN 83% OWN 70% RENT
Average Square Footage 1984 sq ft 1086 sq ft 1981 sq ft 1676 sq ft 1125sq ft



Meet the Zarates Family - SDGE

Engaged Green Ag/)SempraEnergy utility”
3 Bedroom Home Average Monthly kWh:
1,691 SQFT | No pool 730 kWh
Climate Zone:
Inland

Key Characteristics of Engaged Greens

v Interested in engagement with SDG&E
v' Higher than average interest in reducing energy use and costs
v" Very concerned about the environment and climate change
v' Higher than average interest in SDG&E EE programs and energy audits Monthly Bill Amount:
v' Among highest of interest levels for energy management tools 1 98
/month
; $

Higher for email and online channels, lower for mail
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mm—o-m, Microsite
B R C LS Personalized Video Bill
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My Account : )
Educational Video
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: . = Digital Advertising
Bill Ready s (Banner Ads)
Notification e @
Umbrella - '
message ! Bill Inserts 1 ,
: Social Media

. Targeted

meszage
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Video Bill

Customers have said....

“It was a great way to

so that it was easily
understood. Great job!”

simplify a lot of information

September

Hi
Caroline

Here's a personalized update
on changes to your energy bill.

4

Account
Summary

and in 2016 your bill will
move to a two tier structure

Total Amount Due  $495.93

“It was different and
exciting to see
something new”
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“Innovative way to
connect with and
educate customers”

Caroline

Bill Account:
XXXXX26403 (9325)

“| liked the video because it
made it easier to understand
my bill, unlike trying to figure it
out on my own”
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AT 3 Easy Steps

- W’g the future of energy 1. Go to sdge.com\ratereform
\at Ca‘llformas changing rates may mean for you 2.  Answer a few short questions
3

. Information tailored just for you!

Utility bills are changing

SDGF
In late 2013, California passed a law — Assembly Bill (AB) 327 — to modernize —£

the state’s energy rate structure. a g'w.lmn " _

The goal of AB 327 was to make electric rates easier to understand,
as well as establish more equitable and transparent energy pricing.

SDGF ¢ formest matn Here are some
e it solutions just

fa® e — e fOF yOU

My Account Customer Service Residential Business

We have personalized
*  Onding Soff Service

Residential -Saving Ti
Options solutions to help you lower Ssidontiel Energy-Saving The

Personalized solutions, just fol

""""""""""""""""" Email
your energy use and save
* Emad Us Answer the questions below to get personall o ADOUL SIONT Meters
on your bil on your bill.
Telephone :
Residential: 1-800-411-7343 1
Business: 1-800-336-7343 Emall
Sisesilon'd Do youiown orirent yous e i Marketplace for Energy Efficient
ion 1: DO you own of rent your : .
Follow Us Telephone Products With Rebates
’ . @ [ @ ovn Resdencal: 1-800-411-734) https:/ /marketpl. sdge.com/
f (] Wl RENT Butiness: 1-800-306-734)
Question 2: If you own, when was your home bl . c
AFTER 1990 Follow Us y 'I'rmmonlt
Ty 40 money

wummwwmm
from your umartphone of Labled when you tign

Microsite
BEFORE 1990 wy n @ g Hor
(52
R L)

Pav vamabard Woles B Question 3: What is your household income:

WEAL ([. .}:I E- Above $50,000 a year D s o o o
m kit Vi Below $50,000 a year ul 2
e ﬂ R Question 4: Do you have central a condtorl For more information on
i electric vehides visit
Beaftal ddmmifining i http://www.sdge.com/clesn-energy/ev-rates
IBasaed A

Question 5: Do you own an electric vehicle?:

....... li @ 8
YeES 4

. I--..‘ Ean el Hedia
9
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Community Outreach & Engagement

| /5 SouthBayy
e 8y Union School District i
Kalusugan . . ' = Foundation Education + Liked
espsdge fo.me/8FXks1bDW #SBUSED
k Ft .
N hanks SDGE for their sponsarsh;
YouTube ght event! rship of October gt Casino

588 Reap rewar,
ds for sayi .
Water Savings Tips from I Love aCleanSanDi... @ « ERCVATSN:NIEN, ooy electicil on hot

! * Receive ] You know
;) A \ : | r a day-ahead alerti - See More en to save, A
19 ,
@ san Diego Oasis
7 SDGAE has tools that can

f f 15
|5 saving money one of your goais orlZ?{EE
nelp. £nroll in energy use Ialeﬁs o hedpe\;en o
goals receive Usage notifications an

repart. Envoll today! #espsdge

p you on track. Set spending
et a weekly energy use

Water Savings Tips from | Love a Clean San Diego

Eric shows us some easy tips to reduce our water use around the house § 4,(:_1 Deaf Comm“”"}' Services of San Die
the yard. Produced for | Love a Clean San Diego. www.cleansd.org Spon go
by SDG&E Spring i .
| usﬁngg‘?g?&e;ergy Savings. Discover what's ysin
inle ; -
e S 5 online togls. Log into yoy g energy in
9&.com/myace your personal energy p

~Count and start saving today. #e sdge
Engagement Results ... just a few ——

your home py
ortal @ ’

285 community partners — Energy Solutions Partner Network -- directly
engaging customers in rate education & solutions

Nearly 3,000 activities including events, presentations and solutions
messaging through online and social media channels

* Over 1,000 energy saving solutions messages reaching 2,000,000+
potential viewers

* 16 Customer Solutions tailgate events at SDG&E Branch Office locations
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If you're having trouble viewing the images in this email, please log inta My Account for your energy use details.
SDGF
—
A sempratne

Electric Consumption Alert

Fiy Erey Coirwaim | Bty B4 Dutadi | Anyze My 5 | By Bsargy Survry | My Eriegy Lie

Account: XX0XXE076

My Emergy Meter: J00(X7202 (7527 GIRARD AVE) Your Energy Use At Home
) Week of 01,/18/2016
A A— - Details as of: 01/21/2016
Manage your energy costs by knowing how much you
it e Estimate Rulated Links Days into Billing Cycle: 13 use. Log into My Account to start a full analysis of your
T b0w T8 dars 8 pawe Eag orile, My Bl Highlights - ¥ Pur sy bl C=xg 7

§ e e caag dacramnad for s bl Bill Account: XXXXX71553 (1710)
Evmated Tast e Datn

[ You've reached a new pricing tier (tier £1) and your electricity use to date is 244 kwh. Your next Days into Billing Cycle: 19
i bave monitioes abewt peur BT Ge b B Total Days in Biling Cycle: 29
Feryraved B4 fia Harth L G ] bill date is 02/24/2016. End of Bill Period: 02/03/2016
Tha pdita s b of pour o Bill to Date: $76.26
thoat i sty of o . i .
Based sn foa aresih uag e urark baing MW Doat My Home Usa Ensrgy? & ki . . Projected Bill: $127 - $172
prst Tl Comm SFLEMLY i VALY Entrgy Learn more about tiers here. To analyze your energy use, log in to My Account.
whem Does My Heme Use Energy? & W
-:.n.m--u O Ligng 121 ¥ o Fanten
= Ol Mg 158
i e L B

By 36 Gas Use Summary

B ki 11 %— Meter Number: XXXX8887
" - Gas Use: 17 Therms since 01/06/2016
6 || [TT1 - S22 spending alert
s
m

r Number: XXXX9026
ek more COmphane pEur T DoTi O Qe Elactric Use: 432 kWP\smce 01/06/2016
siam B2 BEBIFGN EF JTL SRRy Ll

B -

Hgter: |Blosine - phoatad 8 How Does My llse Compare? [ @ csmated aata
Master Highlghes . ) Account: XO0XX68016 (9933) Daily Electricity Use Electricity Cost
® o wd 454 S gnce var bt 48 Details as of:01/28/2016 s Your Usage perin
m P Eedecs Yoor Uoe Duys wers schaduled - - 432 kwh =
n ﬂ‘ul bl e, S
Hy Lo ma can ghow ma ow | aen You've exceeded the spending goal of $25 that you've set and your projected bill for the month is | E
ararg.

$44 - $73. Your next bill date is 02/24/2016.
My Neighborhood -
Totn! Coan. 475 0L o S/400L2
g s

407 kith
Comparison 2t
£ T2
H 150
bl T 54 kwh
= = = . To analyze energy use, log in to My Account. Al
F— — your energy use, 5 o
Tert
182 148
My B 213 kiwh
) Tetal ) Elactricity ) Gan & o Tsun
o118 |a115s | 01720 o121 |aiiez |01z o1 /24 |
Four borns used s arangy thas mask of S
e ez

o, Lnaen 42 wen by g — Estimated Data™:
™ % Missing Data*:

P Energy Use Alert

“All calculations are approximate and may includ estimated or missing data. The data, analysis, 2nd recammendatians presented
witin this summary are based on esimates and pojectons. and are Plasse refar to y y bill
Lal use infarmation.

OO O O OO e ] Warm Up to Winter Savings

Account: XI0OXXE0976

« Trim heating costs by about 5% for every 2 degrees you lower the furnace thermostat.

Set it to 68 degrees or lower, health permitting.
Meter: XX0X7202 (7527 GIRARD AVE) s Check your furnace filter once a month and clean or replace it, as recommended by the
e manufacturer.
Pt ismbied Wales f Details as of: 02/02/2016

Hy R Click here for more saving tips.

()

Your current energy use has exceeded the 25.00 kiwh that you've set. Your next bill date is SDGAE does not quarantee the delivery of the weekly energy use summary, as it may be delayed or undeliverable for reasons
02/24/2016. beyand our control.

SDGAE values your privacy. Check out our Privacy Policy and our Privacy Notice.
Please do not reply to this email. For assistance, please email us at info@sdae.com.
To manage your email preferences, click here.

Sender's business address is 488 Gth Avenue, San Diego, CA 92101 © 2015

To analyze your energy use, log in to My Account. San Diego Gas & Electric Company. All copyright and trademark rights reserved.
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Bill Ready Notification
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T
Before |
aw000 ATAT LTE % 9:00 AM 79 5 96w My Account: Bill Ready Notification n Your 13 Month Electricity Usage
£ Search ANV A (A Sempra Energy wie
Highest usage point (demand) this month:
From: do-not-reply@sdge.com Hide You used 50 kW on Aug 22, 2016 from 7:00pm to 8:00pm

To: Customer @
Amount Due S167.26 Meter: #####111
. - Sept 20, 2016 Current Rate: Residential TOU

For account ending in ***++06. 2 (1234 FIRST ST)

View or Pay Bill =

SDG&E My Account: Bill Ready Notification

September 01, 2016 at7:02 AM

2016

3,000
2015

(=]
Re: Bill Account # FIRSTD;.\TEE;)HJI o To see your complete account balance or any bill corrections, % l l I l
Amount Due: $167.26 o
Online Automatic Payment Pay Total Amount Due @ %
Information: not to exceed E
$350.00 2 day(s) before £,
the due date. § _%
=

Payment Due Date: 0, 201¢

1,000

Your current SDG&E bill is now available online at My
Account. View this month's bill inserts which
includes our newsletter and regulatory notices.

please review your bill. I I |
How are your current charges calculated? I
H uw
Amount Due ﬂ . I I I
. [

$167.26 l

AUG SEP OCT NOV DEC JAN FEE MAR APR MAY JUN JUL AUG
@ onPeak Super Off Peak ([} Off Peak

» Learn more about peak periods

Using My Account you can also:

* Analyze your bill changes

« Set up spending alerts

» Get a forecast of your bill

+ Make a one-time payment or schedule online
automatic payments

- ’ R Savings Alert

~ = N =

California is fighting climate change and so can you! Your bill includes a

Electric Usage 4 Electric Delivery Demand Charges Climate Credit from a state program to cut carbon pollution while also
$36.77 $72.89 $18.40 reducing your energy costs.
Mew i it TR 6 Gas Usage @ g?lg)llgirca%usrpose Taxes & Fees * Learn more at Energy Upgrade
UT_‘}:] —_— $15.98 $14.47 $8.76
- Eaorutien Vi
L o (O] 'y Other Charges Something new is on the energy
i il $0.00 horizon
Earasn | e
'!‘& i | s Lo
Learn how California is modernizing

electric rates and ways you can save.

e Coming this month! 12
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Challenges of Today’s Customer

...............................

S seconds

Average attention span of a US adult

5 minutes

Average response time to a text

RAH AT AR

The Telegraph, September 30,2015
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Personalized Bill Video

Tawe )

Home Energy Report '\ e
Meeting Our o .
Customers

Where @ = T |
- €y Are CARE

Postcard

Microsite

Community Outreach

Contact
Center

Branch
Offices

14



Thank You
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