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The Customer-driven Future

Michael Herrin

Director Customer Service
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Presenter
Presentation Notes
Emera Inc. is a geographically diverse energy and services company headquartered in Halifax, Nova Scotia with approximately $27.5 billion in assets and 2015 pro-forma revenues of $ 6.3 billion. The company invests in electricity generation, transmission and distribution, gas transmission and distribution, and utility energy services with a strategic focus on transformation from high carbon to low carbon energy sources. Emera has investments throughout North America, and in four Caribbean countries. Emera continues to target having 75-85% of its adjusted earnings come from rate-regulated businesses.

In September 2015, Emera offered to buy TECO Energy for $10.4 billion.  The acquisition closed on July 1, 2016




Peoples Gas System

e |ncorporated in 1895
e Largest LDCin Florida
e S1.1 billion of assets
e 370,000 customers

* PGS Operates in 37 out 67 counties in Florida

e Over 12,000 miles of gas mains

e QOver 6,800 miles of service lines

e 220 miles of transmission pipelines

e Annual gas throughput is 1.8 billion therms

AN EMERA COMPANY



TDPOWER

AND ASS50CIATESS

TECO PEOPLES GAS

“Highest in Customer Satisfaction With Business
Natural Gas Service in the South, Two Years in a Row”

TECO Peoples Gas received the highest numerical score among providers in the South region in the J.D. Power 2016
Calendar-Year and 2016 Gas Utility Business Customer Satisfaction Studies. 2016 Calendar-Year study based on 10,121
total responses, 9 Southern providers, and measures the opinions of customers who spend at least $150 monthly on gas,
surveyed March-December 2016. Your experiences may vary. Visit jdpower.com AN EMERA COMPANY

PEOPLES GAS
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We understand the Gas is a choice fuel.

This award is very meaningful to the employees of Peoples Gas and I am happy to be able to share their achievement with you today.


Why CRM?

* Modernize our infrastructure

e Streamline and standardize business rules and
practices

 Grow our capabilities to meet customers’
evolving expectations for internet-based
service

e Establish a platform to accommodate our
growing business and a foundation for further
modernization
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CRM implementation will:
 Modernize aging infrastructure to reduce risk. Our two Customer Information Systems for Electric & Gas were over 30 years old.  
 Streamline and standardize business rules and practices that today require considerable manual processes and work-arounds.  
 Grow our capabilities to meet customers’ evolving expectations for internet-based service. 
 Establish a platform to accommodate our growing business and a foundation for further modernization with Advanced Meter Infrastructure (AMI). 


CRM Business Benefits

Meter to Cash

* Meter Management
e Billing & Rates

e Credit & Collections

e Customer Service

* Analytics & Reporting
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Presentation Notes
 Meter management – From purchase to installation to retirement, CRM will improve the life cycle management for meters and associated devices. Meter reading and validation processes are within scope.  
 Billing and Rates – CRM will address the invoicing and posting of revenue, including tariffs and taxes, to customers for provided services.  
 Credit and Collections – The project also will impact the way TECO establishes credit and deposit rules, collects and manages accounts receivables and posts to financial statements.  
 Customer Service – CRM will streamline TECO’s methods of establishing and maintaining customer information for purposes of serving, marketing and supporting the delivery of energy and non-energy products. 

While CRM will not replace TECO’s Work Management systems, the planning, scheduling and dispatch of short-cycle work – including turn-ons, turn-offs, final reads and more – are within scope.   

 Analytics and Reporting – Improved visibility of customer accounts and transactions will provide analytics for better business decisions. 


Bill redesign

= Redesigning bills and developing
new combined bill
— New look and feel

— Shared with residential and R " | :_"'f__ ACCOUNT STATEMENT
commercial customers for feedback < S P

— Combined bill for multiple services p— e [

will be offered after go live,
minimizing impact
= Qrienting customers to the new bill

— Narrated video tutorials (online,
mobile-friendly)

— Bill guides (print and downloadable)

PEOPLES GAS

AN EMERA COMPANY
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TEC Residential
PGS Residential
Combined Residential
TEC Demand
PGS Commercial
Combined Commercial
Net Metering

Bill guides (print/PDF)
Onsert as part of first new bills (July)
Ongoing in new customers’ bills
Leave-behinds for community meetings
Inserted in newspapers as part of awareness campaign
Downloadable online

If questioned about the Gross Receipts Taxes being above the “Natural Gas Service Cost” and “Electric Service Cost” lines, this is a change that we requested during the “rule-change” activity late last year.  The rule changes were approved by the Commission in early December; however, the revised rule will not become effective until the Department of State adopts it.  A few more weeks at the earliest.  We anticipate that it will be effective by “Go Live”.   Some of the Staffers will not have been involved in the rule-making and may not be aware of this change.  Chances are no one will notice unless they compare our bill to current or other IOU bills.



http://tecosupport.com/your-bill/

Online account — 24/7 access

tecoaccount.com

v
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View and pay bills
View billing & payment history
Real-time account balances

Report electric & streetlight
outages; get real-time updates

Report electric outages for
a location other than yours

Enroll in Budget Billing,
Direct Debit and

e-Bill paperless billing
Update contact info

Web, mobile and tablet
accessible

YOUR ACCOUNT OUTAGES & SAFETY YOUR PROFILE MESSAGE CENTER

Start or Stop Service Report an Outage Unread message(s)
Update Bank Info .a. Safety information A 1 View all messages -

BILLS AND PAYMENTS | YOUR ACCOUNT | OUTAGES AND SAFETY | YOUR PROFILE | MESSAGE CENTER | HELP | CONTACT US

Privicy | Legal | Accessbiity 'y
Copynght © 2016 Emera Inc. All nghts reserved Find us on social media | £ |

PEOPLES GAS

AN EMERA COMPANY
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Available from desktop PC or mobile device
All customers will have online access to their accounts – not just customers enrolled in e-Bill.
Things you will be able to do:
View and pay bills online
View billing and payment history
Real-time account balances
Report electric outages�and get real-time outage updates



External communications

Nov Dec Jan Feb Mar
Go- Live

#

Newspaper inserts

Radio *>

Digital/online ads

Advertising
Campaign

>

tecoenergy.com/more
(mini-site with bill guides, tutorials, FAQs) - *

Web banners on TECO websites pe -

Social media
(blogs, e-News Updates, Facebook, Twitter) * *

Bill inserts and bill messages & . R < ¢ . 4
News release e

Ambassadors
(team members in the community) * -+

Constituents and high-touch customers .
(Community Relations and Key Account Managers) g *

Automatic Recurring Payments

Budget Billing

* ¢ ¢

PC Banking
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External Communications: General Awareness/Mass Comms
***Samples of each are in the binder***

Automatic Recurring Payments
Draft date will be due date for all customers with automatic recurring payments (Direct Debit)
Budget Billing
Changes to Tampa Electric’s Levelized Billing Program
e-Bill
Paperless customers will log into tecoaccount.com to view and pay bills online
PC Banking
Action required: customers must update their banking information with their new TECO account number




The Things You Will Do...

Before

Building a strong future together

So about that promise to shave my head...

On Dec. 30, when we stood at the precipice of the biggest customer service upgrade in 30
years for Tampa Electric and Peoples Gas, | made a promise: If everyone directly involved
in CRM reported to work to do their part for a successful go-live, | would shave my head.

‘Well, my friends, take a good look at my picture —and also the scientifically accurate image
below it. Because at 3 p.m. today, my hair will be a lot shorter. We're even going to
livestream the experience here for those of you who want to see but can't be at Ybor when it
happens. I'll do my best to face this moment with courage and resolve in honor of a team
that has been outstanding in every way for the more than two years leading up to Jan. 4

Yes, I'll feel a little lighter. But all in all, you should feel great for what you did to lead TECO
into the future, even as we continue to work through new processes for ourselves and our
customers.

You could have made go-live a close shave. Instead, I'm proud to be the one who gets
shorn — because | couldn’t be more proud to work with this team.

Thank you for making CRM a success!

#WeGotThis

#WeGotThis

PEOPLES GAS

AN EMERA COMPANY




Our Results

Meters are being read

Bills are getting out

Payments are coming in

Operational Performance in Contact Center

Minimal Media Attention
— SSN
— Payment Provider




Keys to Success

Mindset: Top Priority assigned from Top Down
Customer Readiness

Solution Readiness

Business Readiness

Hands on practice sessions

Support Readiness

Ramp up staff

Align goals with your System Integrator

O 0 N oLk whRE

Keep your friendly regulators informed
10.Super users

AN EMERA COMPANY
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Take the pain early (before go live)  
Extend the go live date if you’re not ready (either the solution or business readiness)
Keep the pressure on during the project.  The harder it is during the project, the easier it will be post go live.  Pace yourself for a marathon; Build the team as you go
Mindset:  Top Priority assigned from Top Down, Quality First, Use your strategic drivers for decision making; Go yellow early, Insist on dedicated A team, If it doesn’t hurt, you’re not doing it right. Plan for things to go wrong, #WeGotThis
Customer Readiness – Know where they’re impacted and proactively communicate
Solution Readiness – 4 ITCs, 5 Parallels, 5 Mock data loads; Full Dress Rehearsal(s); Data Catch Up practice; data conversion reconciliation; Integration discussions early across the business and vendors.  Pencils down T-3 months.
Business Readiness – Ownership is key, engagement required. Hands on practice sessions after end user training.  Tears are a sign of readiness. 
Support Readiness  - Start with the end in mind of who will support and what they’ll need to be successful
Ramp up staff to manage project, then the transition - supplement your front and back office; AMS 
“Make it Harry’s Problem” - Align goals with your System Integrator with contractual enforcement, SI have overarching responsibilities with skin in game 
Keep your regulators in the know 
Super users will save you – form this group early and source with business 


Implementing CRM
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