Set objectives

Organize

Leverage channels

Measure

Be agile
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Set Clear Strategic Objectives
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Satisfying Customers is Utilities’ #1 Objective

What are your utility's strategic objectives for outage
communications?

Satisfy customers and address their _ 93%
needs
Promote public and employee safety [ 77%
Reduce impacts on the contact center _ 229,
and crews ’
Preserve and enhance the utility’'s
brand

Source: Chartwell’s 2022 Outage Communications Industry Sui
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Satisfaction with Outage Communications
is Crucial to Overall Customer Satisfaction

89%

75%
Average (_)ve ra I_I
overall N — E— satisfaction
satisfaction 52%
68% 43%
31%

Satisfaction with

outage very Unsatisfied Neutral Satisfied Very satisfied
communications unsatisfied

Source: Chartwell 2022 Residential Consumer Survey, n=1,516
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Dissatisfaction with outage
communications significantly decreases
customer loyalty

47% W<t>uld
sta
A41% v
33%
Would stay 2% 21% 22%
Would leave
11%
o% ° 3%

_ _ _ . 5% ° Would
Satisfaction with [ ] ] leave
outage Very Unsatisfied Neutral Satisfied Very satisfied

communications unsatisfied

Source: Chartwell 2022 Residential Consumer Survey, n=1,516
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Outage Communications Require Cross-
Functional Teams

Through what form of internal organization does your utility plan
and execute outage communications activities?

AhenibaLiiaai i P
. - 0
from various departments determines our...
Strategy and planning are not centralized
9y and planning 3 o
and activities are carried out on an ad...

A dedicated department determines our - L0%
outage communications strategy and... ’

My organization’s outage communications - 2o
. . . . 0]
structure is the same as its incident...

Source: Chartwell’s 2022 Outage Communications Industry ¢
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Two-thirds of Utilities have a Well-defined
Process for Major Events that Integrates
Restoration and Communications

Please select the statement(s) below that apply to your utility’'s
process for major events.

My Utlllty has a well-defined Process for _ 68%

major events that integrates both... °
My utility is currently developing a well- _ 539
defined process for major events that... °

My utility’'s major-events process includes .
an ETR Officer or equivalent role that is... - 14%

My utility does not have a well-defined - -y
process for major events °

Source: Chartwell’'s 2022 Outage Communications Industry Sur\

fOWQWU”? CHARTWELL’'S OUTAGE CONFERENCE @ Chartwell 22222k {e P24 8



rage a Variety of Channels
= and Tactics
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Customers Prefer Proactive Push
Notifications

Select up to five channels through which you would most
prefer to receive outage information from your power
company. - Top 5 choices

Text message or SMS [ 65%
Email - [ 529
Mobile app [ 39%
My power company calls me with _ 26%

recorded information

Source: Chartwell 2022 Residential Consumer Survey, n=1,516
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Customers Who Use These Channels Have
at Least 5% Higher Satisfaction than Average

Increase in satisfaction above average based on
channel used for outage communications

Text message or sis [ -
cmail - I ;-
Automated call [

Mobile app [ 3%

Source: Chartwell 2022 Residential Consumer Survey, n=1,516
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And Customers are OK with Auto-enroliment

"l would be okay with receiving But a lot of
notifications if my power goes out, sent utilities still don’t

by email, text or voice messages,

. - auto-enroll
without me signing up"
71%
18%
My utility will begin to auto-enroll
customers to receive push alerts
22% B My utility auto-enrolls customers to
receive push alerts
7%
Agree Neutral Disagree 2021
Source: Chartwell 2022 Residential Consumer Survey, n=1,516 Source: Chartwell’s 2021 Outage Communications Industry

Survey, n=5]
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Measure
success within
the context of
the customer
experience



Utilities Increasingly Use Post-event Surveys

What customer feedback mechanism(s) regarding the utility's performance
with outage communication does your utility have in place?

Post-event survey F 61%

Quarterly customer s 20%
survey D 13%

Annual customer survey et s 255,

Monthly customer 14%
survey 21%

Bi-annual customer pmwmwmw 10%
survey R 6%

W 2021 m2016

Source: Chartwell’s 2021 and 2016 Outage Communications Industry Surveys, n:
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Utilities measure customer sentiment,
satisfaction, and expectations

What feedback does your utility seek from customers after blue-sky outages and major events?

59%

32%

(4}

Customers' expectations about the outages’ duration >80

Major events M Blue sky outages

Source: Chartwell’s 2022 Outage Communications Industry Sul
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ETR Remains King Among Outage Information

Customer preference among outage information

Estimated time of restoration [ 33%
Crew status [ 19%
Area affected NN 15%
The cause of the outage NN 13%
Time at which the outage began [N 13%

Number of customers without power [N 6%

Source: Chartwell's 2018 and 2022 Residential Consumer Surveys, n=1,517, n=1.516
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POWERED BY (TP Chartwell

Customers Receiving an ETR Tranzact
Generally have Higher SatiSfaCtiOn PERFORM. VALIDATE. EXCEL

Very satisfied or satisfied with utility keeping informed and overall performance

85% 85%
81%
B Recieved ETR
64%
50%
49% °49% 45% Satisfaction:
keeping you
40% - -
o informed during
34% 200,357 35% outage
0
20% m Overall satisfaction:
performance during
outage
Utility 1 Utility 2 Utility 3 Utility 4 Utility 5

Source: Chartwell’s Tranzact Benchmark Survey, n
www.chartwellinc.com
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POWERED BY (TP Chartwell

Provide ETRs to Satisfy Tranzaa:
Customers, but Don’t be Late!

Very satisfied or satisfied with outage handling: based on ETR receipt
and accuracy

66%
58%
52%
39%
I -
Did not receive ETR Received ETR Restored Early Restored On time Restored Late

Source: Chartwell’s Tranzact Benchmark Survey, n
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POWERED BY () Chartwell

Outage Duration has a Major Impact on Trqnzqc'r_
Satisfaction, Which Drops Sharply After 4 Hours PerForRM. VALIDATE. EXcEL

% satisfied A significant

or very <:p|?ortun|ty

. g= O Improve
satisfied P

42%
37%
23%
10% N 16%
2% ° 3%
5 minutes or less More than 5 30 minutes to less 4 hours to less than 1 day or longer Don't know or

minutes to less than 4 hours 24 hours don't remember

than 30 minutes ]
OUtage duratlon Source: Chartwell’s Tranzact Benchmark Survey
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Action Items

« Set your objectives

 Plan and organize
across
departments

* Auto-enroll for
text, email, voice

« Conduct
transactional and
reputation surveys

« Expect the
unexpected: _
plan and drill, drill,
drill!



QUESTIONS?
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Your go-to playbook for unparalleled post-event insights:

« Benchmark your outage performance against participating utilities
« Monthly trend reports, quarterly survey analysis, and an annual review
 Access to nationwide survey response data

 Quarterly best practice calls with participating utilities

Contact Tim Herrick: therrick@chartwellinc.com
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