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Our response approach

Proactive Responsive
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Informed among customers
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Our approach is based on sharing and listening
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Volume projections and response plan
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Hurricane Irma and unprecedented volume

Massive, catastrophic storm -- @ FPL Comnect-fplcomect s 7
first Cat 4 hurricane to hit Florida

SI n Ce 2004 pffour cgstomeFrsF.’Eo com‘glete preparations, too. Find helpful
During Irma, -FPL pUbliShed 680 POStS V " MostL:?:elyAvri\:lTm\eolTropicalftonn-F?:cewindi -
posts on Twitter and Facebook ey IR T =1 A

Recelved 107,200 inbound of
messages

Number of

We're making final preparations for Hurricane Irma and urge all

messages

received In all of
2016




Pre-landfall safety and preparedness

@_ FPL Connect
Published by Sprinkir [?] - September 9 - @

“ Please be careful — conditions are dangerous. Stay far away from
' flooded areas and far away from downed power lines. If you see a
COBY | downed power line, call 911 or FPL at 1-800-40UTAGE. FPL.com/Storm

DURACELL [

@  FPL Connect
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We're watching Hurricane Irma and are preparing in case of landfall. We urge you to review your plans
and supplies now. Find tips here: FPL.com/storm
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Mobilization of crews

@ FPL Connectwas live

Published by Livestream Broadcast September 13 at 11:29am - @

LIVE: FPL update on Irma restoration efforts. Press conference at FPL
Command Center.

@ FPL Connect

September 10 + @

Keep safety your top priority, and stay away from downed power lines. Lines could be energized and
dangerous. If you see a downed power line, call 911 or 1-800-40UTAGE.
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Our crews are ready at Daytona International Speedway. When it is safe to
do so, we will do everything possible throughout Hurricane Irma, in between
bands of severe weather, to get your lights back on.

Hurricane Irma - Daytona International Speed
00:13

r,,ﬂ Get More Likes, Comments and Shares
When you boost this post, you'll show it to more people.

Boost Post
[ _ 7

"

1.1K Comments 9.6K Share:

2L 1,471,141 people reached
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Localized restoration updates and customer resources

@ FPL Connect
S, Published by @ Maria Curreri [?] - September 16 - ##

Stop by the FPL Customer Service Walk-Up Station at the Sarasota Fair
Grounds - 3000 Ringling Blvd, Sarasota, FL 34237. We'll be open until 7pm
today providing water, Wi-Fi, charging stations, and information on
community resources i.e. FEMA, Red Cross, Meals on Wheels.
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CHANGING THE CURRENT

CUSTOMER SERVICE

WALK-UP STATION

J Get More Likes, Comments and Shares
Boost this post for $3 to reach up to 670 people.

35,051 people reached
e

QDS 227 52 Comments 77 Shares % w

gy Like () Comment 2> Share

@ FPL Connect
= Published by FPL [?] - September 17 -

3:00 P.M. Our crews are out restoring service in Little Havana. We are
working safely and as quickly as possible to get everyone's lights back on.
Thank you for your patience.

+/ Get More Likes, Comments and Shares
Boost this post for $3 to reach up to 670 people.

2R 7,208 people reached

Boost Post
B
QDS 255 60 Comments 18 Shares % w

il Like () Comment £ Share




What’s Next?
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SOCIAL MEDIA AT DUKE ENERGY

Social Media Councill
(Governing Stakeholders)

Marketing & Customer Service Corporate Communications

I
Strategy & . . Customer Service o i D :
Tool Admin, Reporting Content Specialist C&rgrr]gléglﬁy Social Listening

Consumer
- Affairs
Specialist

Reporting &
Analytics

Consumer

* Research & respond to account level
inquiries & make adjustments in
accordance with call center policies

 Redundancy resources (for backup during
absences or high volume events like

£~ DUKE
storms) &’ ENERGY.

Affairs
Specialist




EVERY MESSAGE, EVERY TIME

OVERVIEW OF SOCIAL TRIAGE PROCESS

|
All Inbound
Messages

' Customer Service Issue

A
&\my not? !

Not the Customer
of Record

| Corporate Communications Related
\

Assign to Social
Care Specialist
Account Lookup
Analyze Case

Review Solution

Venting/Not Asking
for Help

Formulate Response

Update Billing System
with Case Notes

¢~ DUKE
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TRIAGE AND TAGGING

Customer inquires or Message Triaged CCO Specialists Customer responds
complains on our

Customer asked to Case Assigr_leql to CCO N reso_lves case dirc_actly JEEEN puincaIIy/privater or
public timeline private message Specialist with customer in both that case is
account info private message resolved

Reply from: Yie DukeEnergy -
Categories Issues Outbound: Location (72815)
Vegetation x Aesthetics x NC-DEC x
Management
CSC Complaints Draft State ®
CSC Complaints B Working X v
Source_20151231 Post Objective_20151231 Message Category
Source_20151231 - Post Objective_2015 - Customer Service

125 Save as Draft

DUKE
*Tools like Sprinklr enable message tagging fields, for a superior view into issue, sub-issue and regional trends. %5 ENERGY.




HOW TAGGING ENABLES ROBUST REPORTING

22%

m Billing & Payments

m Qutage

B Start Service

m VVegetation Management
mMISC

m Insurance/Damage Claims

m Website

B Customer Service Call Center
m Outdoor Lighting

B Products & Services

m Installation & Construction

Meters

Transfer Service

Tagging takes time, but can deliver
compelling operational intelligence by

region and issue type.

P

® Yard Damage

B Trimming Request
m Logs/Chips

m Equipment

m Aesthetics
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SOCIAL CARE AGENT SLA

Universal « Average time to
Inbox triage: 4 minutes

Assigned to
Customer
Service

» Average time
of 11 mins

Assigned to
Regional CA RaCERIENE
Responder time: 44 mins

TAKEAWAYS

* Service level agreement is to respond to 80% of customers within 2 hours during the hours of 9 a.m. to 4 p.m.
* 32% of social customers expect a response within 30 minutes; 42% expect a response within 60 minutes. - Social Habit
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CHANNEL
METRICS
AND
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FOLLOWER GROWTH
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YEAR-OVER-YEAR INBOUND GROWTH
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Highlights from the 2018 E Source
Social Media Survey

Heather Hilgenkamp

Senior Analyst, Market Research,
E Source

NARUC Annual Meeting and
Education Conference
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Twitter remains utilities’ most-used
social media channel

o n o
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Twitter Facebook Linkedin YouTube Instagram  Utility blog  Local online  Pinterest
communities
or blogs

Percentage of respondents using
channel for at least one audience type

Social media channel

Base: n = 32 utilities. Question S1_1: Please indicate which of the following social media channels your organization currently uses for © E Source (Social
communicating with the following audiences. Select all that apply in each column. If you are the decision-maker for more than one utility, Media Survey 2018)
please do your best to answer with all of them in mind.

E © 2018 E Source | www.esource.com



Use puppies and linemen to increase
organic, nonpaid engagement

E © 2018 E Source | www.esource.com 25




Most engaging content in first half of 2018

comEd e
March16- @

#PowenngPR 1s an emotional journgy for both the citizens and our crews-
See how we're turming the hghts back on in Puerto Rico WE

Y Like (] Comment &> Share 6~

OO0 5K Mozt Redevant »

7007 Shares

E © 2018 E Source | www.esource.com

' Arizona Public Service - APS
W Aois @

It may be the end of our restoration efforts in Puerio Rico but ¢ 15 the
beginning of some beautiful friendships. Thanks for sharing this journey with
us. #PowenngPR #PuerioRicoSelevanta

o Like (D Commaent &> Share e -
O0:: 63k Muos! Relevant »
4,539 Shares
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New/upcoming technologies on social

Live streaming 360° video

OB fLVE

Chatbots

Source: iStock

E © 2018 E Source | www.esource.com 27



Thank you! Questions?

Heather Hilgenkamp, PhD

Senior Analyst, Market Research, E Source
303-345-9115

heather hilgenkamp@esource.com

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

E © 2018 E Source | www.esource.com
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