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PROCEEDINGS

CHAIRMAN HALL: A11 right. We are ready and
we'll call this ex parte hearing to order and ask
Mr. Melchers to read the docket, please.

MR. MELCHERS: Thank you, Madam Chairman.
Commissioners, we're here pursuant to a Notice of
Request for Allowable Ex Parte Communication
Briefing. The party requesting the briefing is
Duke Energy Carolinas, LLC. It's scheduled for
today, April 16th, here in the Commission meeting
room, and we are addressing the subject of a Pay As
You Go pilot program.

Thank you, Madam Chairman.

MR. NELSON: Madam Chair, if I could, this is
a 1little different from what we've done before, but
we have had some issues regarding the procedures on
the allowable ex partes, so I wanted to give a
brief introduction this morning for everyone.

And I think most everybody here this morning
has been to these before, but still, just to make
sure we cover all the bases: My name is Jeff
Nelson. I'm an attorney at the Office of
Regulatory Staff, and I'm here this morning at this
allowable ex parte as the designee of the Executive

Director of the Office of Regulatory Staff, for
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Duke's presentation on their Pay As You Go program.

There is a State law that specifically covers
these allowable ex parte presentations that are
presented before the Public Service Commission, and
as a part of that law's requirements, there are two
things that we would ask you do this morning.
First is, if you haven't done so already, please
sign in at the table at the front out there when
you come in. And secondly, at the conclusion of
today's hearing — when you're out there and signing
in, you should have received one of these forms
[indicating]. This form shows that you have
attended today's hearing and certifies that you
were in attendance. Please read the form. If you
have any questions about it, you're welcome to come
and talk to me afterwards. But this is a
requirement that everyone that is an attendee at
one of these allowable ex partes sign a form such
as this — actually, sign a statement, but in order
to make things easier, the Public Service
Commission has prepared these forms to make it
easier to meet that requirement.

Again, I'd be happy to answer any questions
that anybody might have afterwards. However, it's

just those two requirements: Please sign in. If
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you haven't done so, please do so now. And prior
to leaving today, please sign the certification.

Thank you.

CHAIRMAN HALL: Thank you, Mr. Nelson.

Ms. Smith?

MS. HEATHER SHIRLEY SMITH [DECorp.]: Good
morning. My name 1is Heather Shirley Smith. I'm
here with our local counsel, Frank Ellerbe, and I'm
here as an employee of Duke to introduce my fellow
employees for this presentation.

Dennis Gowan is a graduate of USC Spartanburg,
and he has an MBA from Queens College. He's been
with the company 35 years and has held various
positions of increasing responsibility. Notably
for this proceeding, he was our Vice President of
our Call Center for 2009 to 2013. During that time
— since that time, he's been executive sponsor of
our Customer Experience programs, which includes
Pay As You Go, and he's been a driver in the
company's efforts to enhance the customer's
experience and provide new options for customers.

Barbara Yarbrough has appeared before this
Commission many times. She's Regulatory Affairs
manager for Duke Energy, and she's been with the

company 40 years. She's responsible for the proper

4/16/15
PuUBLIC SERVICE COMMISSION OF SOUTH CAROLINA




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Ex Parte

DUKE ENERGY CAROLINAS / Pay As You Go pilot 7

administration of rules and regulations in the
company's filed tariffs, and she supports the
filing and implementation of new rates and
programs. She's also responsible for customer
complaints.

Ted Vann is before you. This will be the
first time he's been before you. Perhaps the Tlast,
but definitely the first.

[Laughter]

Ted is our primary contact with our technology
vendor. We have software for this program called
PayGo software, and Ted was gracious enough to come
and attend this ex parte to just represent the
vendor. He's not presenting, but he's just here
for questions in case you have any questions about
the technology. And I'm sure he'd be happy to come
back, but — we wanted him to understand our
regulatory processes and requirements and to see
the Commission's interest in this program.

So Dennis and Barbara will be presenting, and
Ted is available for any technology-related
questions.

CHAIRMAN HALL: Al11 right. Whenever you are
ready. Welcome to all of you, including Mr. Vann,

who is welcome to come back whenever he wants to.
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TED VANN [PayGo/TLV]: Thank you.
[Laughter]
[Reference: Presentation slide 1]

DENNIS GOWAN [DECorp.]: Thank you, very much,
for having us today, and I do hope I get to come
back. We have PowerPoint slides that are up here
to talk about the program, and we're going to
really focus on this from a customer-experience --

CHAIRMAN HALL: Mr. Gowan, if you can hit that
button, please?

DENNIS GOWAN [DECorp.]: Oh, sorry
[indicating].

CHAIRMAN HALL: Okay. Now we all can hear you

DENNIS GOWAN [DECorp.]: Are we live now?

CHAIRMAN HALL: Yeah.

DENNIS GOWAN [DECorp.]: Okay, sorry. Thank
you again for allowing us to be here.

[Reference: Presentation slide 2]

We want to talk about the program today as a
set of PowerPoint slides here that we have. As we
walk through this, we're going to focus on this,
obviously, from the customer experience and what
that's about, and we certainly want to show you
Commissioners what the customer will experience

going through this program. We have slides that
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actually show the screens and the information the
customers will see, and we'll certainly walk you
through that.

So, "Why do we offer Pay As You Go Pilot,"
here, the second slide we're in, 1is, it is an
option. And the first keyword I want to point out
is, it's an option for customers, not a
requirement. We believe it's an attractive new
payment option that gives customers greater
flexibility and information that really helps them
manage their Tlifestyle.

And T will just say this: I think it's much
more than a payment option. I think it's really a
fundamental way we reengage with our customers on
this platform as we step through that. We
certainly hope to highlight that so you can see
that.

When we talk about flexibility in a pay-as-
you-go program, the customers, they get the
opportunity to choose when do they pay, how often
do they pay, and how much do they pay — as long as
they're, obviously, keeping their account above
zero, and that's the goal here.

We do not require a deposit in this program to

start service. And a deposit — if a customer has a
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deposit on account with Duke and would Tike to
participate in this program, they would be able to
use their deposit towards beginning in the program
and establishing that.

We request in this pilot no reconnect fee
charges for this program. And customers would be
able to utilize multiple payment options, as they
have today, whether they pay online, or they walk
in and pay by cash or check, or they call in and
pay by debit or credit card.

And one of the big things in this program, as
we're talking about engagement, as well, is the
opportunity of providing customers, basically,
daily type information they can see on how they
stand with their account, what their balance is,
how many days they have remaining in their account
before their account approaches zero, and other
pertinent information to really help them manage
their account. And that's, again, with the big-
time engagement we see with the customers, and
we'll Took at that shortly.

I'1T just stop for any questions or comments
before we move forward there.

[No response]

If not, we'll keep going, there.
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[Reference: Presentation slide 3]

In specifics, the next slide is really about
the details of the pilot that we're proposing. One
of the objectives — there are at least two things
we're trying to achieve from this pilot. Number
one, we want to validate all the technologies and
the communications that are happening between us
and PayGo, as well as with the customer, whether
it's making sure the payments are processed, or the
communications, the texts, the e-mails — whatever
the customer has chosen — are getting to them in a
timely manner. So part of that in the pilot s
validating all that information and exchange of
data 1is working. The second thing we want to do is
validate the customer — their experience: The
participation throughout this pilot, what their
reactions are to it, their satisfaction. So that's
the objectives we're looking for in the pilot
period.

We're requesting the pilot begin in June of
this year. We would start the pilot, as the filing
outlined, with employees first — we kind of call it
a friends-and-family type thing — where we would
start with up to 25 employees, validate those

things we talked about in the technology piece of
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this first, and the objectives, and then we would
move forward from there, once we've done that, with
customers.

The eligibility, we've laid out here to be
residential customers on these schedules outlined —
RS, RE — and key is to having a certified AMI
meter. We are targeting 14 ZIP Codes in the
Spartanburg-Greenville area, the upstate area, for
this pilot.

There are certain things or customers we would
propose not be eligible, including certain things
if customers are on medical or special-needs type
things, we would definitely request and exclude
them from this pilot. And there's certain riders,
that were in the application, we're also proposing
to exclude for eligibility in this plan.

But that's the target area, and the pilot s
the upstate in those 14 ZIP Codes, having a smart
meter.

The enrollment, maximum, up to 1000 customers.
We certainly would evaluate how the pilot is moving
through that period and if we felt expansion — or
we wanted to come back and say, "Can we terminate
this? We'd 1ike to terminate this program, because

we're seeing such great results," and come forward
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with a full filing with the Commission.

The pilot fees: No enrollment or
administrative fees to participate in the pilot.

We would evaluate, as one of the things going
through the pilot, what are the costs, what are we
seeing there, as we go forward for a full offering.

One of the key things in this program 1is data
collection. As we mentioned up front, one of the
objectives is the customer behaviors around this,
what are the customers telling us about the
program, what things are working and what things
maybe do we need to adjust coming out of the pilot
before we come forward in a full offering proposed
to you all.

Some of the things we want to look at is
number of payments per month and how much is a
customer paying when they make a payment. As we've
talked to other companies and utilities that have
implemented this, on average, customers are paying
about four times a month, so they're paying
basically on a weekly basis. Kind of budget
management. And so you can figure from there,
they're running anywhere from $35-$40 a month, when
we've talked to those other customers. Obviously,

that depends on the rates of that utility. But
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customers do pay more frequently in this period —
in these programs. So we would be evaluating — one
of the things we don't understand is how our
customers would participate and behave with doing
that.

Number of nonpayment disconnects and
reconnects: To the extent — and our goal and
objective in this 1is that it never happens, but if
customers do get disconnected or reconnected, what
drove that, how many times did that happen, how
often in the pilot group did that happen.

Usage patterns: How well are customers — now
that you're providing them much more information,
almost daily information on their bill and their
usage, how are they behaving in terms of energy
usage, now they have that information.

Customer satisfaction: Obviously, what's the
satisfaction with the program, what things do you
see that would make this program better and
enhanced before we come forward in a full offering.

And then, customers, if they choose to Teave
the pilot — and they can; they would have the
option to come off this pilot — we want to
understand why. Obviously, if customers move out

of the territory, that's one thing. But if a
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customer's requested to come off the pilot, why did
they want to come off. So those are the kinds of
things we want to measure around the customer
aspect of this program.

I'1T stop for questions or anything?

CHAIRMAN HALL: Commissioner Elam.

COMMISSIONER ELAM: Thank you, Madam Chair.

For move-outs, can you talk a Tittle bit about
what the procedure is for a move-out — well, both
going to another residence in Duke territory and
going to a residence outside of Duke territory?

DENNIS GOWAN [DECorp.]: You want to take that
Barbara?

BARBARA YARBROUGH [DECorp.]: Sure. 1In a
move-out situation, there would be a settle-up. If
the customer had a credit balance, for example —
because, in most cases, the customer is going to be
ahead at the time they move out — then we would
read the meter, as of the date they want to move
out, and there would be a settle-up, and they would
either be issued a refund check or if, for any
reason, there was a little bit they owed, they
would get a final bill in the mail just 1like they
would under normal billing procedures.

COMMISSIONER ELAM: They would get a check,

4/16/15
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perhaps, even if they had paid through a credit
card?

BARBARA YARBROUGH [DECorp.]: Yes.

COMMISSIONER ELAM: Thank you.

COMMISSIONER HAMILTON: Madam Chair.

CHAIRMAN HALL: Commissioner Hamilton.

COMMISSIONER HAMILTON: Thank you.

As you were going through, you mentioned the
people that you would exclude due to health
conditions. In those ZIP Code numbers, would there
be any other persons excluded? For instance, if
you had a poor pay record, would you be able to do
this?

DENNIS GOWAN [DECorp.]: Yes. As part of the
filing, if the customer has an outstanding balance,
a past-due balance of up to $300, we would allow
them to come on the program, as well. If they owe
us more than $300, we would request they pay down
to that $300 balance 1imit, but we would allow them
to come on the program, as well.

And as they make payments into the program, a
portion of their payment would go towards that
outstanding balance and a portion would go to their
pre-paid. And what we've proposed is 60 percent

would go to the pre-paid account and 40 percent
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would go to their past-due account.

COMMISSIONER HAMILTON: Technology that the
customer has, would that make anyone in the ZIP
Codes eligible, or what would you — how would you
have to keep up with it?

DENNIS GOWAN [DECorp.]: So, from eligibility,
to make sure — we're requesting a customer have an
e-mail address and Internet access. As mentioned
here, they obviously have to have a smart meter to
participate in the program — because we want those
to be able to communicate and reach the customer.
And as we move through this, we'll show you actual
examples of things they will see and their ability
to sign up for these notifications.

COMMISSIONER HAMILTON: Thank you, sir.

CHAIRMAN HALL: Commissioner Fleming.

COMMISSIONER FLEMING: Yeah.

Good morning. Are you having a kind of an
education program to the customers who sign on, to
help them understand? I mean, it seems 1like, with
— and you may be getting into it Tater on — the
technology required and the knowledge of how much
energy 1is being used, they would need a certain
amount of education on that material.

DENNIS GOWAN [DECorp.]: That's correct. So

4/16/15
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when we target this area, we would be mailing them
information to tell them about the program. There
would be FAQs. And also part of that information
would be to tell them how to enroll, as well as
providing an 800 number. And we intend to have a
dedicated group that will speak — outside of our
Call Center, that we've dedicated and trained on
this program internally — and provide that
information to customers, so we can help them get
enrolled, and part of that will be education with
the customer and helping them understand the
program, and also material that we will provide to
them will have FAQs to help answer their questions.

COMMISSIONER FLEMING: So there will be a
person-to-person contact, as well --

DENNIS GOWAN [DECorp.]: Yes, ma'am. We --

COMMISSIONER FLEMING: - as --

DENNIS GOWAN [DECorp.]: — are providing —
yes, ma'am, we are providing a specialized group
who are already being trained on the program now,
to be able to answer customers' questions and guide
them through the program.

COMMISSIONER FLEMING: And is there a targeted
group of customers? Are you aiming it more toward

a younger generation or to certain socioeconomic
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groups?

DENNIS GOWAN [DECorp.]: No, ma'am, we're not.
Actually — again, the requirements are the
technology requirement and the things we laid out
here. But one of the things we have — in talking
with other companies, the demographics that
participate is varied. It's been some middle and
upper income, it's been millennials who are very
more hands-on — my children — with technology and
want to be more in-touch. Budget-conscious
customers. So, we are not targeting; we are
offering to anyone that meets these eligibility
requirements the ability to participate. And
that's one of the things that we also want to learn
in this pilot is the demographics of who is
choosing to participate in this pilot, as well.

COMMISSIONER FLEMING: Are you going to tell
us the ZIP Codes?

DENNIS GOWAN [DECorp.]: We have them in — I
think they're in the filing, but they're --

COMMISSIONER FLEMING: Oh, okay.

DENNIS GOWAN [DECorp.]: — in the Greenville-
Spartanburg area.

CHAIRMAN HALL: She wants to know if it's at

hers.
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COMMISSIONER FLEMING: 293027
[Laughter]

DENNIS GOWAN [DECorp.]: I know 29301 and
-303. I was looking at some of those last night.

COMMISSIONER FLEMING: Over on the west side.

DENNIS GOWAN [DECorp.]: But there's 14 of
them in there, so — I have family in that area, as
well, too.

COMMISSIONER FLEMING: Uh-huh. Well, that's
interesting. Also, are there confidentiality
issues with the data? I know that's been a big
issue.

DENNIS GOWAN [DECorp.]: The data --

COMMISSIONER FLEMING: Or what is the
protection on the data?

DENNIS GOWAN [DECorp.]: Yeah. So if we're
using the data — with PayGo, the vendor that we're
looking to use and work with, we will have a
confidentiality agreement on the data that we share
with them. So that's to the extent — we're always
focused on protecting the customers' data inside
our company. But in working with PayGo, we will
also have clauses that protect what they can do
with that data and the use of that data.

COMMISSIONER FLEMING: So there will be no use

4/16/15
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of that data being sold, maybe, or put out for
other people to --

DENNIS GOWAN [DECorp.]: No, ma'am. No,
ma'am.

COMMISSIONER FLEMING: - try to promote some
type of sales or something.

DENNIS GOWAN [DECorp.]: No, ma'am.

COMMISSIONER FLEMING: Okay, thank you.

[Reference: Presentation slide 4]

DENNIS GOWAN [DECorp.]: The next slide, then,
if there are no further questions, I'm going to Tlet
Barbara pick up and talk about some of the — what
are the differences between the post-paid and the
pre-paid, in there, so I'11 turn it over to
Barbara.

BARBARA YARBROUGH [DECorp.]: Good morning,
Commissioners. As most of you know, I'm very
focused on customer experience, but I also, in my
role, want to make sure that programs we have meet
regulatory needs and desires. So the slide that
I'm going to go over is something that I usually
ask for when I'm working with our new-product-
development people. It's sort of, tell me what the
current state is, and tell me what's different, so

that we can sort of draw some conclusions there.
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And I'11 just go off-script a little bit and
say, you all know I've been with Duke Energy a long
time, and we've been looking at pre-paid options
and things for many, many years. And I have to
say, this is the first time, I believe, that we
have the right technology to pull this off. I
remember when I first was engaged in Tooking at
pre-paid, there was a device you had to put in the
home; you had to go buy like a credit card and scan
it; they were expensive. And we didn't have
Internet access or easier ways to pay the bill.

And so lots of things, Tike the Internet, 1like the
smart meter — which has two-way communication — are
the things that I believe are going to make this
successful, because we decided a Tong time ago,
until we can get that two-way communication with
the customer and with the meter, we don't think
that will be successful. So our initial
deployments of smart meters are what I think can
really make this work, and that's part of what we
want to do in developing — or, looking at the
technology and seeing how this works in conjunction
with providing customers access, not just through
the Internet but on their smartphones.

So if you look at Slide 4, you will see, in
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the enrollment process — I think you all probably
know that electric deposits aren't necessarily the
most popular things, but, in traditional ways that
we bill customers and the fact that customers are
billed before they use the service and then they
have time to pay it after that, deposits are really
necessary to protect our other customers from the
burden of Tosses. But in the Pay As You Go
program, since you would be paying in advance, no
deposit is required. I think that's a fabulous
message for customers.

And for the purposes of the pilot, we are
looking to ask for a $40 initial payment.
Subsequently, it won't matter how much they pay,
but we want them to get started off well. For
example, we wouldn't want them to pay $5 and think
that was going to Tast them three or four days, and
by the next day they've run out of money. So this
is just a number that we're suggesting as a down-
payment. The results of the pilot will probably
tell us, you know, is that the right amount? Do we
need to ask for a little more, do we need to ask
for a lTittle bit less? But that's what we're
starting with.

With respect to outstanding balance, if you
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think about traditional utility billing, a customer
always owes you money, because whether they've
already been billed for it or whether they are
continuing to use the service before the next bill
comes out, they always owe you for service that's
already being used. So even if they have been
billed for it, the customer's got 25 days to pay,
they get Tate charges on those balances, and so
you're always kind of behind. With the Pay As You
Go program, as I said before, a new customer or
customer with good credit, no deposit would be
required. But if we have a customer out there who
has an existing deposit, we would allow them to
convert that over into a payment for the Pay As You
Go. That would probably take care of most of
whatever outstanding balance they had, and maybe
pay something going forward. But if the customer
does have a significant outstanding balance, we are
willing, as Dennis said — and I'11 just repeat,
because I think this is important — we will allow
the customer to defer that balance and, with a 60-
40 split, any payments that they make would go 60
percent towards the future and 40 percent towards
the balance. And I think we've done some Tlooking,

and we think that most customers would be able to
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eliminate that within two or three months. You
know, obviously, we don't want to exclude anybody
from the program. We want some flexibility there.
So if, for example, the customer wanted to pay his
balance down to zero before he started, that'd be
fine. If a customer has a balance of more than
$300, then we would ask them to pay something to
get it down to $300, because we don't want that
deferral to get too large. And, again, the results
of the pilot will help tell us, going forward,
whether that $300 is a good number or not.

With respect to monitoring, I think you've
probably heard customers say, "Oh, I got this huge
electric bill. I didn't realize." I think as
customers are using electric service, you know, a
lot of them don't realize what causes the changes
in their bill. I hear customers, from time to
time, say, "Well, I've turned off all the Tights."
They don't realize that HVAC systems and electric
water heating are far greater energy users than
lighting or televisions, and they don't often
correlate their usage with weather. And weather 1is
a huge driver. So by the time they get that bill,
they forgot what they did two or three weeks ago;

they forgot there was a cold snap. So with the Pay
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As You Go, the nice thing 1is that a customer has
access to looking at their usage on a daily basis.
They can see it go up and down. They can see it go
up and down with the temperature. They can see it
go up and down with activities.

I was working with a customer in North
Carolina a few weeks ago, and I was able — because
she had a smart meter — to illustrate to her that
the highest usage that she had had during that
month was on New Year's Day, and that her usage on
the weekends was greater than it was during the
week, to try to help her figure out that. And on a
personal note, there's a smart meter on my house,
and I got curious about my energy usage, even
though 1it's pretty good. And I happened to notice
one day that the usage went up higher, and it was
the Tuesday that someone had been working in my
house last summer and had turned down the air-
conditioning. So from personal experience, I can
tell you that being able to see that and correlate
it to activities is going to be very important to
customers, going forward.

Customers can receive frequent notifications
through different channels — e-mail, text messages

— with alerts. We will give them certain alerts,
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required, because, as the Commission Rules require,
customers get notice before a disconnection. We
will give them alerts to let them know and we will
require them to have at least a certain amount of
notice at certain periods of time. But the
customer can go in — and I think Dennis has a slide
in a few minutes that will show you how the
customer can go in and tailor those. If they're
really nervous about it, I think they can probably
— Ted can correct me if I'm wrong — they can ask
for an alert every day to let them know, you know,
what their status was. But even if you're not
getting the alert, you can go in and access your
own information through our website and get it
anytime you want.

We know that a Tot of customers today don't
pay when they get the bill. Even though the bill
is due upon receipt, they wait until that last day
before it's past due, or a 1ot of other customers
wait until we're getting ready to disconnect the
service. In fact, I have heard customers say to
us, "Well, I've never been disconnected. I'm
paying on time. I'm paying on time if I don't get
disconnected." Well, that's really not true. They

may be two months in arrears, and just paying at
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the point of avoiding disconnection. So it's our
billing schedule and our disconnect process under,
you know, Tlegacy, you know, current processes that
often drive when customers pay. So they're being
forced, in a 1ot of cases, to pay on our schedule
maybe more so than theirs. The Pay As You Go
program will allow them to pay a little more on
their schedule. And as Dennis said, some other
utilities have experienced that some customers will
often pay weekly. A lot of people get paid weekly.
And just, you know, optically, it's easier for me
to think of paying $50 a week maybe than $200 a
month. Or if you are tied to our traditional
delinquency schedule, your payment is due on
Tuesday, you owe $200, and you've got to pay it to
avoid disconnection but you don't get your paycheck
until Friday. Here with Pay As You Go, maybe you
don't get paid until Friday, but if you could give
us $25 to get you to — that you have left over from
last month's paycheck and get you till that Friday,
then it puts you in Tless of a bind and keeps your
electric service on. And customers will have
multiple ways that they can pay. If they get that
alert on their smartphone that says that they're

about to run out, they can pay right there through
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their smartphone.

Disconnection, under traditional billing
practices, occurs typically when the bill 1is about
two months past due and the account is getting
ready to bill again for the third month. Under the
Pay As You Go program, the disconnection will occur
when you run out of what you've pre-paid, but it
will not be disconnected immediately. It will be —
service would be disconnected the next business
day, after 10 a.m. and typically before 2 p.m. It
will only be on a business day. It won't be after-
hours; it won't be holidays, or anything 1like that.
So that would give the customer some time, and even
if that wasn't what we wanted to do, I think during
the pilot we want to make sure that when those
payments come through, that those reconnect orders
are getting worked promptly.

CHAIRMAN HALL: Ms. Yarbrough, Tet me just
ask you, for those disconnects, that will still be
subject to weather restrictions?

BARBARA YARBROUGH [DECorp.]: Yes,
Commissioner Hall.

CHAIRMAN HALL: Al11 right.

BARBARA YARBROUGH [DECorp.]: Yes, it will

still be subject to weather restrictions, holidays.
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CHAIRMAN HALL: Okay.

BARBARA YARBROUGH [DECorp.]: A1l that sort of
stuff.

And then for reconnection, if a customer is
disconnected for nonpayment today, you know,
depending on what time they pay and work load, it
might be several hours, and it might be after-hours
before the service would be reconnected. But under
the Pay As You Go — because it takes a person
physically to go to that location to do the
reconnection. With the Pay As You Go program,
because of the smart meter and because of this two-
way communication, we'll be able to issue — as soon
as that payment hits, we'll be able to issue an
order that will remotely reconnect that service.

We don't want to say it's going to be immediately,
because that's one of the technology things, but we
believe it could conceivably be within minutes.

But that's one of the things that we want to test
out with the technology and make sure that's going
to work. So that, again, is a benefit to the
customer.

Dennis is going to show you a slide in a
minute about what happens if the customer, you

know, does get disconnected. And recognizing that
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the customer would not get disconnected until the
next day — or, the next business day — they're
obviously going to be continuing to use some power
while it's going negative. And so they could
conceivably go negative, you know, for a day or
over a weekend, and then would have to pay enough
to get back on. And the weather restrictions are
one thing that we want to pay attention to there,
because we — we did not have to waive
disconnections in South Carolina very much last
winter. We did some, up in the mountains in North
Carolina for several days. So I think in a program
like this, we want to see the potential for how
much would a customer run negatively before
disconnection would occur, but they're still going
to be getting that alert that says, "You're in a

negative balance," and you're going to have to be
paying in order to keep the service on or to
prevent it from being disconnected.

CHAIRMAN HALL: Okay. I believe Commissioner
Fleming has a question.

COMMISSIONER FLEMING: Yes. I wanted to find
out, when you're talking about disconnections, now,

is Pay As You Go, are they the ones in charge of

that disconnection and reconnection — I mean the
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technology?

BARBARA YARBROUGH [DECorp.]: No.

COMMISSIONER FLEMING: Or that comes — so I
guess I'm trying to understand the connection, how
this works between Duke, then, and Pay As You Go.

BARBARA YARBROUGH [DECorp.]: I'm going to let
Ted speak to it, maybe, but I see it as an
interface. They have some of the customer-facing
pieces, but the payment will show up in our system,
but the Pay As You Go system will see it, as well.
But the orders themselves and payments will all be
processed with Duke.

TED VANN [PayGo/TLV]: So I'1l try to — hello,
by the way.

COMMISSIONER FLEMING: You finally get to
speak.

TED VANN [PayGo/TLV]: I finally get to speak.
I bet you were wondering if I had a voice.

[Laughter]

So, great question. To follow up on what
Barbara said, the pre-paid system, the Pay As You
Go system, is really the customer front-end, and
it's also the notifications that we're going to see
in the next few slides. It's the ability to

process the payments, and then alert. And if we
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were to get to a disconnect situation, we would
send an order to what's called the AMI system —
advanced metering. So we'll send the order from
our system to the Duke system to then process that
order. The order will then go out, as it will,
through that system. It will, Tet's say, get
disconnected, or reconnected — it's really the same
process — and then the message will come back to us
that says, "Okay, we've either turned on this

meter," or, ".turned off this meter," whatever that
action 1is, and then we update the system and update
the customer with what happens.

So think of us as, if you will, the customer
front-end and in anything that the customer's going
to do, and then we are talking to existing Duke
systems for some of the other infrastructure needs.

COMMISSIONER FLEMING: So you're both seeing
the same information --

TED VANN [PayGo/TLV]: We are. We're sharing
at —

COMMISSIONER FLEMING: — at the same time.

TED VANN [PayGo/TLV]: — the same time. It's
literally exactly we are sharing the same

information at the same time.

COMMISSIONER FLEMING: Okay. But you notify
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them --

TED VANN [PayGo/TLV]: We notify them --

COMMISSIONER FLEMING: — of the problem.

TED VANN [PayGo/TLV]: — when dollars have run
out of the account, and then we send that command
to say, "Do something"; either turn the meter on,
or turn — in this instance — turn the meter off.
And then we then would send the command — when we
get money 1in, we send the command that says, "Hey,
turn the meter back on."

COMMISSIONER FLEMING: Okay.

TED VANN [PayGo/TLV]: And then they will do
that. And then they communicate back to us to say,
"Yes, we confirm, we turned the meter back on," and
then we can update the customer with that.

COMMISSIONER FLEMING: Okay. But when you
send the message in any other time other than 24
hours after they've run out of money, they continue
to run until that period of time.

TED VANN [PayGo/TLV]: They will continue to
run and build up, in this instance, a deficit, a
negative balance, until such time that meter stops
running, correct.

COMMISSIONER FLEMING: Okay. I was just

wondering about the checks and balances.
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TED VANN [PayGo/TLV]: Correct.

CHAIRMAN HALL: Al11 right. Commissioner
Hamilton has a question before you proceed.

COMMISSIONER HAMILTON: I just wonder, as we
move through this — as we're moving through, I
might be getting ahead of you, but any customer
that selects this plan will have a liability of at
least one month's usage when they get ready to go
on the program. How will this be handled?

BARBARA YARBROUGH [DECorp.]: If they're an
existing customer?

COMMISSIONER HAMILTON: Yes.

BARBARA YARBROUGH [DECorp.]: Then they can
either decide to pay it before they go on, if they
want to start this with the future. Or we will do,
as I said, under the outstanding balance, we will
carry it forward as a deferred balance and whatever
they pay will — let's assume they had $100, and
they want to go on this program. And they're going
to pay $100 to start it. Then $60 of that would go
towards the future bill and $40 would go towards
that $100 that they already owe. And then the next
time they make a payment, 60 percent of it would go
to the future, and 40 percent of it would go to

what they already owe, until that $100 1is gone.
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COMMISSIONER HAMILTON: Okay, I understand.

BARBARA YARBROUGH [DECorp.]: We want to make
it real easy.

COMMISSIONER HAMILTON: Okay. You'd be
considering this a current bill that's just coming
due, but it's past usage, so it would be handled
just Tike someone with an excess balance.

BARBARA YARBROUGH [DECorp.]: Yes.

COMMISSIONER HAMILTON: Okay. Thank you.

CHAIRMAN HALL: And Mr. Melchers has a
question.

MR. MELCHERS: Thanks.

Near the bottom right of the slide, it
indicates that the first two payments each month
are going to be free. And we've heard a couple of
times from you that you're expecting there may be
folks paying on a weekly basis. Two questions.
One, after the second payment, what is the charge
to pay? And does that not skew what you're trying
to find out, to have charges for payments after the
second payment?

BARBARA YARBROUGH [DECorp.]: The fee is
$1.50. That fee is if you are paying by telephone
or online. Those are fees that customers pay

today, if they choose that option. Recognizing
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that these customers would pay more frequently —
and these fees do not come to Duke Energy; they go
to the vendor who processes their payment, their
credit card company or whoever — we wanted to see,
in this pilot, whether these fees were a deterrent
or not, and so, just as sort of a test, we said,
"Well, we will waive the fees for the first two
payments made during the calendar month, just to
see what happens." Now if a customer is paying in
person and they go to a pay location, there are
some of those locations that are free, and there
are some locations that also charge — just
coincidentally, it's the same $1.50. There are
other mechanisms that customers can pay, online
through their bank, that are no fee. In our terms
and conditions, we will tell customers, if they
want to send us a check and send it through
traditional methods, there's no problem with that.
We will accept it. They just need to realize that
there's mailing time associated with that and we
don't recommend it unless they're just really
deciding they want to pay a large amount
significantly in advance, and they've got a pretty
good balance going on. But it's intended to be

flexible. It's intended to really see what
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customers' payment habits are, what channels
they're using during the pilot, and do it in a way
that there's not a big deterrent one way or the
other.

MR. MELCHERS: Thanks.

DENNIS GOWAN [DECorp.]: And I'11 just follow
up. One of the things in our education information
and FAQs that's helpful to the customers will be to
emphasize if they are paying that way, those first
two payments are covered, and to help guide them so
they fully understand that, as well.

COMMISSIONER FLEMING: Are you — will there be
a different tariff for this, or will it be the same
as --

BARBARA YARBROUGH [DECorp.]: We have filed a
tariff, just outlining the program. But for the
purposes of the pilot, we're planning to use our
standard residential rates. That creates some
challenges here, because a lot of this — our rates
are designed based on a system where you're paying
for service after you have used it, and for the
costs associated that way. This is different,
because you are paying going forward. There are,
you know, potentially, some cost savings, but there

are potentially some incremental costs, if for

4/16/15
PuUBLIC SERVICE COMMISSION OF SOUTH CAROLINA




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Ex Parte

DUKE ENERGY CAROLINAS / Pay As You Go pilot 39

nothing else the software that's required and the
text messages and everything that we have to send
out to customers. So a number of other utilities
who have done this have created — I won't call it a
special rate, but a different rate that sort of
incorporates all of these pluses and minuses in
terms of that. And I personally think, you know,
in a full-blown program, we may want to look at a
really different rate structure — a daily rate
instead of a monthly rate — because even in this
pilot, what we will have, the customer will go
through the normal billing process, transparent to
them through our billing system. And because there
may be a rate change in the middle of the month or
something 1like that, there will be at the end of
the month a reconciliation, and sometimes there may
have to be a Tittle adjustment just to make sure
that the bill that they get through the Pay As You
Go, for what they're paying on a weekly or daily
basis as we are showing them information on a daily
basis, matches exactly the tariff that they are
billed under.

CHAIRMAN HALL: Commissioner Elam.

COMMISSIONER ELAM: Thank you.

I may have a couple more questions later, but
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just to go back to something you just mentioned
about the procedure for disconnect and reconnect,
the two companies communicating with each other, is
the actual disconnect or reconnect completely
automated? Or at any point does any human
intervention have to happen to disconnect? If you
get the message that, you know, the account is 1in
arrears, is the system set up to just automatically
disconnect the customer?

DENNIS GOWAN [DECorp.]: Yes, it will generate
the orders through our AMI — our smart meters will,
you know, generate those orders for both the
connect and disconnect, off triggers.

BARBARA YARBROUGH [DECorp.]: I think that's
one of the reasons we wanted to start with a few
employees. We may actually ask them to run out of
money, just so we can test and make sure that those
automated orders do go appropriately.

COMMISSIONER ELAM: That's not going to affect
their credit rating, is it?

BARBARA YARBROUGH [DECorp.]: Not at all.

[Laughter]

DENNIS GOWAN [DECorp.]: And, Commissioner

Elam, just to follow up, in the beginning of the

pilot, there may be where there are actually humans
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initiating those orders with the system, just to
make sure everything's working, but as we build
through this, the system 1is set up to be automated
connect, disconnect, when the orders would be
issued.

COMMISSIONER ELAM: I didn't know if the
company people were going to be unwitting guinea
pigs.

[Laughter]

Okay, thank you.

BARBARA YARBROUGH [DECorp.]: Well, one of the
things I 1ike to say is we are working very hard,
and we want this to work. We don't want any
problems or any issues with it. That's why the
pilot. That's why we want to step through this
very carefully and make sure the technology works,
because I think it's a really good thing for
customers, ultimately, but if they have a bad
experience in the beginning, then that's not going
to help them and it's not going to help us.

CHAIRMAN HALL: Okay, Ms. Yarbrough. I have
two questions. Number one, what will happen to the
basic facilities charge? How will — what will
happen to that?

BARBARA YARBROUGH [DECorp.]: What will
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happen, by using the current rates, is the
calculations will be done in the PayGo system and,
if the customer's bill is for 30 days, then every
day they would get assessed, essentially, one-
thirtieth of that basic facilities charge.

CHAIRMAN HALL: Okay.

BARBARA YARBROUGH [DECorp.]: And the reason
we want to kind of test this out, you know, it gets
a little tricky. In Greenville and Spartanburg, in
the municipal 1imits, for example, there's a
municipal fee. It's a percentage of the bill. So
we'll have to come up with — there will have to be
an amount, you know, applied on a daily basis
relative to that percentage. So...

CHAIRMAN HALL: Okay, all right.

BARBARA YARBROUGH [DECorp.]: We think we've
got it worked out.

CHAIRMAN HALL: Okay. The other question I
have is, how are you going to assess the success of
the program? Just how many participants you have,
or —

BARBARA YARBROUGH [DECorp.]: I'm going to let
Dennis speak to that.

CHAIRMAN HALL: Okay.

DENNIS GOWAN [DECorp.]: Number one will be —
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will certainly be customer response to our survey,
and satisfaction, and the engagement and interest
in participation in the program, will be one.
Number two, internally, is how well, obviously, all
the systems and communications — and we feel
confident that will work, but that will be part of
it, making sure everything is seamless and working
for our customers.

But I would ultimately say it's going to be
through the customer. It's going to be what is the
customer's behavior response to this. Talking to
another utility who's implemented this — they're
rolling to the south of us; Georgia Power, to be
specific — they have about 1500 customers that are
doing it, and they're adding about 50 customers a
day. As we've talked to another utility, they had
a pilot customer requesting to come on a pilot;
they had locked their pilot. That's a great
problem. So they were having a greater interest in
participating in the program and they had limited
their program. So, ultimately, it will come back
to what the customer is pushing and what we're
seeing 1in their satisfaction and the desire to be
on the program.

CHAIRMAN HALL: A11 right, thank you.
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[Reference: Presentation slide 5]

DENNIS GOWAN [DECorp.]: The next few slides
in this deck — and I mentioned up front at the
beginning — yes, we talked about payment options,
and then Barbara stepped through some of the key
characteristics of the program, but the other thing
is, what does the customer see? And I mentioned
it's much more than an option, but really how do we
engage with the customer. There is a lot of
information. This is an actual — this is a sample
but very much 1like what the customers will see when
we Taunch in this pilot.

If you Took up here [indicating], you're
seeing information. This is — you can think about
a customer could come into this portal and they can
get there a number of ways: A tablet, computer, or
a smartphone. I'11 just comment — and I may walk
up here, if it's okay, just to point out a couple
of things.

CHAIRMAN HALL: Okay.

DENNIS GOWAN [DECorp.]: 1It's nice to get out
of the seat and move a Tittle, too, here.

CHAIRMAN HALL: But don't touch it.

[Laughter]

DENNIS GOWAN [DECorp.]: Okay. We'll be safe.
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I was thinking about it, coming down the road; it's
almost T1ike we do this every day when we buy gas
for our automobiles — assuming none of us have the
electric cars yet. But when we buy gas and you see
it, you have gauges that are telling you what's
going on, and you're getting that real-time
feedback. It may be how many miles you have left,
and you're seeing what's going on with your
readings there. Also, a device may tell you how
many miles you're getting per gallon. One of the
critical things that we talk about --

CHAIRMAN HALL: Mr. Gowan, they're going to
get you --

DENNIS GOWAN [DECorp.]: You need me to speak
up?

CHAIRMAN HALL: Yeah, they'll get you a
Lavalier mic.

DENNIS GOWAN [DECorp.]: Okay.

MS. EASTERLING: [Indicating.]

DENNIS GOWAN [DECorp.]: [Indicating.] Does
this work? I want to make sure everybody can see.
Can you hear me okay?

CHAIRMAN HALL: Thank you.

DENNIS GOWAN [DECorp.]: So, basically,

information necessary to help the customers do
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this, and a good bit of information that —
[Reference: Presentation slide 6
We went forward a slide. Did I hit it?
CHAIRMAN HALL: I told you not to touch it.
[Laughter]
[Reference: Presentation slide 5]

DENNIS GOWAN [DECorp.]: I did, sorry. But
giving the customer information, so, how many days
did they have remaining in their account? How many
dollars are in that account? And you'll notice as
we step through, the subsequent slides will be very
similar, but there will be some colors that start
changing. So --

[Reference: Presentation slide 6]

I didn't touch it that time.

[Reference: Presentation slide 5]

In this slide, we're providing information to
customers to help them. And again, as I mentioned
this, the opportunity to see this on a smartphone,
obviously a tablet, or as well as to go to their
computer and see this information, as we mentioned
back to your question around requirements. But
this lets them see where they stand, how much --

[Reference: Presentation slide 6]

It's even sensitive to my hand movement.
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TED VANN [PayGo/TLV]: I think your wrist is
getting it.

[Reference: Presentation slide 5]

DENNIS GOWAN [DECorp.]: Okay. This shows the
customer right here how many days. He has eight
days approximately in the account, based on their
average daily usage and, obviously, the pricing of
the rates we go through, calculating the dollars
and the days remaining. This is probably — that
eight days is one of those critical things, and the
days, as we move through, is to help the customer
know where they stand. We're also showing them
other information about their average daily
consumption, as I mentioned, and price per
kilowatt-hour on a daily basis. When they made
their last payment, in this example, you can see.
And then meter status, going back. So their meter
is connected and active [indicating] in this
program.

If you go over to the right-hand side upper,
it gives them basically a snapshot of their
statement. It's cumulative. It's showing how much
is in this cycle, and they can go up and see it
build through each day they go through the cycle.

It allows the customer to see total charges, how
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much energy they've used, so they're really seeing
their bill and seeing the bill accumulate on a
daily basis here.

And at the bottom, it's starting to give them
graphics and pictures, if you will, to let them see
the last seven days of usage. And it's showing
them what the temperatures — high and Tow
temperatures — were in that period, so giving them
a flavor of what has weather done. It lets them
see their usage in graphics form. So this is —
when I talk about engagement, it's really providing
the customer's information to help them manage and
let them know where they stand with the account,
but this is what they will be seeing. Okay.

[Reference: Presentation slide 6]

The green is eight, as we move to the next
slide here, one change here is we start with
warnings. You’ll see green, yellow, and red.
There are six days remaining in this account. The
meter is still connected. When we get down — when
they move beyond seven days remaining in the
account and get into six days or less, the
approximate days remaining in their pre-paid
balance, we start turning it yellow [indicating].

Okay? So it's starting to give the customer some
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color sensitivities here and warning signs here.
[Reference: Presentation slide 7]

If we move on to the next slide, in this case,
the customer has reached that zero balance. A
place we don't want to be with the customer here.
And as you see, the meter has been disconnected.
And as Barbara talked about earlier, our disconnect
proposal is, if they reach that zero balance, the
next day sometime not before 10 a.m. and usually
between 10 and 2 a.m. — 2 p.m., excuse me, would be
that disconnect window. They can still be able to
use the energy, so that's where they reach this
negative balance that Barbara alluded to a Tlittle
earlier.

So when they make the payment to fund their
account, turn the power back on, we'll have to
recover that negative balance plus then going
towards their pre-paid account. And you see,
obviously, it's red here. Again, this is kind of
the same statements and information, so these
screens are very similar.

Barbara, anything?

BARBARA YARBROUGH [DECorp.]: I was just going
to add, if they're in that situation, there's no

minimum amount to get the power restored; they just
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have to bring it to a positive balance. We thought
about having a minimum positive balance, but we
want to get some results from the pilot, because,
you know, one thing we don't want 1in that case —
let's just say you were $5 negative and you pay $6.
Practically by the time you've paid that $6 you're
probably going to get cut off again. So we think
that would be a negative customer experience, if
you got cut off and then you paid a few dollars and
got cut off again. So we want to look at the pilot
to see, does that really happen, or do customers
who get cut off say, "Oh, boy, I really need to
make sure I pay enough to get me through a few

days," and later on we might say that you're going
to have to have a minimum of $10 or $15 or $20
positive balance. But we want to see the results
of the pilot before we, you know, force that on a
customer.

[Reference: Presentation slide 8]

DENNIS GOWAN [DECorp.]: This next screen 1is a
very important screen, and Barbara alluded to it
earlier. But this is a screen that customers can
come in and select "I would Tike to be notified.
Keep me informed around balances, low-balance

notifications," or other information to help them
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in managing their account. And you see here, we
talked about there's at least three choices a
customer has here. We're going to make one of the
choices for them. You see e-mail here; we will
communicate with the customer via e-mail in every
situation, but we also allow if they wanted an
outbound phone call, that way, or versus text. In
this case, for example, the customer chose text
only between the hours of 8 a.m. and 10 p.m., so
they get to set the time, so don't wake me up in
the middle of the night, for example, to tell me
this. So this is there. There also, as we alluded
to earlier, will be choices we will not allow the
customer to make; we will make them for them. And
in our proposed filing, you'll see checks around
one, three, and five days. So those would be Tow-
balance notifications; if we reach that point with
the customer, we will notify them through those
channels they've chosen, and obviously through e-
mail. We will tell them about a Tow balance at
five, three, and one day. So we will not allow the
customer to make that option; we will control that
option for them.

In this example, the customer could've chosen

they'd Tike to be notified at day seven and day
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eight, as well. So we're making as many attempts
in different ways to make sure that we keep the
customer informed, and make sure we don't reach
that situation where we reach that red negative
balance and have a disconnect.

Also, the other thing I'd point out here 1is
the customer can select to get notified on all
three of these channels, because, again, we'll
control the e-mail channel. So if I had a child on
this program or a parent, for example, was on here,
we could choose to be — I could choose to be
notified in addition to the parent. So there's two
choices here for each channel that we would allow.
Okay?

BARBARA YARBROUGH [DECorp.]: And I'11l just
say, that would be consistent with the Commission's
rules around third-party notification. The
customer can select another person's e-mail address
as their third-party. As we said earlier, we're
going to exclude any medical alert, medical
certificate, but we would not exclude customers who
simply had a third-party notification. And by them
inserting their e-mail address or telephone number,
or whatever, is how we would perform that

notification.
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[Reference: Presentation slide 9]

DENNIS GOWAN [DECorp.]: This screen is simply
a notification history screen the customer can see.
In this example, it shows all notifications by e-
mail, and it shows the primary and alternate
communications. So the customer can see and we can
see the success in those notifications that they
were successfully delivered to the customer, when
there was a low-balance notification, a payment
received, et cetera. So it just provides the
customer a lot of information about what's going on
in their account.

[Reference: Presentation slide 10]

And the next screen I think — I'm sorry — just
basically shows the payment history for the
customer, so they can see here in this example a
customer made two cash payments and then made three
credit card payments during this period from 3/8 to
4/8. So, again, providing the customer a Tot of
information and history 1in their payments, as well
as our opportunity to see that in the event the
customer calls and asks questions.

So those kind of give you an overview of what
we're building towards in providing for that

customer experience, and as I mentioned, an
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engagement platform for them, to help them better
manage their lifestyle and their needs and to stay
aware of any current status of their bill and their
account.

[Reference: Presentation slide 11]

And then the Tast, I think — excuse me, there
is another slide in there around that. This just
gives some examples of actual texts. In these
three examples, here, there are those five-,
three-, and one-day notifications, what the
customer would see and what the text message would
tell them. It will also have a link in there where
they can click on and go make a payment, to make it
easier for the customer to make a payment from
these text messages if they're receiving that
communication in text. And this just — on the
right-hand side — gives examples of the different
notifications and communications that will be going
with customers, whether it's, first, the welcome
message into the program, all the way through,
"We've received your payment," and here's how much
received, here's your balance in your payment —
your balance in your account as of receiving this
latest payment. Pending disconnects, negative

account warnings, are all things, again, here to
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help the customer through this process.
[Reference: Presentation slide 12]

And then last, 1in talking through, kind of the
timeline we're working on: Obviously, here today
we're meeting with you all. We will have,
certainly, a marketing campaign that would go out
to customers, if it was asked about, to tell them
about the program in those 14 ZIP Codes in the
Greater Spartanburg Area, explain the program to
them and provide them the information: how the
program works, frequently asked questions, how to
contact us, and what numbers to reach us, regarding
questions about the program or enrolling in the
program. And then Taunching the pilot, and then
beginning that work of analysis around customer
behavior and how they're responding to the program.

[Reference: Presentation slide 13]

CHAIRMAN HALL: A11 right, Commissioners. Any
other questions? Commissioner Randall.

COMMISSIONER RANDALL: Thank you. This is
very interesting. If I had this — of course, I'm
on City of Clinton power. So I would be a real
commando, if I had this every day.

[Laughter]

We were looking at one point at the smart — at
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the kind of meters that they have there, and just
doing some of the things, but not nearly this. A
couple of things — I mean, I probably should know
this. With smart meters, are smart meters already
installed everywhere in those ZIP Codes, or are you
going to have to do some additional for your pilot
people?

DENNIS GOWAN [DECorp.]: Yes, we do have ZIP
Codes and these will be — excuse me — we do have
smart meters in those ZIP Codes; they are
installed. And that's one of the reasons and
criteria that we picked this area, because we
already have the technology in place. As we begin
with the employees, the up to 25 we talk to
starting in June, to make sure everything — we may
be reaching out to a few employees and requesting,
and if we reach to them and say we need to install
the meter to make this go forward, if, in case they
don't have one, just so we can use them in the test
period.

COMMISSIONER RANDALL: Okay, thank you. And I
wanted to follow up on what Mr. Hamilton was
asking, with the pre-paid. Does everybody — do all
your customers, regular customers, have a deposit —

when you're talking about your deposit can be
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shifted over to your first payment, does everybody
automatically have a deposit or —

BARBARA YARBROUGH [DECorp.]: No. If the
customer has a good credit record with us --

COMMISSIONER RANDALL: Gotcha.

BARBARA YARBROUGH [DECorp.]: — or a new
customer has established good credit through a
credit reporting agency, they don't have a deposit
on record.

COMMISSIONER RANDALL: Okay. Thank you.

Thank you.

CHAIRMAN HALL: Commissioner Elam.

COMMISSIONER ELAM: Thank you.

One of the requirements that you've talked
about for being in the program is for the customer
to have Internet access. 1Is Internet access just
necessary to receive the text alerts or do somehow
you have to have landline broadband for the smart
meter to work? Does a customer have to have non-
wireless broadband?

BARBARA YARBROUGH [DECorp.]: It's not related
to the smart meter itself.

COMMISSIONER ELAM: Okay.

BARBARA YARBROUGH [DECorp.]: It's really

designed for them to be able to access the
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information. And the reason we want to use e-mail
for some of the notifications is text messaging is
a little bit Timited in terms of the number of
characters, and we don't want a real shorthand
message being misinterpreted. So e-mail is a
better method to give maybe a little more robust
message.

TED VANN [PayGo/TLV]: And I was just going to
clarify, it's actually we're just requiring an e-
mail address.

COMMISSIONER ELAM: Okay.

TED VANN [PayGo/TLV]: It's not an Internet.
So even if they don't have Internet at home, that's
okay. If they go to the library or they go to a
place of business to check an e-mail, or maybe it's
just on their phone, and they select e-mail, it's
really just an e-mail address that we need.

COMMISSIONER ELAM: Okay. Is there a mobile
app for this?

TED VANN [PayGo/TLV]: We have a mobile — we
don't have a specific app; We have a mobile
optimized webpage.

COMMISSIONER ELAM: Uh-huh?

TED VANN [PayGo/TLV]: So, if they come --

COMMISSIONER ELAM: To get some of the stuff
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we've seen on the slides?

TED VANN [PayGo/TLV]: You see all of that on
your smartphone.

COMMISSIONER ELAM: Okay.

TED VANN [PayGo/TLV]: Right.

COMMISSIONER ELAM: So, this is not one of
those applications where I've seen some in the
past, where you have some sort of a display in your
home that's basically showing you your money
clicking down.

TED VANN [PayGo/TLV]: Correct. The display —
if you want a display, it would be on your phone.

COMMISSIONER ELAM: Okay.

TED VANN [PayGo/TLV]: Or your computer.

BARBARA YARBROUGH [DECorp.]: I think that's
the beauty of this, because we don't have
equipment, again, in the customer's home where you
don't have access to it, and hard to maintain.

That was the type of equipment we had looked at
many years ago, but this 1is just so much better.

COMMISSIONER ELAM: What I've seen with some
of this in the past and some of our co-ops using it
as a means to get people where they don't have to
stay cut off, if they can't — they don't have the

credit rating or they can't make a deposit, they
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can still get service if they do prepay, and
allowing customers to get back on the system that
may otherwise perhaps not qualify because of bill
payment problems. You talked about the pilot. 1In
the pilot, are you trying to get a certain
percentage of low-income users on the pilot so you
can judge how well they use this service?

DENNIS GOWAN [DECorp.]: Again, we don't have,
Commissioner, any target in any one segment. We're
hoping we see a broad segment of participation in
customers that take that. We hope we get and see —
as I mentioned earlier, there's different
demographics, but we hope there's a segment in
there that certain of the customers that are Tow-
income do participate, medium income, in different
segments. And I think that'l11l be one of the
insights that will help us, but we have not Tlimited
nor targeted one group.

COMMISSIONER ELAM: Okay.

BARBARA YARBROUGH [DECorp.]: And I'11l just
add, we don't really know who low-income customers
are. We have affluent customers who pay just as
late as others, and we have Tow-income customers
who put electric bills as their priority. So, you

know, unless we happen to know certain
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neighborhoods are a little bit demographic, we
really don't know, or we couldn't — we don't Tabel
them as a Tow-income customer. But, you know,
possibly through survey, we might be able to get
that somewhere through the pilot. I'm just not
sure.

COMMISSIONER ELAM: Is this a system that
would make it more feasible to have customers who
are on a system like this have real-time pricing or
time-of-day rates?

BARBARA YARBROUGH [DECorp.]: I think
irrespective of whether you have Pay As You Go, or
not, the smart meter technology certainly lends
itself to that. We haven't looked at that very
much from the residential standpoint because, even
though we've had time-of-use rates here in South
Carolina since, I believe, 1979, our nonresidential
customers 1like and understand them but our
residential customers just haven't Tatched onto
that. I'm hopeful that once customers do get smart
meters and they do like I did and went and looked
and saw what my usage patterns are, you know,
somewhere down the road, if not real-time pricing,
it may encourage customers to take advantage of

those pricing options that could Tower their bill.
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COMMISSIONER ELAM: Will signing onto these
pages perhaps alert residential customers to the
availability of time-of-day use where they might
not even know it's available to them now?

BARBARA YARBROUGH [DECorp.]: I'm not sure
that would be something we would do in this pilot,
per se, because the time-of-use rate is not one
that we have as one of the ones that are
participating here. But that may be a possibility
down the road. As I said, somewhere down the road,
we probably wouldn't use our existing rate
structure. We might use something that's more on a
daily basis that would potentially vary by time or
season.

COMMISSIONER ELAM: And one last thing. You
talked about — responding to Chairman Hall —
dividing the basic facilities charge up into
segments per day. It would seem Tike this would be
something that would be desirable to someone — to
people's second homes, if they're not paying the
basic facilities charge and just very low usage.

Is there any requirement that it has to be the
primary residence to be eligible?

BARBARA YARBROUGH [DECorp.]: No.

COMMISSIONER ELAM: Down the road — I'm just

4/16/15
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kind of musing that I didn't know whether that
would create any kind of rate design issues 1in a
rate case, if you were not collecting a whole Tot
of money from people with second homes. I don't
know if there's enough second homes to worry about.

BARBARA YARBROUGH [DECorp.]: I think we'll
cross that bridge when we come to it.

[Laughter]

COMMISSIONER ELAM: I think we will, too.
Thank you.

CHAIRMAN HALL: Commissioner Fleming.

COMMISSIONER FLEMING: Yeah.

I wanted to find out what kind of campaign,
recruitment campaign, you're planning, to get
customers — to get this information out to get
customers signed up.

DENNIS GOWAN [DECorp.]: So, we're still
developing the stages of that right now, but we
have drafts we've talked about. We're still
working those, Commissioner. But it would be a
targeted — first would be a communication to the
customer's home, so we'll target those folks 1in
these ZIP Codes that meet the eligibility
requirements.

BARBARA YARBROUGH [DECorp.]: Through mail.
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DENNIS GOWAN [DECorp.]: Through mail. Yes,
through mail. And telling them about the program
and providing them information. We're also talking
about a follow-up postcard that we may do
subsequent on that, based on response that we see.
And we've also had conversations that we go into
maybe some community hall type situations in the
area, in Spartanburg-Greenville, and have some
educational type sessions, question-and-answer
come-to sessions. We're still evaluating that, but
the one we feel sure about 1is through the mail,
sending letters to these customers that meet the
eligibility requirements, telling them about the
program, what steps they've got to take, frequently
asked questions, and information to contact us to
call with more questions about it. As I mentioned,
there will be a dedicated group to assist these
customers.

COMMISSIONER FLEMING: Okay. And a final
question to you, Mr. Vann.

TED VANN [PayGo/TLV]: Certainly.

COMMISSIONER FLEMING: Since we have you here
today and may never see you again.

[Laughter]

TED VANN [PayGo/TLV]: I may never get to come
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back.

COMMISSIONER FLEMING: Unless another company,
I guess, were to hire you. Could you tell us a
little bit where you are already using this
application and the success rate that you're
having, and how long your company has been in
business? Just a little bit about --

TED VANN [PayGo/TLV]: Sure, a little
background.

COMMISSIONER FLEMING: - the vendor that's
coming on-board?

TED VANN [PayGo/TLV]: Sure. So, PayGo has
been in existence going on about seven years. And
to Barbara's earlier point about where the
technology has come, we started down one path and,
with the availability of the technology, we kind of
shifted. So it took a little bit of those seven
years to get to a point of starting to obtain some
mass. So the technology has really enabled us,
especially the two-way communication to the meters.

So, as Dennis alluded to earlier, one of our
clients is down south, Southern Company, Georgia
Power. And they have gone through a whole pilot
now; they're in full production. They are now at

the point they are starting to ramp up, I guess,
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marketing. So they're up to, as Dennis said
earlier, about 50 enrollments a day, and we
continue to see that growing. They have very large
expectations of customer growth. What we see is,
historically, anywhere from a 10 to 15 to 20
percent take rate across a utility base, assuming
all of the infrastructure is in place.

And so, trying to just give you a rounded
answer to your question, we are in — we primarily
target investor-owned utilities, so the Targe
customers. And, you know, it follows the same
pattern of starting a pilot, going through the
pilot, taking learnings and then running and
developing a full program. Southern Company has
plans to enable this throughout the rest of their
companies as they start to come on, so in Alabama
Power or other ones.

So that's primarily where we're at, at this
point. We've done some other pilots with other
IOUs, but some of them I don't know if there are
lots of press releases out there, so I don't want
to speak exactly for who they all are. But we are
continuing to grow and primarily focus in that IOU
market.

COMMISSIONER FLEMING: So you're in other
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areas of the country.

TED VANN [PayGo/TLV]:

COMMISSIONER FLEMING:
specific --

TED VANN [PayGo/TLV]:

COMMISSIONER FLEMING:
number of companies.

TED VANN [PayGo/TLV]:
West, correct.
COMMISSIONER FLEMING:
several.

TED VANN [PayGo/TLV]:

several states.

We are.

I'm not asking for

Yeah, we're --

— names, just the

— Upper Midwest, out

Okay .

So you're in

Several jurisdictions,

COMMISSIONER FLEMING: Well, great. Thank
you. Nice to have you here.

TED VANN [PayGo/TLV]: Thank you.

CHAIRMAN HALL: Al11 right. Commissioners, any

other questions?
[No response]

A1l right.

No more questions?

Mr. Gowan, Ms. Yarbrough, and Mr. Vann — who

we will never see again — we appreciate your

presentation. I'm actuall
success of this program.

concluded.

y looking forward to the

So, with that, we are
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[WHEREUPON, at 12:10 p.m., the

proceedings in the above-entitled matter

were adjourned. ]

PuUBLIC SERVICE COMMISSION OF SOUTH CAROLINA
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CERTIFICATE

I, Jo Elizabeth M. Wheat, CVR-CM-GNSC, do hereby
certify that the foregoing is, to the best of my skill and
ability, a true and correct transcript of all the proceedings
had in an Allowable Ex Parte Proceeding held before THE
PUBLIC SERVICE COMMISSION OF SOUTH CAROLINA 1in Columbia,
South Carolina, according to my verbatim record of same.

IN WITNESS WHEREOF, I have hereunto set my hand, on

this the _ 19" day of _ April , 2015.

Jd ElYizapeth M. Wheat ¢ CVR-CM/M-GNSC
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Why offer Pay-As-You-Go Pilot?

® An attractive new payment option that provides customers flexibility and information to fit their
needs and lifestyles
= Customers have the flexibility to better manage their cash flow:

— Customers can choose
*  When to pay
* How often they pay
* How much to pay at one time

— No deposit required for new service; existing deposit of current customer can be used to fund Pay-As-
You-Go balance

— No reconnect fees if service does get disconnected
— Utilize multiple payment channels with free payment options available

" Customers receive timely information including:

— Daily energy usage via web or smartphone/tablet
* Potentially avoiding the surprise of a large bill at the end of the month

— Notifications on the account balance and “days remaining” 24X7
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Preliminary details of the Pay-As-You-Go pilot

=  To validate that technology and data exchanges are working as designed

Objectives = Measure customer behavior and satisfaction

Pilot duration = Proposed to be one year, starting June 2015

=  Residential customers on Schedule RS,RE, or ES with certified AMI meters
Eligibility * Includes 14 zip codes in the Spartanburg & Greenville areas
= No special riders or programs

Enrollment = Maximum of 1,000 eligible customers; will evaluate expansion based on early results

Pilot Fees = No enrollment or administrative fees for the pilot; will evaluate going forward for full offering

= Number of payments per month and average payment amount per customer
= Number of nonpayment disconnects and reconnects

= Customer energy usage patterns

= Customer satisfaction

= Number of customers who leave the pilot (other than move-outs) and why

Sample of data to be
collected during pilot






A~ DUKE
&’ ENERGY.

Key differences between Post-Pay and Pay-As-You-Go

m Post Pay Pay-As-You-Go

Enrollment

Outstanding Balance

Monitoring

Payments

Disconnect

Reconnect

Deposit may be required

Customer always has an account balance owed for service used, even if not yet
billed and may be subject to disconnection if not paid more than 25 days after the
bill has been rendered. Late charges are assessed on al past due amounts.

Customer does not know amount due until the bill is generated at month end

Many customers do not pay until either the bill is about to become past due or the
account is two months past due and subject to disconnection.

Disconnect occurs when the account is typically two months past due and about
to bill for a third month.

Reconnection may not occur for several hours after payment and there is a fee
for the reconnect

No deposit required, just a $40 minimum initial payment

Existing deposit will be used to pay off outstanding balance and fund Pay-As-You-Go
Balance

Customer is typically paying ahead but upon enrollment, the customer may bring up to

$300 deferred balance to program. Late charges will accrue on past due amounts until
past due balance is paid and then are no longer assessed.

Customer has access to web, mobile usage and balance information to see usage
daily.

Customer can sign up to receive frequent notifications via several methods.

Payment can be made at any time, in any amount, as often as desired.

Customers can pay in person, on-line or by phone. During the pilot, the first two
credit/debit payments each month are free.

Disconnect occurs the next business day after the balance goes to zero

Reconnect is done remotely shortly after the Pay-As-You-Go balance is positive and
no reconnect fee is charged.
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Sample Customer Experience — Home Page

Wielooume: Karls Lewng
Selected Preameses

M. DUKE

Laks Howse #F1 — ~
=" ENERGY. — Dotiers Remaining
- Reports Usage Motification Payment AutoPay Balance Passwword Support CSR Portal

At a Glance

Karla Leung

Usage Info

Svoooasnt it EEEEEREEERE! =h
Premise: Lake Howse 371 Biling Cydle Lt D BT s12 kvwih
Dollars Remaining S/ 5312015 28 2015 Energy Charge: 61 .24
559_53 :I;fter Sarial ro. -rlh—ﬂu;-a:.;fa]l.lstm :::39:;
Approximate Days R ini = rE=s ’
—
Asof 482015 12716218 AR Recant Usage
Deferred Balance S63.76 =
Awg. Daily Consumption S7_44 P — _’__,__-—-—’—A. =
sT.sTkwWh = E
Last Payment 549,05 s3I 20 LD
af 2015 A
MWIETEr STtates HD"DE. Amr O3 .J‘-D’EH ! P-F"DE—I Amr 05 ..-!-u-'n:l?.
:. Lake House #1 — Migh Termg. — Low Temp. :I
e

Conneaected

The mester ks SCthee ESnd SpEraTing SUCoas s by
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Sample Customer Experience — Home Page

Welcommee PAYG Customeer2

~d~, DUKE Seimctes Promine . e
=~ ENERGY. e Dosiars Remaining

Rename S10.17F

- Reports Usage Motification Payment AutoPay Balance Password Support CSR Portal

At a Glance Usage Info
PAYG CUSTDMRErZ
ACCoUEE : =X
Premise: Home Baling Cydle Coms Tt a5 kv
Dollars Remaining A4,/ 2015 /30 2015 Energy Charge: £5.43
510 17 nieter Serial Mo misc. Adjustments:  S2.855
~ - o Duskosllaz Total Charges: SE.OE
Supeper te Days R
[ = o~
Asof 45 2015 12716718 AR Recant Usage
peferred Balance 544 47 —vsF
Awg. Dadly Consumpton S1.81 LAMENS “esE
1oL E3 kv CETT —ssF
Lact FPaymeent = 1000 —asF
S7izo1s ILULL T T T T T T —asF
Mieter Status ApcOl AprDE AR O3 Apr 08 Apr D5 Ape 06 Ape OF
L & Home — High Temp,. — Low Temp JI
-

Connmnected

T ITeater kS SCThee SN OpETaTng SUCosnn Uiy





DUKE
ENERGY.

€

Sample Customer Experience — Home Page

= ” ENERGY.

- Reports Usage Motification Payment

At a Glance

PAYG Custoim-er2
SAuCooasnt b

Premise:; Home
Collars Remaining
($2.52)
e Days R ind

Asof 4592015 1200 1E PR
Deferred Balance 544 a7
Avg. Daihy Consumption =1 S8
11.z2skwwh
Lac=t Paymmeent =10, 0
A4S FI201S
Mieter Status

Disconnected
Misber Discanneched

PAYG T 2 -

Dhays Roermed

Sedected Premise: u s
Home: —
Droliars: Roesmeeing
Remsme I52.52])
AutoPay Balance Password Support CSR Portal
Usage Info
Billling Cyde Comes TSP o 102 ki
A4S1/2015 30 Z20LS Energy Charge: 12,049
meter Serial Mo, Misc. Audjestrments: E3.2E
Cukelaz Total Charges: 515 32
-
Racant Usags
=400 e
65 F
2. 00
50 F
S0.00 — IS F
Apr D2 AprQ3 Anr D4 AR OS5 SDr DS AR Q7T Apr 0E
r_- Homea — High Temp., — Low Temg )
e
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Sample Customer Experience — Notifications Screen

&~ DUKE st T -
=~ ENERGY- -

Home Reports Usage Pay ment AutoPay Balance Passwword Swupport CSR Portal

Mote: Data and messaging camier changes may apply

[ weoice

@ Cnly betesen [8:00 AM [&] and [2:00 P[] [Eastern Standard Time [=]

El Test hMsg Ay timee of day or night

W Cnly between [5:00 AM |[w]| and [10:00 PM[w]| [Eastern Standard Time ||

@ sy time of day or night
Cnly betewesn 1200 Ahda arnd 12:00 AbkA

Eastern Standard Time

VWwhich "Lowe Balance Motification®” days do you wish to receive™
1 =2 = A 5 L] T a k=] 10
= = = = =

Woice (Limit Z) Tewxt Msg (Lirmit 2} Email {Limit =2}

(87T8) 471943251 > o {214) 7831519 > o dukeuaZi@mailinator. com
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ample Customer Experience — Notification History

Drays Remsining

‘é” ENERGY. - otiers Rematning

R 151.45)

Home - Usage Motification Payment AvtoPay Balance Passwrord Support CSR Portal

Motification History

Rusn Dete\Wednesday, Apcil 8, 2015 ot 10:S5-08 AR Get C5W Printer Friendhy Return to Reports
Start Date: End Date=
03082015 DAAOEZ01S Upd=te

Send Dete - mersted Det Typ nt=ct Info Mesz=ge Type Send Status
& A/B2015 60013 AM AfE 2015 So00n0d AR Ermil emma walier S duis- Megative Batance Negative Balance Notificetion Success
energycom Motification
B 4/B/2015 60008 AM A/B/2015 600004 AN Ermil SjwITIBSgmmil.com Megative Batance Negative Balancs Notificetion Success

Notification

& 4B20L1S 12:1633 AN 4/B201S 12:16:25 AM Ermil emma walier S dube- Pending Disconnect Pending Disconnect Notice Sucoess
energycsm

@ A/E/201S5 12-1628 AWM 4/E2015 12:16:25 Al Ermil SjwITIBSgmmil.com Pending Disconnect Pending Disconnect Notice Success

B 42015 12:16:37 AN 462015 12:16:327 AM E armra el Edoke Ealancs Motfication Bay As You So Motification Tuccess
[

@ AE201S5 12-1633 A 452015 12:16:27 Al Ermcil ST IBESgmail.oom Balance Notification Pay As You Go Notifction Success

B 452015 12:16:18 AN 452015 12:16:11 AM E el S duke Balancs Motficstion Bay As ¥ou Sc Motification Success
mnergyssm

& 452015 12:16:43 AWM 4/5/2015 12:16:11 AM B =BT IS gmailosm Ealance Motfication Bay As You Sc Motifcation Success

B 4S20L5 12:1634 AN 4T/20LS 121628 AM Ermil emmawaler S duke- Balance Motificetion Pay As You Go Motifcetion Success
energycsm

@ AS2015 12-162% AM 452015 12:1628 Al Ermil SjwITIBSgmmil.com Balance Notification Pay As You Go Notifcetion Success

& 422015 110507 AN 422015 11:04:58 AM E armra el Edoke Custom Messszs Mizzszge from Duks Enangy PAYE UA Tuccess
mnergyoom
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Sample Customer Experience — Processed Payments

-~ DUKE e rE
&’ ENERGY. o -

Home - Usage Motification Payment AutoPay Balance Passwword Support CSR Portal

Processed Payments

Run Dete: Wednesday, April B, 2015 2t 10-56:26 AR Gt C5W Primves Fascrediy " WS —
Start Date: Ervdl Date:
C3MOER0LE Q4,OE2015 Updste

Dt Pt Fremise Name Description Peyment Type Cord Lest 4 Status

& AT 2015 105655 P 510000 Cash Frocess Compilebs

@ A7 /2015 S:O7:58 AM 520,00 Cash Process Complete

B AE/2015 5:33:56 P 655 Payment from PayGo Processing Wisa 1111 Frocess Complete

& AE/2015 5:33:21 P SESS Payment from PayGo Processing Wisa 1111 Frocess Complete

B 452015 5311 PR 51185 Payment from PayGo Processing Wisa 1111 Frocess Complete
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Low Balance Warnings
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ENERGY.

amilll ATET = 12:34 PM

Text Messaging — customers can receive

@8 390-44
Duke Energy Low Balance Notice $8.46
remaining (approx. 5 days) on your
at 987 7th Ave, Make payment
e.mypay.cc/1234567

390-44

Duke Energy Low Balance Notice $5.36
remaining (approx. 3 days) on your
account at 987 7th Ave, Make payment
now at de.mypay.cc/1234567

390-44

Duke Energy thanks you for your payment
of $10.00 for 987 7th Ave. Your dollars
remaining balance is $11.46 as of Apr 7
2015 10:56PM.

multiple messages related to their account
including

* Welcome message

» Text Opt-In message

 Low Balance/Disconnect

notification

» Pending Disconnect

» Negative Balance Notification

 Disconnect

* Reconnect
« Payment Received
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Preliminary timeline for pilot development

DUKE

\

ENERGY.

Q115 Q2 15 Q3 15 Q4 15 Q116
TN System configuratign, design, and
build
Commission filing
Commission Ex Parte

Y | Marketing campaigr

Pilot, collect data, track metrics [ R
Analyze pilot results and determine next steps around full offering D

—
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Questions?






