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Assistance

Intent versus Impact



97 Mi“ion Limited income

customers have

Americans live below 200% of the federal
hard challenges

poverty level




Customers struggled to pay their utility bills and look to their
utility for help

4 search

onine

30%
33%
30%

ask family
or friend
37%

search onine wask family or friend = go to their utility

look to their utility
for assistance




$4.21M was the annual amount of
operational expenditures due to broken

payment arrangements at one utility

More than 60% breakage of deferred amount

« Customer Service handling
« Bad Debt
 Field service



Limited income customers need better help to afford energy service

“Nothing is user friendly.
| haven’t heard of _WAP. “ have heard of LIHEAP. | You can't do it on your
[Reads about it] : : : : phone or an app. They ask
“ : saw it online with my bill. | :
They insulate my house don't know what it is for everything under the
and stuff like that? | need to sun, including your birth

write that down.” exactly. certificate. It’s a lot of stuff,
it’s just not even worth it.”
Pam has not Sarah has not % George has not
been identified been reached enrolled




“Instead of telling myself- that’s not energy’s
issue, I ask myself, what can energy do to
solve the problem?”

Jessica Mammel
Consumers Energy




How can Oracle assist your efforts to
engage with your customers who are
financially vulnerable?



Predictive analytics for Limited Income Customers

Opower Analytics Visualization (OAV) Tool
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Intelligent Advisor?

How much can |
save by replacing
this appliance?

Energy Efficiency
Audit

Rate Plan
Selection

Am | on the best
rate plan for my
situation?

“Am | eligible for
this program?

Program
Eligibility

“Damage to my
property during a
field service visit, is
this reimbursable?”

Claims
processing

Fees and
cancellation
“What fee do |
have to pay in
this situation?”

“Can you trim the
tree branches that
may impact my
service?”
Scheduling Field
Service Event

=

[ JoXe}

Payment Record Life-Saving
Plans Equipment
“Am | eligible for “Can | register life-

saving equipment at

?"
a payment plans my premise?”




oo Artie
'. Helping you learn Digital Assistant

Oracle Digital Assistant?

= Platform to build intelligent chatbots
= Al based Natural Language Processing (NLP)

= Business Process integration for Intelligent
Automation

= Talk or send a text for answers, process a request,
drive action

= https://bit.ly/ODADoc

Greetings. Allow me to introduce
myself. | am Artie, a digital assistant.

i 30
'. You can always call up my help system
by simply asking for help at any time.

So how may | assist your digital
assistant learning?

|lype a message



https://bit.ly/ODADoc

Next-Generation Agent Service experience
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Questions to ask yourself...

Are we creating an affordability plan that is inclusive
of all our customers?

Where does the desk / building end and the
responsibility to go into the community begin?

What can energy do to help?




