Targeting Success

Social Media and
Utility Online Community

 Katie Sproles, Web Editor, Eugene Water & Electric Board

* Hillary McBride, Community Relations Officer, Emerald PUD

» Michael Howe, Communications and Government Relations Specialist, Oregon Trail
Electric Consumers Cooperative

» Dave Kestra, Manager Partner Services, Northwest Energy Efficiency Alliance

» Kim Thompson, Program Marketing Manager, BPA Energy Efficiency



Eugene Water & Electric Board

Social Media
Utility Energy Efficiency Summit
March 18, 2010



Eugene Water & Electric Board

About EWEB

-Katie Sproles, Web Editor, Public Affairs department

*Public utility founded in 1911

*Provide electricity, water and steam to more than 86,000 customers
*Oregon’s largest customer-owned utility

*513 employees

«235.6 square mile service area
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Eugene Water & Electric Board

EWEB’s social media beginnings

*Created social media committee
*Talked with utilities around the country about their use of social media

Created a strategy:

“Measured” approach Get cannected with EWEB
*\WWho to manage/contribute ———
*Frequency of posts
‘Response time E
*Searches

Part of integrated communications strategy
Launched Facebook fan page and Twitter account in Sept. 2009
Introduced two e-newsletters in past six months

Social Media @ EWEB




Eugene Water & Electric Board

EWEB’s social
media goals

Sign up for our new e-newsletter to get energyfwater tips, rebate
info & more. 15tissue goes out next week: http: At 97 olpc

EVEMNT: Tell us what you think about the design concept for EVWEE
riverfront property redeveloprment at 343 public mtg: hitp: it by

*Enhance the image of the utility o

*Reach new demographics Oakshire Oakshire's waste Reduction & Resource Efficiency
-Create a dialog with customers and || o sna aur caian o St uarEng
the community you

*Promote efficiency programs
*Gather product and service feedback

*Recruit employees

*Generate website traffic

*Media relations

*Crisis management (outages, long hold times, etc.)
*Promote events and public participation opportunities
*Provide timely news to supplement print publications

Social Media @ EWEB




Eugene Water & Electric Board

facebook £~ ¢ EE

—_—
——=r Wall Info Photos Discussions Links +

vv What's an your mind?
Facebook EEEE prom—-

Eugene Water & Electric Board + Fans QI RV E [Haiai it i Just Fans

% Settings

= | gﬂ'ﬂ-ﬁf Eugene Water & Electric Board

Edit Page *&" & FEugene Water & Electric Board Remaovye

*Conservation-focused T
*Include photos and |
videos o ek e

Ergy. Riverfront master plan design concept presentation - March 3
*156 fans
March 4 at 3:51am - Comment  Like * Share
Information
Y Lance Robertson and Manica Welch like this.
Location:
500 East Fourth Awvenue Debra J. Smith I love it!
Eugene, OR, 57401 March 4 at &:44pm * Delete * Report
Phone: I
541-6E5-7000 SweE Eugene Water & Electric Board It was great to see so
) SWEE any peaple in the community at the event, e appreciate
Ion - Fri: wour time and feedback!
9:00 arn - 5:30 pm Fri at 7:52pm * Delete

Social Media @ EWEB




Eugene Water & Electric Board

Home Profile Find People Settings Help Sign out

Name ELIG VWater &

E\szféB EWE BUtI I Ity ELe::::tiiim Eugene, OR

Web httpfensnn eweb org

- Bio Oregon's largest
TW I tte r That's voul T— customer-owned utility
your providing electric, water
and steam service to
L more than 53,000
NEWS: EWEB Commissioners customers in Eugene,

*One account select new General Manager. Read OR.
Use Category tags more: http://bit.ly/bblnnX

«332 followers

346 332 38
following followers listed

MNEWS: Water projects to cause intermitent trafic delays at Tweets 147
projects near 'y 13th & southern Fox Hollow starting 378
hittp it Sz GE Favorites

JOBS: EWER 15 now hiring an Environmental Specialist, Senior Following
Business Analyst & Station Wire Technician. Apply online: - i plaits
http:/#hit ly2Rdsel @ !.

putzm =y |
@h‘i‘ ﬁ N oo
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Eugene Water & Electric Board

E-newsletters

*For residential customers
(quarterly)

*For commercial/industrial
customers (bi-annual)

Shoe-a-holic sees the light

= When Lazar Makyadeth, owner of

= the Shoe-4-Haolic store in

Visit our website | Forward this email

“*‘.

%

EWEB news and tips for your home
Winter 2010

Vote for $100,000
Greenpower grant winners

4

Get connected with EWEB

Welcome to Current Connections, the Eugene
Water & Electric Board's new quarterly e-newsletter

for residential customers.* Are you an EWEB Gresnpower

customer?

In Current Connections, you will find: If 50, you can vote to determine

which two renewable energy
projects will be awarded

B EWERB's spring 2010
) ] | faC ™ E_H_,[LUEMEE Greenpower grants, worth up to
J\ J «;_ z “- - | 100,000 each.

Sign up for EWEB Greenpower by Wednesday,
March 31, to be eligible to cast your vote,
Greenpower customers will receive ballots in early
April. The winners will be announced at Eugene's
Earth Day celebration at EWER's River Edge Plaza
on April 24 Read more...

FallWinter 2009

Efficiency By
Design goes
digital

Social Media @ EWEB




Eugene Water & Electric Board

Success measures

*‘Number of fans/followers
*Customer comments and tone (questions, feedback, retweets)
*\WWeb analytics
*E-newsletter subscriptions and metrics
*Program enroliment

*Online surveys

*bit.ly

2. How did you learn about BAEE's Greenpower program? Check all that apphy.

+ Show replies

EWEB newsletter |

EWER website |
Mewspaper [
Radio [

Other (please
specifi

i Create Chart

Response
Percent

58.8%

50.0%




Challenges
& lessons

*Access
*Resources
*Frequency of
posts
*Transparency
*Public records

Eugene Water & Electric Board
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Social Media @ EPUD

777:51 pec:p/ e's FPower

About EPUD

=Hillary McBride-Community
Relations Officer

=Public utility founded in 1983

®>0,000 Customer-Owners in
rural/suburban areas around
Eugene/Springfield.

sElectric service only

=74 Employees

"564 square mile territory




Social Media @ EPUD
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What We Use: [.‘1 Flickr (As needed)
L:l Twitter (3-10x/wk) I EPUD's photostream -
H FaceBook (2-3x/wk) |

Pia2o081 WA 2182

‘EmeraldPUD ﬂ ”E“*'f&é

!

| B
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Wall Bty Lt L Boasimrs. armam o a
.
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— o R
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Social Media @ EPUD

777:9. pec:y?/ e's FPower

Why Social Media?

m“ﬁ-‘ o PR |

SEBED - groves D SZimbro FT s

Blognisclent T, N R
TATEUN Tail (g
S W B e e

"Target Demographic for Energy
Efficiency Campaigns (35-54)

*Being A PART of the conversation
=Service: Providing another OPTION

*Outage communication straight to
mobile devices

=|nternal/External communication

"Instant mobile website updates
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Social Media @ EPUD

777:51 pec:p/ e's FPower

@EmeraldPUD POWER STILL OUT IN LORANE

In Action il

emeraldpud Was able to hear your A
recording. Phones were busy a bit. Car hit pols

in Junction City for any others following powe
outage.

emeraldpud Do you know of a power
outage in Junction City? Getting reports in
from my co-worlkers that there is no power on

CIUAY hlhere= CHemnd

Facebook
Interaction

Nicholas William Chase Does EFUD's broadband service suppor
neutrality? And are there any efforts going on to increase the
competitiveness of the service?

EPUD Launches RefrigeratoriFreezer
Recycling Program

Eatra refrigeralors or [reezers chugging away in
basements and garages can cosd residents up io
$150 a year in seciricty, EPUD, in partnership with

Website Twitter i o=

EPUD Board Flecis MHO Officers and Chamnges
Meeting Schedule

The EPUD Board of Directors kas cleched new
othcers for Z010. Bruce Pilng will serve as
President, Patli Chapped se Vice Presdent, and
Kalherine Schachl as Treasurer. Penmy Jordan has
sheppad d

Window

Twitter Updates

Ve want VUV feedback Taks our guick S-
QUEBLON CLUEICME Burvay hene
hiitpeimilytemdili 2 days ago

i (g you know EFUD offers 247 outage

asssiance™ Call S41-T45-15830 anytme day Or
night 1o report an outage. hilpd Ly S3JvPPZ T

dwys ago

i I COLD & SUNNY weather, take advantage of

sciar heal Dpen window Dings when n dnect
Bun & heal your home Tor fnee
hitpMaLly(AZDNY & days ago

i Chutage b0 Upoer Marcola ared Couse § unknown

&L this me 8nd Serviceman & patrolng nes. To

repert your cutage call S41-745-1583 11 dayz 290

26am * Comment - Like * Report

Emerald People's Utility District As a publidy-owned
utility, EPUD and our internet service providers suppart net
neutrality. We do not however own the high speed
transmission lines in the area, so we are reguired to contract
with other companies to deliver service, and can...

See Mare

February 1

n * Delete

Emerald People's Utility District Per your other question,
our prices are as low as we can go. On the surface, we might
be a little bit higher /month for the bandwidth, BUT, we do not
require a contract, nor do we require the bundling of other
services with the DSL. With bundled service, a person often
ends up with extra services they don...

See Mare

February 10 at 3:04pm * Delete

Nicholas William Chase Thank you very much for those
areat responses. I'm excdited to hear about your interest in
rolling out a wireless network to rural areas without good
options for internet. Please keep me informed!

February 10 at 4:17pm - Delete * Report

Write a comment. ..

15



Social Media @ EPUD
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B Website hits before social media
Success? B Website hits after social media

— E-news subscriptions

= Measure fans, followers
& interactions e

=Measure website traffic .

15,000

=Measure e-news

subscriptions 10,000

"Measure program 300

enrollment - HER | || |
R EE L L R IR LI IR RIS

="Good internal/external 222 3IISIJIE 83 X533 88§3¢8

feedback .

T EE— ..




Social Media @ EPUD

'777&1 pec:/ﬁ/ e's FPower

Lessons Learned

=l isten, watch, and learn FIRST L’ L';,]Ks
=Consult your I.T. team i
=Create ONE user name and use across all

platforms
"BE ACTIVE
mReference on all materials

sNetwork

=Create a social media policy. Samples:
socialmediagovernance.com/policies.php

*Managing personal AND work sites? BE
CAREFUL!

_“’7
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Targeting Success

Using social media tools to
promote energy efficiency

Presented by:
Michael Howe
Oregon Trail Electric Consumers Cooperative

&
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OTEC social media

= Twitter

= Facebook
h ; =Podcasts
: RN Lvideos

| Bireas yrmr sczanal, v s

| R____.E S - AR . a1 AR
fD:.I'.'Wp“ Lt R _ Membor Services 0y Enargy Consarvalion Soalaty First =2
- »Residential video:
| Welcome to OTEC SuickLinks .
¥ http://otecc.com/energyStarAppliances.aspx
m Oregon Toml Ebectric Cooperativve (OTEC) iz a modem, terice-oriented electic =
¥ T ceapeatye that & been providmg coniamert wilh dependable eleitmnc serice at OIES Rodio i Podoaih . . .
ewivet b | Sowndt e 108 Lo Vi " = Agriculture video:
S YT— .
r;_r. ot |1d-:u|1_;_-r||]_ STW: OTEC TV amd Ruralile, tagecher st lasd? Resd the Siary, Warch the Vides . mwﬂ; T httD://OteCC.Com/freezeReSCGtﬂeFountaln .aspXx

Irs Sdmple? Juzr Click Mare

Sign up for our FREE
Manthly e-Newsletter

=]

gy Takm advarfage of our
@ Fru ypy Fifssieniey Paage anes
W Nsbwtes 3

Search

Sign Up for GroanPowar @

¥ =0
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IRRIGATION
RATE CALCLILATCR
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Targeting Success

Building a NW
Energy Efficiency Online
Community

Presented by:
Kim Thompson & Dave Kresta
BPA & NEEA

&
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Context: Moving from a 1.0 to 2.0 world

blogs
microblogs

networks
communities

Q-

banners

websites
e-mail
search

Marketing 1_0 Enterprise

e-mail
intranet
search

Marketing 2_0 Enterprise

_<

wiki
community

tagging
blogs

L LT
Targeting Success @ @0 O
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Benefits of Enterprise 2.0

Productivity Competitive Advantage

Modern Workplace

Knowledge Retention

Information Discovery More Transparency

Business Agility Less Duplication

Cross-Pollination Better Communication

<

Fostering Innovation Adaptive Processes

hitp://blegs zdnet.com/Hincheliffe

22
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Regional Needs: What We've Heard

= Energy efficiency goals (and

= . . >
£ expectations) are rising £
0 . c
a = |Information overload o
S . . 2
£ = Collaboration is happening, but more s
e is desired &
L ] ] <
W = |nterest in online tools, but must be &
simple

Shared challenges = Opportunity for shared solution

23
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Solving For Our Regional Need

If you have a penny and | have a penny and we
trade them, we both still have one cent. But if |
have an idea and you have an idea and we trade
them, we each have two ideas (Anonymous)

24
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Solving For Our Regional Need

Solution: Define & implement a regional platform
to drive efficiency and effectiveness in energy
efficiency achievements.

Formal definition, design, and scoping in
progress

= Timeline dependent on prioritized scope

25
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Key Elements of the Solution

= Capabilities not yet scoped, could include:

Collective Intelligence
Content

Best P lces

Problem Solving

Collaboration Forums

Syndication
Wiki Research

Web Conferenci ger Networking

g Resources

A
Cgr%?rtl%nity

Collateral
Collaboration

26 A
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What it will take:

Cultivating a Successful Online Community

BE HELPFUL - offer your network advice
or suggest people that can help

BE PRESENT - participate and contribute

BE SOCIAL - engage with as many people as possible...not to be
confused with just pushing cut messages to a list.

SHARE THE LOVE - make it about them...talk about your network

PAY IT FORWARD - build equity by contributing to your network before
asking for anything in return...and never take out more than you put in.

Erdork Srmiciklas InfersasctionConsulting/Blog

27 Aman
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Contact

For more information, contact:

Kim Thompson

BPA, Program Marketing Manager
ktthompson@bpa.gov
503-230-3408

Dave Kresta

NEEA, Partner Services Manager
DKresta@nwalliance.org
(503)827-8416 ext. 282

28
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