SOURCE

Matthew Burks
Senior Product Manager, Mass Markets
Utility Communicators Service (UCS)

www.esource.com May 10th, 2011



Photo Credit: Photo credit: Blyzz
via Flickr




What i1s Web 2.0?

“‘Web 2.0” is an umbrella term that is used to refer
to a new era of Web-enabled applications
that are built around user-generated or user-

manipulated content, such as wikis, blogs,
podcasts, and social networking sites.

Pew Internet &
American Life Project




What i1s Web 2.0?

Welcome to AOL

Try the beta release of AOL Instant
Messenger™ Service NOW! Click here to
download.

Why search when you can find! AOL NetFind is
the quickest and easiest way to find whatever
you're looking for on the Web_._and beyond!
Start finding now!

Visit these areas:

Welcom L E Check out our advartiser Click here
What's N
Only on AOL

About the Company.

Search OurSi AOL Supports Free Speech on the Internet. Find out about

the Supreme Court's ruling on the Ci 15
Decency Act.

Contact Us

ey [ ) [ow:

ThelBestiValue
onjthe Wek!

June 18, 1997: x2 Technology To Be Made Available to AOL
Members in 200 AOLnet Cities read more

June 17, 1997: WorldPlay Entertainment Announces New Premium
Games Senvice on AOL Games Channel read more._

Other AOL Sites

www.AOL.com
(April 1997)

2oogle

Search 1,346,966.000 web pages
H ‘Mvnnued Search
Praferer

Recelve

[ Google Search ” I'm Feeling Lucky ]

Google Web Directory
the web organized by topic

First time here? Take a quick tour of Google.

Coal Jobs - Add Google to Your Site - Advertise with Us - All About Google

©2001 Google

www.google.com
(May 2001)

facebook ogin @ =%

E-mail: Welcome to Facebook!

Facebook is an online directory that connects people through social networks at schools.

Mow there are two Facebooks: one for people in college and one for people in high school.

The site is open to = lot of schools, but not everywhere yet. We're working onit.
‘fou can use Facehook to:
= Look up peaple at your schoal.

= See how people know each other,
= Find people in your dasses and groups.

about jobs advertise terms  privacy
a Mark Zuckerberg production
Facebook © 2006

www.facebook.com
(January 2006)




The Bad News

Yﬂu TUhE | | Search Create Account or Sign In

Home Videos Channels Shows Subscriptions  History Upload

A Comcast Technician Sleeping on my Couch [ A )

1 DoorFrame Subscribe

(more info)

To see the video with music, go here:
hitp:/iwww.snakesonablog.co... A Comcast
technician came to replace a faulty modem. After
spending an hour on hold with Comcast's central
office, he fell asl...

ot ——

URL : http://vww.youtube.comiwatch '?v=Cva7b5mjr

Embed | <object width="425" height="344"><param| | %

» More From: DoorFrame
¥ Related Videos

1| Comcast Installer Breaking =
Into THEIR Cable Box

132,011 views
4| davidatlanta
AT&T worker caught in the
. - act
- . 0:32/0:59  afi 26,004 views
> o =S | reiban
% % % % ¥¢ 2,373 ratings 1,359,849 views il Cancelling Comcast
| 128,819 views 3
Favorite = Share Playlists Flag | nalts
MySpace Facebook Twitter (more share options) Comcast's Flawed On

Demand System
1,491 views
sl DoorfFrame

# Asleep On The Job

0 AN ciiminin

Advertisement

Download This Song: iTunes AmazonMP3

B Stafictice R Nata
Source:



http://www.youtube.com/watch?v=CvVp7b5gzqU&feature=related
http://www.youtube.com/watch?v=CvVp7b5gzqU&feature=related

The Bad News

twikker

Hawe an account? Sign in ~

Get short, timely messages from BP Public Relations.

Twitter is a rich source of instantly updated information. It's easy to stay updated on an
incredibly wide variety of topics. Join today and follow @BPGlobalPR.

Sign Up 3 Get updates via SMS by texting follow BPGlobalPR to 40404 in the United States
Codes for other countries

> BPGlobalPR

Oh man,_just wrapped up an EPIC
game of with Gov. Bobby
Jindal. H ly won. #bpcares

39 minutes ago via web

Just found Terry throwing mud at the ocean. You got to love
his enthusiasm but I'm starting to think he doesn't deserve his
700k a year.

about 1 hour ago via web

@wired, how do we know you're the official twitter account?
about 2 hours ago via web

Eating at a very expensive restaurant and spilled salad
dressing on my pants. Not sure how to tackle this.
about 2 hours ago via web

Btw, does anyone have Criss Angel's email? | bet he can make
this oil disappear! #bpbelievesinmagic #bpcares
about 3 hours ago via Twitterrific

Been trying to tweet all morning but someone (Terry) got the
company Internet shutdown by downloading torrents of every
Criss Angel show.

about 3 hours ago via Twitterrific

MName BP Public Relations
Location Global

Bio This page exists to get
BP's message and mission
statement out into the
twitterverse!

798 29,763 776
following followers listed
Tweets 70

Favorites

Following

RSS feed of BPGlobalPR's
weelts




Web 2.0 Reality

This Guy Impacts You!




Web 2.0 Reality

TEPLCO

Fukushima Daiichi Impacts You!

(And you don’t even have nukes.)




CNN & CNN is on Twitter

@CNN Don't miss any updates from CNN. |
Breaking News, U.S., World, Weather, Entertainment & today to stay up-to-date on what inte
Video News

http:/Awww.cnn.com Sign up »

[2)! Text follow CNH to 40404 in the United States

' About @CNN
Favorites  Following  Followers  Lists = 19.679 542 1.955.693 44.7:
Tweets Followina Foliowers Listed

Anderson Cooper &

@andersoncooper view full profile —
Mew York

WY A behind the scenes look at “Anderson Cooper 260°7 written by
Anderson Cooper. Watch AC360° M-F at 10 p.m. ET. http:ffac360.com

10,458 49 1,158,981 30,942

| Tweets Following Followers Listed

CNN

Robin Meade &

A Atlanta, GA

@RobinMeade view full profile —

Morning Express with Robin Meade weekdays 6-noon ET on HLIV
http:.-’.-’uw w_cnn.com/robin

5184 306 32,109 829
8 W Glenn Beck &

@glennbeck view full profile —
Mew York City

Sometimes I feel like i am living a dream, other times like Iam in a
Hitchecoek film but when I am with Tania and the kids, I feel happy and
whole. http:/fwww glennbeck.com

1,064 25 396,556 11,565

Tweets Following Followers Lizted




Blitzer?

wolfblitzer s

@wolfblitzer view full profile —

0 0 3
Following Followers Lizted

WOLF! What gives?




Web 2.0 Reality

% PACIFICORP AiwisTa

It all starts here:

An IDACORP Company

BGhydro AA Vi pepco

A PHI Company
! :

Impact You! nationalgrid

Imaged: Google Images E



Web 2.0 Reality

Your Service Territory?




Web 2.0 Reality




facebook | search

USAA - My USAA

\ Bank/Finandal Institution

My USAA on Facebook

@ This is a secure application that uses the trusted safety features of usaa.com. > Learn Mere

Find More Friends
Matthew, More Fri

. T B
N
|ml

These 4 friends founc
friend finder. Have yc
friends? Give it a try.

7

)
i

JUST ASK

:

S

REAL ANSWERS FOR YOUR FINANCIAL QUESTIONS Your Email

B wall

=] Info Access Your Account Information, Services and More from Emad Password

My USAA [ Facebook. Find Friends

Join USAA & Facebook won't s
Ask Scott a Question smamweu CERTIFIED

Photos (25)

@ Events

&= pi :
= Discussions

SO EINANCIAL PLANNER. ™ Sponsored

Boulder Bucket Lis
partners.livingsodal.c

My USAA
About
Welcome to the official Facebook | want to ... Research
page of USAA®. We have been
proudly servin... Manage My Accounts >> Auto Insurance Quote
More
Pay Bills > Car Buying Services Grand Futures Pre
Transfer Funds >> Research Investments J m L
154,009 -
people like this USAA Deposit@Home'™ >> Free Online Calculators S |
Likes See All | Get Proof of Auto Insurance

Like * 112 people |
Wit My Military Life = SR

~  Life.con

~ National Naval
Aviation Museum

Unconventional
Military Art

U.S. Coast Guard

Can your Family and
Friends Join USAA?

By sharing this link to a few
simple questions, family and
friends can find out if
they're eligible to join.

View the Questions

Retirement - Making
Your Money Work

Watch as USAA’s panelists
explore strategies for
maximizing your retirement.

View the Webinar

Love Using My USAA on
Facebook?

Give us your feedback and
opinions on this new
feature.

Share your Views

Best Facebook WW

Turn-Key Boulder
pedaltoproperties. cor




A New Customer Relationship

LOG ON CONTACT US

My Financial Assessment

WHY CHOOSE USAA? PRODUCTS & SERVICES ADVICE, PLANNING & RETIREMENT

Advice Center - Planners & Calculators - Retirement Planning - Financial Advice Community -

Advice Center / Parent Resources

= INVESTING

= MANAGING YOUR
MONEY

= WORK LIFE

r FAMILY LIFE

Becoming a Farent
Getting Married
Getting Divorced
Kids, Money & College
Loss of a Loved One

Protecting Your Family

» INSURE AND PROTECT

= MILITARY LIFE

= TAXES

= HOME

Posted: 10/16/2003 &l Print

Teach Financial Independence

Rated drirird 3.7 ' by USAA Members Read Comments Write & Comment

Take advantage of real-life money lessaons today
so that you and your children can reap the benefits

in the future.

“In the past year, college savings plans may have

had hig losses, or a friend's parents might have
lost a job ora house,” says USAA member Susan Beacham, founder and CECQ of Money
Sawy Generation. "0Our kids are paying attention.”

Let kids know what bills theyll

encounter as they grow and at what

While they're listening, start talking — and
help them gain financial smarts.

1. Give them a plan. Ease your child into the
waorld of self-sufficiency with a financial age you will require them to contribute

respansihility plan. "Decide what financial to or take responsibility for these

skills you'd like to turn over to your child at cpending caegoies.

RELATED
CALCULATOR

College 5avings Calculator
Find out how much you'll
need to save for educational
goals.

B Calculate How

RELATED PRODUCT

» ’
College Savings
Options

Aftractive tax benefits with

flexible investment choices.

B Learn more



USAA"
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usaa
Vote for your favorite song in USAA's Garage Band Playoffs & enter
our sweepstakes for a chance to win 1 of 5 iPads:
http://budurl.com/tseh

usaa
2011 Milblog Conference Fan Favorite. .. Vote NOW! Winner
receives May 2011 Military Blogger of the Month.
http://budurl_com/4fmr

usaa
Feel like you're drowning in debt? Learn how to wage the battle
against personal finance troubles. http//budurl.comiyscqg

usaa
Stocks move lower as S&FP issues negative report on U.S. debt.
http://budurl.com/xrfb

usaa
One day your kids will leave the nest. Give them the financial skills to
fly solo: hitp-//budurl.com/murg

usaa
April Severe Storms: USAA Responds. Visit our Disaster &
Recovery Center to view these locations for helpful info.
http://budurl.comfvigm

usaa
@perhakansson We're sorry to hear about your experience. Plz
email us at USAASOCIALMEDIA_PNC@usaa.com and we'll be
happy to help.



Special Offers Hotel

Travel De:

Air
ackages

WHY FLY SOUTHWEST »

Air Hotel Car

® Round Trip (O One-Way

— 3 ]

1 Adult age 2+ vH 0 Seniors 65+ v‘

9_\
Advanced Search
News | ©Our hearts go out to those affected by the recent events

X Air View All Offers

Nuts About Southwest?
So are we, read the blog

4

About Southwest The Southwest Difference

Be a part of it all in the Community
Tell us what vou think in Conversations

r l

QO The Southwest

Travel Guide

nation

Car Vacations

Suggestions

DENVER TO
NEW YORK CITY (VIA NEWARK)

On Sale Starting At

119

New Nonstop Service Begins June 5

Additional ta

Book Now

ONE-
WAY

in Japan. Suppott the relief efforts by donating to the Red Cross,

Become a Fan £y Follow Us IEI
Facebook Twitter =

Customer Service Travel Extras

Sign Up 'n Save

What's New
Mission Statement

Why Fly Southwest
Gary's Greeting

Contact Us
FAQs

EarlyBird Check-In
southwestgiftcard®

GO

Travel Tools ~

Rapid Rewards®

Earn Flights Faster

Quick Air Links

» Check In
» Change Flight
» Check Flight Status

Account Login Enroll Now
“L}S-E’F‘E"!‘-:- or Account Number (2]
[Password ‘
1 |
[[Jremember Me Log In

Forgot Username or Password?

# Manage Travel

¥ Rapid Rewards

¥ Travel Guide

EarlyBird Check-In

Automatic Check-In
Better Seat ¢

[ S ERe

election

PR W e L S

Tune In
YouTube b

s8 Share Fhotos
¥ Flickr

My Account

Login
Enroll in Rapid Rewards




CITIES SERVED: 69

DAILY DEPARTURES: 3,300+
HEADQUARTERS: Dallas, Texas
EMPLOYEES: 35,000+

CONNECT WITH SWA ELSEWHERE:

&1 Official Homepage
southwest.com

&1 Company Blog
blogsouthwest.com

& Social Networking Sites

facebook

MOST RECENT RECOGHITIONS:

1 “Top 15 World's Mast Admired Companie:
~FORTUNE, 2010

1 “Top 25 Customer Service Champs Rating
—Busingss Week, 2010

& “Brand Excellence Grand Award Winner”
~City Business Journals, 2010

1 “Most Rewarding Frequent Flyer Progran
—smarterfravel.com, 2010

1 “Diamond Award Winner”
=i Carga Warkd, 2000

We will ot addrass specific

Frardnrmne Carnsdmn ireonme mm fhie b

SouthwestAir Southwest Airlines
We're giving away once-in-a-lifetime trip to Mashville to celebrate our
40th Birthday! Get all the details here: http://bit ly/hVWLH49

2 hours ago

SouthwestAir Southwest Airlines QJ
@erininspace Such a cute little peanut! Hope you had a great flight!

< Nours ago

FlyingFPhotog Paul Thompson 3 by Southwestair
g An amazing sunrise shot submitted to the @ SouthwestAir Flickr

1 pool by a Customer: hitp://flic_kr/p/9CAIgh

3 hourz ago

SouthwestAir Southwest Airlines QJ
{@habes Typically you'll receive an email letting you know your
plane is wifi enabled prior to departure!

16 hours ago

SouthwestAir Southwest Airlines L)
@LifeAsEen | think | see my house! Just kidding! Thanks for
visiting the Big D!

19 hours ago

E

SouthwestAir Southwest 2irlines LJ

SouthwestAir Southwest Airlines QJ
@Manyas yes you sure do! It should go back into your account
after cancelling.

23

1ours ago



CITIES SERVED: 69

DAILY DEPARTURES: 3,300+
HEADQUARTERS: Dallas, Texas
EMPLOYEES: 35,000+

CONNECT WITH SWA ELSEWHERE:

&1 Official Homepage
southwest.com

&1 Company Blog
blogsouthwest.com

& Social Networking Sites

facebook

MOST RECENT RECOGHITIONS:

1 “Top 15 World's Mast Admired Companie:
~FORTUNE, 2010

1 “Top 25 Customer Service Champs Rating
—Busingss Week, 2010

& “Brand Excellence Grand Award Winner”
~City Business Journals, 2010

1 “Most Rewarding Frequent Flyer Progran
—smarterfravel.com, 2010

1 “Diamond Award Winner”
=i Carga Warkd, 2000

We will ot addrass specific

Frardnrmne Carnsdmn ireonme mm fhie b

SouthwestAir Southwest Airlines

We're giving away once- I

40th Birthday! Get all the Erin M.

2 hours ago @erininspace view full profile —
Houston, TX

west, e
@erininspace Such a cu

2 hours ago

Twork at NASA, developing & supporting employees. All opinions are
mj
| Jordan Haby
@jhabes view full profile —
Caldwell/Somenille, TX

FlyingPhotog Faul Thom 34
An amazing sunrise shot ™

pool by a Customer: http

http:/fwwew facebook com/jordan haby

Southwest,
@jhabes Typically you'll
plane is wifi enabled priol ==

16 hours ago

\ O'Doyle Rules
o @bdoyle2 view full profile —
: Maryland

SouthwestAir Southwest,
@LifeAsEBen | think | see
visiting the Big D!

19 hours ago

Manya &
{-;xili‘ @Manyas view full profile —

e = oiest I The 'net is vast and infinite.

'] Just sent you

Passion for new media. Love ta laugh. Tech culture. Enjoy travel,

resolved. L o . : : . L
P gadgets, food, drink, swimming, art, design. Digital marketing
. @lightgroup. Tweets are my own. http://linkedin_com/in/manyas
Southwes#fir Southwest. 26,424 998 4,230 329
Tweets Following Followers Listed

after cancelling.

23 hours ago

@WManyasS yes you sure 1 ;. .

More Tweets from @jhabes —



Internet Activities By Generation

. ' Younger Older
Pew Internet Millennials Gen X So omgers BoOmers
Few Internet & Amarlcan Life Praoject Ages 18-33 Ages 34-45 Ages 46-55 Ages 56-64

Popularity of internet Email Email Email Email
activities among internet Search Search Search Search

users in each generation. Health info Health info Health info Health info

S_ocial network et e
Rl ol 40-49% —=

30-89% 30-39% Watch video Govt website Govt website

07965 20-29% [Getnews reservations  BuY aproduct
60-69% } iﬂrﬁT Travel
50-59% SRR Buyaproduct o ervations

Key: % of internet usersin '™ Bank online

each generation who Listen to music Bank online Watch video

engage in this online activity  Travel Social network /A Social network
reservations sites ‘ sites

Source: http://www.pewinternet.org/Infographics/2010/Generations-2010-Summary.aspx

SOURCE

20


http://pewinternet.org/Infographics/Growth-in-Adult-SNS-Use-20052009.aspx
http://pewinternet.org/Infographics/Growth-in-Adult-SNS-Use-20052009.aspx
http://pewinternet.org/Infographics/Growth-in-Adult-SNS-Use-20052009.aspx
http://pewinternet.org/Infographics/Growth-in-Adult-SNS-Use-20052009.aspx
http://pewinternet.org/Infographics/Growth-in-Adult-SNS-Use-20052009.aspx

Web 2.0 Bad & Good News

]
| twitter
» There are A LOT of conversations!

« Distributed facebook

* Mobile =
YougQUILL:
 Empowered and enabled Broadcast Yourself™

« Happening In Real Time

* Most importantly, you can’t control the conversation...
BUT, you can influence it!




Web 2.0 Reality

The world Is rapidly changing and
Integrating these channels regardless of
what you do!




BETH IS OUR NEW
MARKETING MANAGER
FOR SOCTIAL MEDIA.

Dilbert.com DilbertCartoonist@gmail.com

BY THE WAY, COMPANY
POLICY FORBIDS THE
USE OF FACEBOOK AND

TWITTER AT WORK. AND
WE DON'T TRUST YOU
TO WORK FROM HOME.

ﬂﬂé

9-13-10 ©2010 Scott Adams, Inc./Dist. by UFS, Inc.

IF YOU
BLOG
ABOUT

HOW LAME
WE ARE,
YOURE
FIRED!!!

FIRST
DAY, NOT
S0 GOOD.

Source: Dilbert .com




Shiny Object

Social media doesn’t change
what you say!




Shiny Object

Social Is not a strategy!




Shiny Object

What is “success” to you?




Shiny Object

e Current channels

« Objectives & goals

e Strategy

« Tactics

* Resources, Backup, Support
« Content creation

* Legal

« HR

o IT

Photo Credit: Photo credit: Blyzz via Flickr E




Four Stages

lgnore ‘ — ‘ Listen ‘ — ‘ Participate ‘ — ‘ Lead ‘

© E sounce




Cutting Through the Confusion

Crowdsourced
Content

Blog Platforms

LiveCasting -
Video and Audio

Most Used:

 Twitter

* YouTube
- * [Facebook
 LinkedlIn
 Flickr

Blog Communities

Lifestreams

Video Aggregation

Social Networks

Location Niche Networks
Customers

Service Networks




The Big 5

facebook.

Linked [f} You 1)




Current Social Media Activities

Big three dominate:
*74% - Twitter
*65% - Facebook
*71% - YouTube

Flickr (15%) and Linkedln (48%) on the rise
*Increased recognition of social for media

LinkedIn clear winner for recruitment

*More moving towards corporate blogs

*More moving towards local communities and blogs
*Yammer




an account?

on in

Get short, timely messages from Andre Francis Pepco.

Twitter is a rich source of instantly updated information. It's easy to stay updated on an
incredibly wide variety of topics. Join today and follow @PepcoConnect

Getupdates via SIS by texting follow PepcoConnect to 40404 in the United States
Codes for ofher countries

Give itatry»

Name Andre Francis Pepco
Location Washington, DC

(1 Tube]

Search | Browse | Upload

Create Account

PepcoConnect Web ity pepeo.com
Bio Pepco Social Media Lead. Your Life.
Here To Help: Plogged In™
n For Builders | For Suppliers | For Vendors Careers | ContactUs | @
Heading out! Luckily, we don't have I I
any major outages, but have you ever A PHI Company Your life. Plugged in. ™

reviewed the restoration process?
http://twurl.nl/c74sfe

14

Your Life. Plugg
Www.pepco.com @CareHope Good morning. That's awesome! Care to share any of
YouTubecom/Pe  your practices to conserve Ensrgy?
about 8 hours ago via Twe
—

Our
Heading outta herel We've officially secured our 1st guest blogger
Meet John hilp Jtwurl m,vpmrrm

1:

PUl May 24t

@ondorink Anytime! Have  great week:

11:00 Al

ay 24th via T

Help for
Online Billing

Use our troubleshoeting guide to
help you pay your bill online.
Learn More >

Alerts &

Outage Information

Visit the links below for the
latest information on outages
and system alerts.

Customer Self Service

First-Time Users

Outages & Emergencies

Pay Your Bill Online >

View Outage Maps

Find Payment Locations »

Street Light Problems

Turn Service On or Off >

n Your fe. Plugged in.

Subscribe

Favorite

Share  Playlists  Flag
eetlight Pilot Project

, 2010/ 54 vews

Maryand, Ths & 8 test project

com 10 express her opnons about e ne
(more info)

foted videos, and more

pcoTV Recent Activity
) @ PepcalV favorited a wdeo (¢ days aga)
o 2= Frend |

nergy Vacas Fi:

Bor User | Send Messape

ooy oficoncy. by s Bemnatoncuaky.Cuomcs cen pererice h K thes s LED

3 e

SOS and How We.
MMF You

Pepco Energy
nservation Winter
106 views - 6 months a0

Pepco LED Susetlight
Pilot Proje
Sk

5 Q8As on the addition
of the Chevy Vokt to

210 vews - 1 month age

(g Secretery Chy

Pepco - Wise Ener, laca:
4 Pepcos Wise Energy Campaie Vecas Fiacas

pepco

< Previous Article

facebook

Go to Alert Center

viviviv

PepcoConnect is on Facebook
Sign up for Facebook to connect with PepcoConnect.

PepcoConnect

Info

watch Qodcg s video foreccst from W:USA 9

M P MAPP Will Bring More Power to Our Region

Wall Discussions Photoq

PepcoConnect + Others [[aeiiiaay

PepcoConnect PHI Proposes Cho
hitp://pepcoconnect.wordpress.co

MID-ATLANTIC rowzn PATHWAY

News Releases:

ey

5/05/phi-proposes-choptank-route
p-project/
May 5 at 2:31pm - Comment - Like

519 Montgomery County Passes Bill to Increase Energy Tax

What's New

Si4 May is National Electrical Safety Month

PepcoConnect Check out how Gd

http://pepcoconnect.wordpress.co
4/16/ev-technology-where-it-fits-i

Pepen, a subsidiary of Pepeo Pepco Region President Receives Minority Business Leader

My Account
LED MANAGE | My Account
Streetlight My has a new
Pilot Project i feature!
Now you
can pay
= your bill and

manage your energy use
with one simple sign-on
process.

Learn More >

Haldings, Inc., provides safe and 22%80%995-flaet/ 428 Award

reliable eleciric service to more than A
750,000 residential and commercial :N Techn| PP
customers in Washington, D.C., and epcoCont

Montgamery and Prince George's p—— a2 Pepco Expands Appliance Rebate Program for Maryland

counties in Maryiand. This week, Customers

ost enti
Pretty much, Thad a chance to interview Hallie Reese, PHI Vice ...

Information &) April 19 at 6:262m - Comment - Like
Location: &) Adam Pratt likes this
701 Ninth St, W
Washington, DC, 20016
:5 ngten PepcoConnect April Fool's Day Frank turned inta customer education:
Phone: http://pepeoconnect.wordpress.com/2010/0
¥ e
202-833-7500 - 4/01/setting-the-renewable-record-straig
- ht/
113 People Like This april 15 at 7:01am - Comment - Like
PepcoConnect Have you converted to Compact Fluorescent Lights (CFLs) yet? The
PN facts anout CFLs vs. http: dpress.com/2010/0
b - 3/18/cfl-vs-incandescent/
Kathleen  Predous  Loughton
Rinn Taylor Sargeant ' - CFL vs. Incandescent < PepcoConnect's Blog

Rebate Program  Make Our Area Greener

Pepc

Small steps

-

times.

o

» Say "Online Billing.”
next available CSR. While being connected to the line to speak to a
CSR, customers will hear the current hold time and be offered the
option for a call back.

PepcoConnect’s
Blog

es With New Online Billing

Bepcoconnect

blog post, "New Online Billing System,” I've noticed we
le customers with issues logging in to "My Account” to
their bills.

SIf of Pepco, we appreciate your patience as we work
the issues. 1 can assure you that we'Te continuously
L of the complaints we're getting. That said, we've been

Search PepcoConnect

everyone’s issues into three main sources;
imes, and Error Screen.

leset

have signed up for "My Account,” but can'’t remember
e and/or password need to reset it. All they need is the
e of the security questions to reset their username
rd. If a customer can't remember any of the answers to

question or is locked out of the system they can call

Customer Care at 202-833-7500 to remedy the issue.
2. Hold Times

Customers calling into Customer Care have been getting long hold
We currently can't control the number or calls we get, but we
can provide call backs without customers losing their place in line. If
interested in getting a call back, follow these simple steps:

» Call 202-833-7500. After the recorded message finishes, there is a
prompt asking what the purpose of the call is.

At that time, callers will be connected to the

1% for Hhat anti

search this site

Twitter Feed

> @AaronKnight Email your
service address &

BapcaConnect@pepeo.com & Il
Iook into it for yau.

20 minutes ago

» @WashlesAcademy Goo:
marning! I can definitely Sk
for you. Did you remember to
report it to 1-877-PEPCO-627
& hours ago

» @HicolePRaxec [ go to = fewr
=very y=ar It's blasphemy not
to. 1) 22 hours ago.

#» Headed out! Remember to
frequently check out
Qtoppersusather & our
PoverCas

et ol 262176
22 hours age

> @lexuslounge I know

st hittp:/twurl.nl/a0hgg7

2 days ago

» @visionAri_style You're mor=

than velcome. If you ever nead
heln re: vour t I'm




Channels By The Numbers

Twitter: Facebook: YouTube:

1 —-500 = 14% 1 —-500 =42% 1-50=36%
501 - 1000 = 11% 501 — 1000 = 14% 51-100=10%
1001 —2000 = 21% 1001 —2000 = 10% 101 —200 = 5%
2001 — 3000 = 10% 2001+ =5% 201+ = 5%

3001+ =10%

LinkedIn: Corporate Utility Blog:
1-500=10% 1 —-500=12%
501 — 1000 = 5% 501 — 1000 = 2%
1001 —2000 = 5% 1001 —2000 = 2%
2001+ = 2% 2001+ = 2% (17,000)
Flickr:

1-5=7%

6—10=0%

11 —20 = 0%

21+ =5%
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Use Importance of Social

Important:

Qutages/crisis
Communicating w/ media
*Product promotion
*EE/safety tips

*Promote workshops & events




Outage Communications

faceb:

flickr:. oo

Home TheTour SignUp Explore
PSNH - Sets
%ﬂ:‘ Damage from the February 2010 Wind Storm

Thumbnails  Detail

o Map Comments

Search

You |

Home Videos Channels Shows

Favorites

| S

\00041:31 | @ 3600 o

February Wind Storm Day Three 1 ratings ¢ ¢ % %
From: psnhspokesman | March 01, 2010 | 721 views

Working foreman Mike Pare discusses some of the challenges lineworkers face when restoring power.

View comments, related videos, and more

Search
Sl ",

A e

_ 3

7 \‘ =

/ ‘\\\ wall Info Twitter YouTube News MNotes >
1 Q, Filters
PSHH
psnh: The annual #earthhour is this Saturday, 3/27, from 8:30 - 9:30 pm. To
Suggestto F”e"ds PSNH participate, just switch off your lights! http:/ /..
psoh: The annual #earthhour is this Saturday, 3/27, from 8:30 - 9:30 pm. To participate, just
T switch off your lights! http:/jbit.ly/aEnCie
Facebook! [] Yesterday at 8:48pm - Share
& 3 people like this.
Information
‘ PSNH The annual Earth Hour is this
;;ZB:DZ‘ 6t | Saturday, 3/27, from 8:30 - 9:30 pm. To participate, just switch off
el PSNH  your lights! htp://bit.ly/aEnCle
Phone: Official US Site for Earth Hour | My Earth Hour
800-662-7764 bit.ly
Official US site for Earth Hour. Sign up, spread the word and join the global
movement caling for action on dimate change.

Fans
60f 1,474 fans See Al

&]] Yesterday at 2:04pm * Share

&) 3 people fike this.

Katie Greg Jenn Gale Lee Woods For those who haven't checked out the Energy Audit offered by
Jacques  Belanger  Graham @ PSNH, do it now! Iwant to say THANKS for this wonderful program. I will be cutting

Henshaw ~ M my energy needs almost in half for oil this coming season with the new insulation in

my attic and basement. I feel safer with my new Carbon Monoxide meter. Looking
y forwar...
i See More
Mike LauraM,  Maida Yesterday at 6:23am * Report
Amthor Sullivan Lessard
&) Matt Chagnon likes this.
PSNH Itis a neat ram. Get more info, or check your

Flickr Badge eligibilty here: ht‘gtmww&snh.mlkas\de !

ntial Efficency/Residential_Retrofit.asp.
Yesterday at 2:03pm * Report

Photos from user psnh

Jared Kane Lost power in madbury, nute rd. ETA?
Wed at 10: 10pm via Facebook for iPhone * Report

Matt Mahoney I lost power what happen?
Wed at 10:08pm * Report

Home

Create an Ad

American Wind %
Energy
Association...

,@T

AWEA

AWEA is the voice of wind
energy in the U.S, We're
working to create American
jobs and power a deaner,
stronger future. Join us!

%, Become a Fan

Cities I've Visited %

Pin your travel map and show
off dities you've visited!
Create your map

) Like

See Kings of Leon %
Live

See Kings of Leon,
September 23 at
Superpages.com Center in
Dalas. Tickets available at
www.livenation.com

) Like

More Ads

@ Internf

PSNH "Bigger Was
Better”
ConnellyP... - 74 views

] psnhspoke... - 721 views

K3

penispokeSmae Channel Comments (6)
Subscribe o o
3 trainzrule5 (1 month ago!
Qﬂ,‘:;ﬂggﬂd ! g footage of the
Send Message

move!

Spam

@ mtern)|




Use Importance of Social

Sort of Important:

*One way response to customer
complaints/concerns

«Customer service

*Public recognition for businesses
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Topic Specific Outreach

r} Eric Wesoff | December 18, 2008 at 2:20 PM
18 Comments

PG&E SmartMeter™

Wall  Info Photos Discussions

Write something. Smart Meter Backlash, Part 2: Smart Grid RF Alert
Attach: [§ m

Ay T Smart grid equipment CEOs have claimed:

Subscribe via SMS
P PG&E SmartMeter™ Interesting read: The US Commerce Department’s * A
. % ] National Institute of Standards and Technology (NIST) recently issued an h
;?:wsdr::r;r::tz;::;c': you | initial list of standards and framework for an interoperable national Smart ca
More convenience and better, Grid. Read more: http://bit.ly/8)C7v9 Fal..ll Fa"‘nlﬂy 12118509 7:24 PM
faster service, New rate choices theenctgy  Infon 2 rid fi k H H
:::r:;{f"(s;’";x over your .\ ollective ‘f‘\‘ o' ugget: Smart g ramewor| . Sn H| EFI{‘.. .
he US Commerce Department’s Nationai Institute of Standards and I 'wanted to address the claims made by the EMF Safety Group
i ™
—— PG&E’s ClimateSmart™ Program . Cd l:l'!a belief that SmartMeters™ are not accurate. _
- ! First, we agree that we should have done a better job of comm
Founded PG& E L) Wall Info  Join ClimateSmart  Current Projects  Boxes = Video | ,
2006 (9 the SmartMeter™ roll-out, and we've recently updated ocur Sma
C“ mate Just Fans fsmarimeter) to better explain the technrology, the installation pi
Fans 3 pise = PG&E's ClimateSmart™ Program On Twitter? For the latest storm upd bﬂf‘lﬂ:ﬁtﬂ- our CUStDmEFS‘ Wi“ IEI'IJEE:I' Wilh SmﬂnMEtﬂrm-
6 of 286 fans See Al imate - including cutage information and safety tips, follow PC&E: £ -1 i I 1
mart’ St utage inf f f While we are confident that the third-party independent testing
o mmmininon PG&E (PGE4Me) on Twitter
T twitter.com r
E www.joinclimatesmart.com Official Twitter account of Pacific Gas & Electric Company - serving
jim Linn Halinat fisth Add to My Page’s Favorites ' & natural gas and electric service to approximately 15 million Californi PG&E CARE Program
Mascot i!lulkl('w Suggest to Friends #]] January 19 at 11:25am - Comment - Like - Share \ Wall Info  SignUpfor CARE Photos Events Boxes >
Subscribe via SMS £ 3 people like this. Write something...

Money Js

Write a comment...

By adding a voluntary,

Cralg Brian Gabe tax-deductible donation to your On Your PG&E Bill Just Fans
Cussiman  Gillick joynt monthly PG&E bill—around §5 a PBSE =, PG&E's ClimateSmart™ Program ClimateSmart welcomes San
o i — Climate - i [P PGRE CARE Program In addition to the the CARE discount, customers who
manth fuLlh; typical hc.meI you g Francisco baset‘i Langtech, an IT sclutions company, to the program. ‘Add to My Page's Favorites RN have experienced an uncontrallable or unforescen hardship may receive an
can join the fight against climate 2MA"—  Thanks for making your energy use carbon neutral! Suggest o Friends energy credit up to $200, credit amount based on the past due amount of
change and reduce your carbon ubseribe via SMS the bill. To learn more, check out:
footprint upscribevia y .
- REACH: Pacific Gas and Electric Company
4 www.pge.com
3 The PG&E CARE grogram REACH is a financial assistance program that offers a
an tec provides a monthly discount on
Fans eneray bills for income-qualified
we pet [T
6 of 1,230 fans See All
Apply enline at q r
g = P funenpescomicard PG&E CARE Program You're welcome, Lynne. It's my
[®) January 11 at 4:37pm - Comment - Like - Share .
Fer— pleasure to speak with you and address your concerns.
E ) \ : _
: «1 6 people like this. Foundec We're glad to be of service. -Erwin, PG&E CARE Program
Dalton Tom Lux Noah 1988
Galloway Garrett Write a comment... November 20, 2009 at 5:26pm - Report
Wallach B
LG &) gy A T
pise 'r—, PG&E's ClimateSmart™ Program A warm welcome to ] Winery in ©of 480 fans see Al See pere
Climate = Healdsburg -- for making their energy use carbon neutral with the 3 —=ggf| Winer Savings for Your Home
Smart " ClimateSmart | V/ WWW.PGE.COM
et Imatesmart program: /, Winter Savings for Your Home
Gabe lason Helmet Jason  Cynthia  Helmet
Joynt Rzutkiew Mascot Rautkiew lopez  Mascot 1l Janary 1.2t 8:24pm - Comment - Like - Share
icz ® " PG&E CARE Program We at the CARE Program just wanted to welcome The
WY .o || Arc of San Francisco for becoming our recent fan. Thanks for helping us




Goals

High Importance

*Increase Customer Satisfaction

*Increase awareness of programs, products
and services

‘Increase enrollment in or sales of programs,
products and services

siImprove relationships with news outlets
*Engage utility customers to improve
relationship

More effectively communicate with media
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Moses The Cat...PRrrrr

den\’erPOSt.Com Colorado Technology News

B Home | Media kit

News Politics Sports i Enter i Lifestyles Opinion Travel Multimedia

68°

Home > Business > Technology

Moses the cat rescued after 3 days atop e sis

power pole SpRT 3 el
<} 31 COMMENTS
By Howard Pankratz MISTORY STATS
The Denver Post
l!:l ::l 30
UPDATED: 05/25/2010 03:11:34 PM MDT

We've rescued #Moses from atop the pole:
http:/ /do3mvQ Glad for a happy

ending and that we could save him safely.

XcelEnergyCO, [+] Tue 25 May

Moses the cat was stranded atop a power pole in Centennlal since Saturday. (Courtesy Shannon Merrill)

Moses the Maine coon cat, stranded on a 30-foot power pole in
Centennial since Saturday, was rescued from its perch by Xcel Energy
workers about 12:20 p.m.

Neighborhood residents had spent three days trying to figure out how to




Goals

Moderate Importance

Generate web hits

*Engage utility customer to gather information
and feedback

Least Important

*Reduce costs of customer service

*Reduce costs of communication

*More effectively communicate with commercial or
managed accounts




Goals

Additional:
*Protect Brand
Enhance Leadership Position

Communicate with other industry stakeholders like
regulators and legislators
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Content Planning

*33% no formal social editorial/content planning
process, but do regularly coordinate

«23% no formal social editorial/content planning
process, make it up as we go

«26% monthly social editorial calendar
*5% quarterly social calendar

*8% annual social calendar
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2011 Focus

Primary:

*Improving/enhancing social media presence
*Cross-departmental coordination/collaboration
‘Updating/improving social policy

*Editorial process/content creation

*Reporting

Secondary:

‘Keeping management support social efforts
Measurement/Metrics selection/refinement
*CRM/CIS Integration

Confidential — do not distribute



Departmental Control — Primary

14. What department within your organization has PRIMARY CONTROL over social media activities? (Check just one.)

Response
Percent

Communications/Public
| B7.8%

Affairs/Media Relations
Customer Service | | 4.5%
Marketing [ ] 4.5%
IT 0.0%
Web/E-business  [] 2.4%
Human Resources 0.0%
Cemand-Side Management 0.0%

(DSMYEnergy Efficiency ’

Legal 0.0%
Regulatory 0.0%
Government Relations 0.0%
Distribution/Operations 0.0%
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Departmental Control — Involved

15. What department{s) within your organization are INVOLVED to some degree with social media activities? (Check all that apply.)

Response
Percent
Communications/Public I
X . ) | 87.8%
Affairs/Media Relations
Customer Service | | B5.9%
Marketing | | B3.4%
IT | 48 8%
Wel/E-business | | 43.9%
Human Rescurces | 46.3%
Demand-Side Management
| 29.3%
{(DSMWEnergy Efficiency
Legal | 26.8%
Regulatery [ 7.3%
Government Relations | 9.8%
Distribution/Operations | | 17.1%
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Time Spent on Social Media

17. On average, how much time do you spend on social media activities for work?

Response
Percent
0-5 hoursiweek | , 39.0%
E-10 hoursiwsek | 20.3%
11-20 hoursiweek | 7.3%
21-30 hoursiweek [ 7.3%
31-40 hoursiweek [ 3.8%
More than 40 hoursiweek | 7.3%
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Budget

20. What is your social media budget?

Mo budget |

Mo budget, but request funding

aon an as-needed basis

$1-85000 [

$5,001-510,000

$10,001-515,000

$15,001-520,000 ]

$20,001-540,000

$40,001+ [

Confidential —

do not distribute

Response
Percent

30.8%

48.7%

T.7%

0.0%

0.0%

0.0%

T.7%



Metrics

Primary:
Fans/Followers
Retweets
Click-throughs
*Picture/Video Views

Secondary:

Comments attached to articles or posts

Customer interactions

‘Number of mentions

*Web hits to specific site/URLs

*Sentiment tracking —
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Metrics

15% do not measure social at all




Content Planning

*33% no formal social editorial/content planning
process, but do regularly coordinate

«23% no formal social editorial/content planning
process, make it up as we go

«26% monthly social editorial calendar
*5% quarterly social calendar

*8% annual social calendar
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A New Customer Relationship?

facebook

Salt River Project | = tike

Energy/Utility

Why like your utility?

WHAT'S NOT

S

B2 wal
&1 Info

Photos (18]
Offers It's an easy way to get...
u YouTube
& Twitter

SRP career opportunities b/ Sform Updafes
Welcome

More ~

TO LIKE?

+/ Money- and energy-saving fips

v/ Water news

v/ Friendly customer service
About

Mews, updates and support from 7 1
ok Vool Wates S orer i v’ Plus, you’re on Facebook all day anyway!

1,718

people like this

Likes

&> Maricopa County




New Consumption Patterns?

Vlde()s { now showing at the PUD }

In this section:

Watch our videos on everything from paying your bill online to

weatherizing your home.

PUD Podcasts

? Hear what we have to say about...

Conservation Sensation Commercials 2011

Kaylee Baker &
CFLs

Date: 03/09/2011
Time: 00:00:20

Get on Board
the Solar
Express!

Date: 03/09/2011
Time: 00:00:20

s Meadowdale O'Donnells &
Lady Mavs & Conservation
Conservation Programs for
Programs Businesses
Date: 02/09/2011 Date: 03/09/2011
Time: 00:00:30 % Time: 00:00:30

The Stewarts
| vs. The Cases:
| Weatherization

Date: 03/09/2011
Time: 00:00:20

Frequently Asked Questions (FAQs)
el A Paving [ FAQ: Power

http://www.snopud.com/Videos.ashx?p=1108



Where Are We Now?

] T A e bt e i S

facebook

[EEIITY American tlectric power i on Facebook
Sign up for Facebook to connect with American Electric Power.

Energy Conservation Blog

sa MLGW

MY ACCOUNT

sy st o s v e vy i anesmrens Leam
(=

AMERICAN® American Electric Power | &5 Uke ALERT Ny Account hes chanped:
oy

ELECTRIC wal Info Photos Video Boxes Motes % '°"""‘",“" v mONOAY, AVGUST 31, 1643

American hectric ower + Others JustOthers e ¥ goim o) pr—

Gecronc smpayment o s o sl
Tafarmation Sarvic e Sackyad, grin, cuting th grcs, 3¢ kugag  the
E‘.. American Eloctric Power Before electricty can srrive at your home, it makes ok 80» Fuman.
B35 several stops along the way. Just where does t stop? Check out ths video: | ‘ m oo e N
o ORI ey

e i || o
‘Anatomy of an Flects Y St 1 pter 2: Import: s ( -ﬂm

S Kooy Eneeay Tax Incentives
In-Home Evaluation Program -

-

v O @ v g S

e

Eectre Poner’s mazan:
Sogng comfor o custoners,

Interact with MLGW via: Twitter, Blogspot. Eacebook and YouTube

) oy Roberts, Rebecca Strange McMlster, Harcid Figher and 2 others e this

It takes fiaby Steps to make & big diff

z_ American Electric Power Four people have been killed this year as they tried to g:pz:f:" et '::“
BT steal copper wire from AEP power lines. ¥ you see suspicious activty, report B8 T~
copper theft by calling 1-866-747-5845,
A 4 klled trying to steal power lines, ALP says
Di'sm ok b e LATEST NEWS Tnvnsoar, asuust 2, 440
ESTe an Elecs e e Mewsroom g MLGW showcases water purity in raport relessad on heels of National ciric Bikes

€1 sy s Comment - Ui
[ s American Electric Power Quick quiz: Do computer screensavers reduce the Jrenr—
BT amount of electricty your computer uses? [
She i Ston. Stast. Trancter Servics PO

Ewitker e
I R

facebook % DukeEnergyStorm o

EFAT xcel tnergy Colorado i on Facebook PoBuke,,.  STORM P —
Sign up for Facebook to connect with Xcel Energy Colorado. USans Cureg waater

Delivering more thon por & "

Get short, timely messages from Salt River Project.
Twitter is a rich source of instantly updated information. It's easy to stay updated on an

Incredibly wide variety of topics. Join today and follow @SRPconnect. eyl Convetmmn
ke b Minsle Pearson 4P

@ XcelEnergy® X<l Eneroy Colorado @sistertoldjah @CindyKay54

Mlllwﬂ) 0o follow SRPconnect 1o 40404 . Teuie lMU-le-ZZJ 3051 38 153
e i N Co RO P wal Info MNotes Discussions Boxes Events » e &y @F|berDevvant @N4ARZ Thanks for g
Xcel Energy Colorado + Others Just Others 1800544590  the retweets!
= Ths e s dedcated o Xcel p North & South € = =
MName tver Project xmmﬁ;i?nd (’) Xcel Energy Colorado 1-800-777-989
Services t help uatomer use

@1V Ingeed! These summer wealher pattems are someffng
eise! 1 nape you have 2 relauny evening ‘L4

Bio Dadly news, upcates and
support from your local waler

Q SRPconnect g i

63 1007 T e
folowng folowers fated = C) Xcal Ensegy Colornda Ono outage o ML
™ Cherry Creek Ars Festival e ¥ S——— cren

@PinalToday FYI, our free shade

screen promo starts on Thursday at Toee Lo o 3
8am: http://bit.ly/bYcBhx Thanks for Favortes Caroinas cutage info w
1
i e Thanis for passing aong our outage Info today! ‘LK AE\, H 9]

@SRPconnectiocalpr

@SRPconnectsociakmedia

e 3557 %
‘ 0 i Caroinas: fyour powe' out. pease cal 1-800-POWERON (1-800 i

Savings tip: gnill outside or use your microwave vor summer meals
~769-3766) 10 repart your outage. ‘NP

1o keep your kichen cool and reduce energy cos
p //DILIy/8WY200 @SRPoonnectidefining.

@SRPconnectwater

@SRPeonnectienewables in-

11 hope alis wel wth your n-ars foday. ‘WP

) Xcel Energy Colorado We are testing the workd’s first
el S -,
Dower plant, Combining the solar "fuel” with the exsting plant il

Walch the SRP Power Play game show and test your knowiedge of
enerqy and water efficiency. hiip /youtu be/akbLxw-qv2o @SRPconnectaz

ot




Avista Utilities




RESIDENTIAL HOME l BUSINESS HOME l INSIDE AVISTA l CONTACT US l QUESTIONS? l SIGHNAN

MY ACCOUNT SERVIGES & PRICING ENERGT SAVINGS

Join the
conversation

ARCHIVES

April 2011 {5
March 2011 (%)
February 20171 (A}

January 2011 {9
Cecermber 2010 (3

Movernber 2010 (17

Cctober 2010 &8
September 2010 {127

August 2010 (153
July 2010 {103

June 2010 {153

May 2010 (9

April 20900 (113
March 2010 (13
February 2010 (103
January 2010 {14}
Decernber 2009 (14)
Movernber 2008 (10
Cctober 2009 417
Septernber 2009 (207

August 2008 (18
July 2009 &0
June 2009 (12

TOUR SAFETY OUR ENVIRONMENT OUR COMMUNITY

Daing Our Part

Energy Assistance Programs

Happy Earth Day!

Post by Anna Scarlett Giving

Avista’s commitment to the environment is ingrained Economic Prosperity -i
in our company’s culture, By protecting natural v L
resources and being innovators in conservation and Avista Scholars i E
energy efficiency, we walk the talk of environmental Energy on the Street 1
stewardship, We do this year-round, but on Earth Y
Day, &vista employees take a little extra time to Join the Conversation iy
reflect on our commitment to being wise stewards of . . . F.
the environment, Today marks the 41st anniversary of Discussion Topics =N
Earth Day - a day to appreciate and raise awareness -

B - Avista Blo s
about the Earth’s environment, 9 R

Twitter
Last year in conjunction with our other Earth Day
activities, Avista installed three electric vehicle
chiarging stations for use in Spokane - one at Avista’s
Mission Street campus, one at the Steam Plant in
downtown Spokane, and one at Spokane’s City Hall,
Yesterday, the City of Spokane announced that &vista
and the city have partnered to upgrade the electric vehicle charging station at City Hall to a " Level
2" station that can charge electric and electric-hivbrid vehicles more gquickly.

Avista has also upgraded our campus charging station, and we will soon upgrade the station at the
Steam Plant, &t 240 volts and 30 amps, the Level 2 station can completely charge a new MNissan
Leaf in about four hours, just half the time of the earlier 110-volt, Level 1 station, which is
gguivalent to a typical household outlet, Today, we showed Avista employees how the new Missan
Leaf can be charged at the upgraded stations.

Powering Our Future

Philanthropy Report
Jarerihko MiSsan coo oo ciicw wine mean cimea
Leaf to our ernplovess,

Consumers are increasingly looking for alternative modes of transportation to offset fuel costs,
lessen our country’s dependence on oil, and reduce their carbon footprint, Electric-gas hybrid and
all-electric vehicles are now available, and use is becoming more widespread, Attractive tax
incentives and lower prices make converting to alternative transportation more affordable to the
average consumer,

fwista will continue to monitor the adoption of electric transportation tol™ 5 S sye v |

Search m

Contact

Blog Home

E) Feed your read!
LINKS

About this blog
Create g by Account

My Account sign-in
Ablew Conversation
Awista's flickr site
Twitter: AvistalMilities
Twitter: AvistaCares
Twitter: Dan at Awista
Mews Releases
Everylittlebit Facebaak
Fower Outages

H Avista Liilitias
AvistaUtlites

http/fhit e fhshies 2

Test yoLr energy I0
- you could win
prizes, including a
free in-home Energy
Audit from Avistal

2 days ago  raply
retweet  Fawotite

@hissanlEAF visiting
our campus for
#FEarthDay, You




@AvistaUtilil

question or comment?
We're here during regu
hours 8 a.m.-5 p.m.

Please don't tweet any
account information for
safety.

MNeed Customer Servi
1-800-227-9187
AvistalUtilities.com
AslcAvista@Avistaltiliti

Avista’s other Twitter a
@AvistaCares
@Dan_at_Avista

AvistaUtilities.com/Con
Avistaltilities.com/Bloc
Conversation@avistalt
Youtube.com/AvistaUtil

twitter¥

Timeline

KHL

Home  Profile

Search o

&=

Avista Utilities

@AvistaUtilities Spokane, Wash.

Avista Ltilities: Your electric and natural gas utility in
Eastern Wash, North Idaho & Oregon
http:ffvener avistautilities. com

111
1
1*
4

Favarites  Fallawing Followers Lists

khgrightnow 3
http:/fhit lyihShlAS Test your energy 12 - you could win prizes,
including a free in-home Energy Audit from Avistal

AvistaUtilities @
@kissanLEAF visiting our campus for #EarthDay. You guessed it,
this electric utility is all for it! hitp:ibeitpic.comidodzen

AvistaUtilities

Moment of Twitter silence for the sguirrel that caused the 3k
customer outage in the Valley. He will bhe missed. Customers back
an now.

AvistaUtilities
3,300 customers out of power near Barker and 90, We're
investigating.

II'-'I.I'u'II h u} T|:| F [} | | oy

M About @Avistaltilities

261 14 362 45

Tweets Fallawing Fallowers Listed

Connections
Also followed by glennifercallen, @ESouUrce

OnKR“ 08K

fou both follow @0ankolbet, @avistacares,

B

Following 14

R EY1-19 R

Similar to @Avistaltilities - view all

ActOnEnerqgy - Follow ﬂ
Amerenll ActOnEnergy

About Help Blog Mokile Status Jobs Terms
Buzinezsesz Media Developers Resources ©2
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You T“he | Search | Browse = Upload EsourceMatt v Sign Out

@Subscribed (]
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Plastic on your
windows reduces
heat loss.

every little bit

P ) | ooos1:23

Info Favorite Share Playlists
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\What Powers
Your Passion?

RN POWER

An IDACORP Company

Investors | Contact Us | Site Map

ol
100@0O»
. Service and Billing Energy Efficiency News and Community  Our Environment  Careers  About Us Search | | © |
\ -4
Account Manager Login Up Close

Username or E-mail

Password

Forgot Username?

Register Now!

LOFQO[ Password?

Go O

Information About
Your New Smart Meter

e

[ Pay my bill £y j

What would you like to do?

® Get Information About My Bill
= Make A Payment Arrangement
= Start or Stop Service

® Energy Saving ldeas

Ways To Save
Find energy and money-saving tips, tools and
programs to help manage your bill.

Senior Vice President To Retire In June
Senior Vice President of Corporate Responsibility John
R."Ric” Gale retiring June 30.

Flood Control Brings High Spring Water and its
Benefits

Releasing water from upstream reservoirs creates
space for snowpack runoff.

wvar Comeany



facebook

Search

Home  Profile Find Friends

B FOWER.

An IDACORP Cormpary

Powerino- (wres.

B2 wall
] Info

8. Friend Activity

ﬂ Powering Lives
Photos (1)

D Motes
E Events

[ =] .
== Questions (2)

] welcome

About

Since 1916 we've delivered energy
to vour door safelv and oroudlv,

Idaho Power

Local Business - Boise, Idaho

Idaho Power - Top Posts «

Idaho Power
The wet spring brought plenty of *fuel” for our hydroelectric dams. To make room

- for melting snowpadk and ensure public safety, wee slowly releasing water from

upstream reservoirs. Fead more below:

Flood Control Brings High Spring Water and Its Benefits
www . idahopower ., com

#]] 4 hours ago - Share

£ 2 people like this.

Idaho Power asked Microsoft claims Internet Explorer 9 is the most energy-
effident web browser. Which do you use?

Internet Explorer 9
@) p

{3 | Mogzilla Firefox

() | Google Chrome
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Congrats to Celebration Park — their new solar array will power the park’s lighting,
security cameras and mare, Thanks to Idaho Press-Tribune for the article!
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Congratulations to the Learning Lab, the winner of our inaugural Powering Lives campaign!
The Learning Lab has had a positive and lasting impact on residents throughout southern People You May Kn
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2 getpluggedin

JOIN THE CONVERSATION  EVENTS  ABOUT US  RESOURCES

Something
IS missing...

...irom the conversation

about energy.

Learn more €

~ Sensible. Dependable. Responsible. It's the right thing.

Is a Sustainable Energy Future Is a Sustainable Energy Future Energy Efficiency Brings Good
Already Emerging? Part 1 of 2 Already Emerging? Part 2 of 2 Things to Life

By Ralph Cavanagh, Natural By Ralph Cavanagh, Natural By Marc Krasnow, NW Energy
Resources Defense Council Resources Defense Council Coalition

Future historians will debate the We long ago parted company as a The Northwest Power and
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What's New TACOMA
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- Open house offers unique opportunity to tour Tacoma Power UTILITIES
dam
= Tacoma Power rates to increase April 11 =
w.  Possible electricity sales scam o
— Groundbreaking_celebration planned for new Cushman —
powerhouse and fish passage . WATER
- Power restored to all customers in Tacoma Power's south
service area
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Timeline

Tacoma Utilities

@TacomaUtilities Tacoma, Wash.

Tacoma Public Utilities provides services that are vital to
our quality of life.

http:/faww mytpu.org

(5] Text follow Tacomalltilities to 40404 in the United State

Favorites  Following  Followers  Lists =
TacomalUtilities Tacoma Utilities
Capture rain and use |t on your lawn and garden latert. Lower your

future utility bill too! hitp:/fiwww facebook com/mytpu.

TacomaUtilities Tacoma Utilities
Get a free water cansewatlnn kit with a flow meter bag to help know
how much water showerheads & faucets use per min. 502-8723.

TacomalUtilities Tacoma Utilities

Day of celebratlonl ISlur friends at Rebuilding Together S5 won the
MNonprofit Center's award for excellence in governance yesterday.
DESERVED!

TacomalUtilities T

Proud of our partnershlp W|th the Boys & Girls Clubs of SPS and so
proud of Kainen Bell - 2011 WA Youth of the Year!

http://bit ly/hWIR4Q

Tacoma Utilities is on Twil
Don't miss any updates from Tac
account on Twitter today to stay L
youl!

Sign up »
7T About @TacomaUltilities
6 178 53 4
Tweets Following Followers Listed
Following 172

EvHs 400wl

About Help Blog Mobile Statuz Jobs Terms
Developers Resources © 2011 Twitter
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Events
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More ~

Tacoma Public Utilities

Check it out: Tacoma Water stores 181,559 gallons of water. That's 3.03 billion 8
oz. glasses of drinking water.

About
Tacoma Public Utilities

2 check-ins }

126 people like this

6 hours ago * Share
Likes See All
Tacoma Public Utilities

Tacoma ART BUS Are you the spontaneous type? We like it! Just walk in to one of our campgrounds.
No reservations needed - stay up to 10 nights. The reservation period begins May
13,

Forza Coffee emy Al o

Company o) 2 people like this.

L2 view all 4 comments
YPN of Tacoma-
Pierce County | Stacy Emerson Thank you!

N Mandzv at A+ 17nm
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Linked ﬁa Account Type: Basic - Matthew Burkz  Add Connections

Home Profle Contacts Groups Jobs Inbox [l Companies MNews More Companies ~ E

Companies * Tacoma Power

—_— Tacoma Power is a division of Tacoma Public Utilities and has a proud Tacoma Power has 142 followers
I ——— tradition of being one of the oldest public utilities in the nation. The utility
TACE M A POWER operates five divisions: Transmission and Distribution, Generation, Rates, Follow Company Share

Planning and Analysis, Power Management and Click! Metwork, and serves
mare than 166,000 customers in the cities of Tacoma, University Place,
Fircrest; portions of Fife, Lakewood, Federal Way and other areas of Pierce

County as far south as Roy. We enjoy a reputation for providing high-guality How you're connected to Tacoma Power
senvice, low rates and innovative solutions to our customers. Our long history
of investing in infrastructure and technology pays off daily in our ability to fulfill 0 Connections
our mission. We continually build on these strengths and remain competitive
in the electric utility industry. 1 Employee in your network
Specialties :
Planning and analysis of power equipment, transmission, distribution 81 Employees on Linkedin

eneration, cable television, high-speed data, Internet, broadband senices and o .
tgelecnmmunicatinns gn-sp I Check out insightful statistics about
less =28 Tacoma Power employees »

Your Network (1) Mew Hire (1) Employees (81)

REGISTER FOR
A CHANCETO

WIN TODAY.

Real Time Energy Trader

Jacob W., Greater Seattle Area

Real Time Energy Trader ENLIST HERE

Kris B., Greater Seattle Area

Ty THE OFFIGIAL VEHIGLE
BAACURA e oAl

Technology Management - EMS / SCADA

Vern K., Greater Seattle Area
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Departments | Services | Staff Directory | My.Seattie.Gov

@) seattle.gov =

® Seattie.gov © This Department
ujHome | [i]About Us | (3 Contact Us 1

Lighting Seattle since 1905 Jorge Carrasco, Superintendent

Your Account Your Services Conservation & Renewables Environment Newsroom Careers

Eneray Delivery

E ectnc Vel‘ilcl

chr °" "

ﬂ MY eBILL ACCOUNT

User ID

Password

Or Sign Up

@ OUTAGES

Qutages: 2

- —
il .k\ e 4
m B E’ u Ej What you need to know if you're considering an electric vehicle.

Customers Qut:

2 - -
What to do? ACCOUNT INFO SAVING MONEY QUICK LINKS

Outage Hotline: Pay Your Bill Online Home Appliance Rebates Rates
206-684-7400 Payment Locations Twist & Save CFL Discounts Jobs
| Open and Close Residential Accounts Rebates for Business Streetlight Out?
Customer FAQs Energy Saving Tips | Renewable Energy Programs
Service

Call (206) 684-3000 @ Featured @ Power Lines Blog @ Videos EROSELE SHARE

New Web Design 2010 Accomplishments
Tell us what you think! Despite a poor water year and a drop in surplus power revenue, City Light was able
to control costs while delivering significant accomplishments that benefited our
community in 2010 and will continue to do so for years to come. The 2010
Stay Connected accomplishments report provides a high level summary of City Light performance in
(1 K1 © sHAre 2010. We want to thank all our customers, Mayor Mike McGinn and the City -
P Council for their help and support of our work in this challenging year. FINGERTIP FACTS

I Visit \Veb Site
Pl s e
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&2 Follow [=]! Text follow SEACityLight to 40404 in the United States
Timeline  Favorites  Following  Followers  Lists =
a = i Z=% SEACityLight Seattie City Light
i | W Seattle City Light Employee Volunteers Plant Trees, Remove
‘ Invasive Plants at Northern State Recreation Area: Se...
) http-//bit ly/kD%eBD
Z2% SEACityLight Seatile City Light
Bold Thieves Risk Death to Steal Copper from Energized
Transformer: Last weekend, vandals cut down a 45-foot uti__.

W

Seattle City Light

@SEACIityLight Seattle, Washington

for emergencies. Comments, list of followers subject to
public disclosure (RCW 42.56).
http:/fwww_seattle gowlight

hittp:/fbit. ly/muAtNG

SEACityLight =catile City Light
City Light to Host Mt. Baker Community Meeting: City Light will be
holding a community meeting in Mt. Baker to e._. hitp://bit_hy/lkfdyx3

SEACityLight Seatiie City Light
Get Seattle City Light's Tweets by Text: If you'd like to get our
Tweets in a text message without creating a Tw... http:/bit Iy/|TFjEe

£J NOoUrs ago

Seattle's electric utility. This site is not monitored. Call 911

Seattle City Light is on Twitter

Don't miss any updates from Seattle City |
account on Twitter today to stay up-to-date
youl

Sign up »
ﬁ About @SEACityLight
983 30 2,368 253
Tweetz Following Followers Lizted
Following 30

== - RELS W

About Help Blog Mobile Status Jobs Terms Privacy As
Developers Resources © 2011 Twitter
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£, Friend Activity
Photos (1)
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Comments

YA video

About

Seattle City Light is a publicy
owned utility dedicated to
exceeding our C...

More

126 people like this

Alliance to Save
Energy

LIANCH

WE ENER

-

Tomlem WMGAtAw Do

Seattle City Light

Government Organization * Seattle, Washington

Seattle City Light - Top Posts +

Seattle City Light

Seattle City Light Employee Volunteers Plant Trees, Remove
Invasive Plants at Northern State Recreation Area

Seattle City Light employees joined other community-minded volunteers to plant
trees and remove invasive non-native plants at the Northern State Recreation
Area near Sedro Woolley on Saturday, April 23.

Share this

Seattle City Light

Bold Thieves Risk Death to Steal Copper from Energized
Transformer

Last weekend, vandals cut down a 45-foot utility pole with energized power
lines along Des Moines Memorial Way South in an effort to steal copper.

B chaies 3An via

tittarfoad « Chara thic
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A New Customer Relationship?

; % PACIFICORP

reliability

About Us Suppliers Energy Sources Transmission Environment

Let's turn the answers on.

PacifiCorp is one of the West's leading utilities. It
operates as Pacific Power in Oregon, Washington
and California; and as Rocky Mountain Power in
Utah, Wyoming and Idaho. Balancing growing
energy needs with costs and the environment is
an ongoing focus for the company.

MidAmerican : Pacific Power : Rocky Mountain Power

search site

Advanced Search

Careers

Visit Pacific Power » Visit Rocky Mountain Power »

News
Careers

T Springtime safety: Be Aware of Power Lines While Working and Playing
m Outdoors
\x E PORTLAND, Ore. — As the weather finally begins to warm up, everyone
- ‘ - will be spending more time outdoors playing and working on projects in
their yards. With the shift to sunshine and springtime, Pacific Power
reminds everyone to please stay safe and be conscious of overhead and

underground power lines, and other electrical equipment, during outdoor
activities.

Be part of a dynamic team. We
offer excellent career options
and benefits. Learn more »

Open positions

Rocky Mountain Power Honors Qutstanding Vendors for Energy Efficiency
Our workplace

Projects

SALT LAKE CITY - Rocky Mountain Power has recognized 14 of its
participating vendors for outstanding contributions to the energy
efficiency of business and industry in Utah. Of the 377 vendors
statewide participating in the FinAnswer Express energy efficiency
program, those receiving the awards were: Codale Electric, Commercial
Lighting, Conserve-A-Watt, Contractors HVAC, Control Equipment, Cralux

Transmission

We are investing and adding
approximately 2,000 miles of
new transmission line across
the West. Learn more »

Transmission projects
Energy Gateway projects

Recreation




A New Customer Relationship?
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Pa l:_ificPuwer_WA

AP, TUUUar d NootsUnes

Road trip! Join us for a wind farm tour June 11. Details:

hitp:ibit lyfTlgsm +

Rocky Mountain Power (RMP_Utah) X

PacificPower_OR
Apr 27, 10:00am via HootSuite

Road trip! Join us for a wind farm
hitp: it lyfTigsm +
PacificPower_CA

Apr 27, 10:00am via HootSuite

Crescent City & Mt. Shasta high s
fund awards for salar projects: htl

|Bia Timeline | Mentions | Favorites

Insight

362 update Pacific Power OR (PacificPower_OR)

e

=

& Report Spammer

Location: Salt Lake City, Utah

Bio: Updates & tips from Rocky Mount:
safe, reliable electric service to more tl
customers in Utah, Wyoming and Idah

Joined Twitter: Fri May 15 22:52:23 +(
h{} hitpeliwrerw. rockymountainpower

= http:itwitter.com/RMP_Utah

Follow Unfollow D Repl

455 Followers
‘ 43 Followin-
A
-

2? Klowurt | Bio | Timeline | Mentions | Favorites | Insight
: 618 rollowers
p i 16 Following
o [ 351 Updates
28 wiout

& Report Spammer

Location: Portland, Qregaon

Bio: Updates & tips from Pacific Power, celebrating 100 years
of providing electric sernvice to more than 734,000 customers
in Cregon, Washington & California.

Joined Twitter: Mon Mar 23 19:50:31 +0000 2009
i httpulhwanw.pacificpower.net

= hitpitwitter.comiPacificPower_OR

Follow Unfollow DM Reply  AddTo List




Key Lessons Learned — 2010

1. Social media is a cultural shift for utilities.

2. Be patient, prepared, honest, and transparent.

3. Social media is an additional communication channel—it
does not replace existing channels.

4. Building an internal support team from multiple
departments is critical.

5. Have a clear goal, strategy, and backup plan as well as
the commitment/resource(s) to carry it out.




Key Lessons Learned — 2011

1. Experiment and measure. What works for one utility may
not work for you.

2. Be patient, prepared, honest, and open to new ways of
doing things.

3. Not everyone wants to be helped — some just want to
vent. You can't please everyone.

4. Don’t underestimate the amount of time social can take,
especially during a crisis.

5. Communicate internally — have a plan, follow it, and let
others know what you're doing.




Innovation

*Facebook Tabs

FourSquare & other location-based marketing/outreach
*Social customer service

Smart phone apps

*Mobile websites

*Video competitions via YouTube

*Meetup

*Connecting HR to Facebook side (employment branding)
Internal social communications

*Yelp

*Taking utility content directly to media’s Facebook and other
social properties

Confidential — do not distribute



Photo Credit: Photo credit: Blyzz
via Flickr




For More Information

Matthew Burks

Senior Product Manager, Mass Markets
303-345-9173

@EsourceMatt

)/ / '/ Matthew burks@esource.com
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