PPL Electric Utilities

The 6th
Electric Generation Supplier (EGS)
Conference

October 7th & 8th, 2015

ArtsQuest — Steel Stacks
101 Founders Way
Bethlehem, Pennsylvania 18015



A BIG THANK YOU

To our suppliers that supported our efforts in raising
monies for The Habitat for Humanity Woman Build
“She nailed i1t” Competition

We were the top fundraising team for the event!!!

A% 2 : 4 ,

RS ‘!" .':4" Pl
(LY ] -

A il X
'.-.'
-

oy
e e

-
b Ui
N, ™

©2015 PPL Electric Utilities Corporation PPL Electric Utilities



October 7, 2015 Agenda

9:30 AM — Welcome

9:35 AM — Customer Service Vision — Chris Cardenas

e 10:00 AM — Safety Message — Jacque Creamer

e 10:30 AM — Introduction of the Teams — Debbie Keiser

e 10:40 AM — Market Overview — Cheryl Oehler

e 11:00 AM — Regulatory Update — Kathy Frazier

e 11:30 AM — Overall Load Trends — Kim Golden

e 12:00 PM - LUNCH

« 1.00 PM - PJM/Settlement Overview— Tom Goldschmidt

e 1:30 PM - DSP4 - Jim Rouland

e 2:00 PM - Time of Use (TOU) — Jim Rouland

e 2:30 PM - Break

o 2:45 PM - Look at “Disruptive Technologies”™ Jim Rouland
« 3:45 PM — PPL Electric Utilities Meter Replacement Project — Bill Hennegan
 4:15 PM — MDM Replacement — Louise Gross

o 4:45 PM — Q&A — Panel

5:15 PM - Closing Remarks

* 5:30 PM — Networking Event at ArtsQuest- MusikFest Cafe
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October 8, 2015 Agenda

9:00 AM — Welcome Back

9:05 AM — Unmanned Aircraft Systems (UAS)— Matt Green
9:35 AM — PPL EU Collections Process — Michelle Lawall
10:30 AM — Supplier Portal Enhancements— Sue Scheetz
11:00 AM — Contact Center Vision — Chris Graham

11:30 AM — Bill Print Changes — Susie Peters

12:00 PM — Lunch

1:00 PM - Standard Offer Overview — Jenn Ainsworth

1:30 PM —Energy Efficiency Programs — Pete Cleff

2:00 PM - Billing Statistics/No Bills/Projects — Debbie Keiser
2:30 PM — Q & A- PPL Panel

3:00 PM — Closing Remarks
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Customer Service Vision

Chris Cardenas
Vice President of Customer Service
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Questions
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Safety Message

Jacque Creamer
Project Manager — Health and Safety
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Your Safety, All Day

Hazards can occur 24 hours a day!!!
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http://www.bing.com/images/search?q=images+for+safety&id=DF0C16BDB3D3B2FF92C89C66309128956BC8A780&Form=IQFRBA

Hazards? What Hazards?

« Everyday you are faced with potential for serious injury or death

* Most of the hazards that carry the highest severity do not even cross
the average American’s mind
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Hazards at Night? Not in my house!

The world stops when | go to sleep, nothing bad ever
happens

Have you prepared for them? Maybe? Are you sure?

Common Hazards:

e Carbon monoxide y 4 —
House fires

Home break-ins
Environmental events
Power outages
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Carbon Monoxide

“I don’t have gas in my house, therefore | don’t worry about CO."-
Your Neighbor

Potential Causes: Alarms:
« Furnaces * Only work if you own one
» Gas stoves * Have you tested your alarm lately?
° éi:i(flrs]en stove « Is your alarm out of date?

Car in your garage
Your neighbor

©2015 PPL Electric Utilities Corporation 11 ppl
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House Fires

Potential Causes: Alarms:
« Smoking * Only work if you own one
Have you tested your alarm lately

Electrical wiring
Food left on stove

Is your alarm out of date
Does it work if your power goes out
| need to change the batteries

Car parked in garage
Ashes from stove

Faulty heating equipment
Objects on or to close to heaters

Fire Extinguishers:
e Is it in working order

“Almost two-thirds of home fire deaths resulted from fires in homes with
no smoke alarms or no working smoke alarms.”- NFPA

©2015 PPL Electric Utilities Corporation 12 ppl &
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Slips, Trips and Falls

“I can’t get hurt walking from house to the car”

Possible Causes: Preventive Measures:

« Wet/ frozen surfaces « Put the fancy shoes in the bag
Sticks and leaves

* Slow down

Falls down steps
* Eyes on Path

Inattentiveness
Carrying objects « Use Handrails when available

Rushing
Complacency
Hazard Prone Footwear
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Electric UHtilities



Driving to Work

You take a risk everyday you pull out of your drive way
e Do you drive on auto pilot?
* Did you even see that deer?

Common Hazards
e Deer and other animals
e Other drivers
* Road conditions
e Texting and talking on the phone
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Watch out for that Deer

Deer are most active at dawn and dusk
Watch for warning signs that indicate heavy deer

Deer travel in groups and in single file so, if you see one, be
prepared for more to follow

If you see a deer, slow down, the deer may not see you!!!!

©2015 PPL Electric Utilities Corporation 15 ppl '
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Human Performance

 Critical Step
« Self Check

Peer Check

Stop / Timeout

Procedures

Placekeeping

©2015 PPL Electric Utilities Corporation
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Safety MUST be a value in all we do!

The Most Important
Task We Do Every
Day Is to Go Home

Safe

to our Families!
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Questions
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Introduction of the teams/panel

Debbie Keiser
Supervisor — Billing Operations
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Introduction

Billing Operations Team

 Debbie Keiser
* Cheryl Oehler
» Sue Scheetz

e Jenn Ainsworth

o Susie Peters
Support Team for Supplier Conference

 Pamela Harris

e Darlene Condict

©2015 PPL Electric Utilities Corporation 20



Introduction - Panel Members

Customer Support and Business Operations

Deborah Keiser Supervisor of Revenue Operations

Jim Rouland — Supervisor-Energy Procurement

Nicole Drakely — Staff Analyst Scheduling and Settlement
Tom Goldschmidt — Senior Analyst Scheduling and Settlement

Jim Bowman — Supervisor Information Systems

Ryan Gallagher — Supervisor Application Development
Doug Kirschman— Senior Application Developer

Jack Brunner — Senior Application Developer

Lisett Vazquez — Business System Analyst

Louise Gross — AMR Operations Specialist

©2015 PPL Electric Utilities Corporation 21
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Questions
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Market Overview

Cheryl Oehler
Billing Operations
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Market Activity — Customer Shopping Trends

* Over the past 12 months, PPL witnessed a slow steady recovery in the
growth of shopping customers

* PPL’s Peak Shopping 677,660 - Feb 2014 — 48.1% of all PPL customers
were with Alternative Supply

* Polar vortex caused many customers to return to POLR, while they researched
EGS offers

 Currently PPL has 661,909 customers - 46.6% with Alternative Supply

* PPL implementation of the PUC Standard Offer continues to supplement
traditional shopping

« SOP has contributed 154,932 enroliments since the initiation of the program
August 1, 2013
» Accelerated switching was implemented in two phases in the past twelve
months:

« Effective 12/15/14 - One (1), three (3) business day off-cycle switch enabled, in
addition to the traditional on-cycle switch

« Effective 8/1/5 - Multiple off-cycle switches (up to 21/bill cycle) enabled
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Market Activity

Supplier Certification and Growth Trends

o Suppliers with Active & Pending Customers

« Market is still active, continuing to see additional supplier EDI
certification activity

« Since Oct 2014
* 9 additional suppliers (including Duns +4) variants tested

* 5 pending book of business acquisitions/mergers 10 completed in
2014/2015

* PPL can suppress EDC switch letter upon request

 EGS must provide us with a copy of EGS customer notification letter
with 30 days notice
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Market Activity — Suppliers w Active & Pending
Customers
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As of Sept 2015: 107 (including Duns + 4) suppliers with active & pending customers
(94 suppliers w/o multiple Duns). 142 EDI Trading partners fully tested
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Market Activity — Active & Pending Shopping
Accounts

2014-2015
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Based on actual billing data, 46.6% of customers in August 2015 were
billed as shopping, representing 76.0% of the month’s kWh sales
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Market Activity — Shopping Customers by Rate
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Market Activity — % of Customers Shopping and %
of Sales — By Rate

Total
Shopping
Rate Group Customers % Customer % Sales
RES 559,878 45.18% 48.06%
SC&| 100,897 56.29% 88.08%
Total Shoppers 661,909 46.62% 76.08%
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Market Activity— Standard Offer Referrals
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 SOP has contributed 169,548 referrals since the initiation of the
program August 1, 2013
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Market Activity— Standard Offer Program (SOP)

Impact of SOP on Shopping for PPL
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 SOP has contributed 169,651 referrals, 154,932 enrollments since the

initiation of the program August 1, 2013
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Market Activity — Accelerated Switching Statistics

# of Inbound Enrollments
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* No significant change in enroliments/multiple switches within a bill cycle
since implementation

* Since 12/15/15, 276,037 enrollments
e Accounts with more than 1 enrollment, 34,129
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Market Activity— Accelerated Switching Statistics

# Accts w > 1 Supplier Switch in a Bill cycle
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* Accounts with more than 1 enrollment in a bill cycle ~ 977/month
 Actively monitoring a small number of accounts that have switched in excess of 10
times since the Phase 1 implementation 12/15/14
 Serial switching, is it being triggered by customers or by EGSs trying to re-enroll
a dropped account?
» Account retention policies, power of attorney (POA), no drop/termination without
written notice to EGS
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Market Activity — Shopping Customers Returning to

Accounts Returning to POLR
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* In February 2014, we witnessed an large increase in shopping customer
accounts returning to POLR — due in large part to the Polar Vortex and high
variable pricing by certain EGSs

» Accelerated Switching Phase 1 implemented 12/15/14, includes the ability
of a customer to request the EDC to drop them back to POLR
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Market Activity — Customer Switching Activity 2013 -

2015
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* Number of inbound enrollment transactions received (since Jan 2013): 1,242,558
* Average 38,829/month
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Comparison of Web Inquiry vs Inbox Inquiries

EGS Inquiry Metrics
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* PPL’s Supplier Portal and in particular the Web Inquiry capability will be discussed
in greater detail as a separate agenda topic on Day 2

 Effective 12/1/15, we will no longer monitor the PPLUItilitiesSupplier@pplweb.com
mailbox
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mailto:PPLUtilitiesSupplier@pplweb.com

Ongoing Supplier Support Requested

EDI 814 Enrollment — Contract date will be critical in the evaluation of
Not Last In (NLI)

DTM 129 Segment Per EDEWG Standards

« DTM Date/Time Reference (129=Contract Effective Date)

* The date/time the customer agreed to obtain service from the Service
Provider. Specifically, the date/time the customer signed the contract
or signed up online to begin service with the supplier. This should not
be the system timestamp of the EDI 814 enrollment transaction

» With Accelerated Switching, if an EGS gets a drop that they do not
believe is valid, they have to re-contact the customer and get a new
contract date prior to sending in a new enroliment, to avoid a slamming
claim
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PPL Supplier Coordination Resources

PPL Supplier Coordination Website:

e https://www.pplelectric.com/at-your-service/for-generation-suppliers/general-
supplier-reference-information.aspx

PPL Supplier Portal:
e https://supplier.prod.pplweb.com/EUSupplierPortal/Login.aspx
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https://supplier.prod.pplweb.com/EUSupplierPortal/Login.aspx

PPL Supplier Coordination Resources

At Your Service

Getting Started & Pint | % Email | < Share

Instructions Related Links

PA Public Utility

« EGS Credit Application )
Commission
« Scheduling Coordinator Designation Form
NAESB
« \Vendor Packet Blank
For « Supplier O tional S e
- upplier Operational Summary
Generation : ;
Su pplle rs « Become a Licensed EGS NERC
« Individual Coordination Agreement Rider ReliabilityFirst
- General Supplier . i
« Initiating the EDI Test Process
Reference NARUC
Information « Trading Partner Specifications Form
________ Getting Started v Portal Access Request (xis)
Standard Offer « Contact List (-xIs)
Program -
Pilot Time-of-Use
Program

Please send all Start-Up and EDI

__________________________________________ paperwork to the following All correspondence for the Ombudsman can be directed to Cheryl

EDI address: Oehler via US mail, phone or email at the contact information below:
________ Schedules
Applicable PIM Susan Scheetz Egsg(l:Oehler
Tariffs and LEHSC e e
Agreements PPL Electric Utilities ric 1es
.......................................... 82? Hausman Road
Peak Load 827 Hausman Road
buti Allentown, PA 18104 Allentown, PA 18104
Contribution : phone: 484-634-3225
........ Informatlon email: ctoehler@pplweb.com
Price to Compare
and Shopping o e o o o \
------------------ Supplier hotline #: 610-774-6386 Supplier email: pplutilitiessupplier@pplweb.com A
Supplier Information o . Wiy
©2015 PPL Electric Utilities Corporation 39 pp

PPL Electric Utilities



PPL Supplier Coordination Resources

ContactUs 18003425775 E H W B E B LS

Home My Account Outage Center Save Energy & Money At Your Service About Us | £ Signin

At Your Service

Supplier Information @ Pint | % Email | < Share

General Information

v PPL Servicing Area Zip Codes (.xls)
« Unmetered Interval Calculation
For v 2014 Supplier Conference (.pdf)
Generation v Accelerated Switching Webinar - 10/2014 (.pdf)
SU pplle s ¢ Accelerated Switching Webinar - 12/9/2014 (.pdf)
« Scheduling and Settlement Webinar - 12/9/2014 (.pdf)
: ge?eral Supplier v WATT Webinar - 12/9/2014 (pdf)
eference
_Information
Getting Started Load Profile Information
Standard Offer
Program « 2015 Hourly Profile Estimates (assuming 10-year average temperatures) (.txt)
Pilot Time-of-Use v 2015 Hourly Profile Estimate Equations (assuming 10-year average temperatures) (.txt)
Program : i !
e e e LR S « 2015 Instructions for Using Profile Equations (.pdf)
How to Gain Access
Suppher F;Or‘ta\. o « 2015 Formatting Guidelines for Load Profiles (.pdf)
' ED[ o R « 2014 Formatting Guidelines for Load Profiles (.pdf)
Schedules « 2014 Hourly Profile Estimates (assuming 10-year average temperatures) (.ixt)
_Arppi:ifcablz PIM v 2014 Hourly Profile Estimate Equations (assuming 10-year average temperatures) (.txt)
ariffs an
Agr nts « 2014 Instructions for Using Profile Equations (.pdf)
Peak Load v 2013 Formatting Guidelines for Load Profiles (.pdf)
Contribution A
Information « 2013 Load Profile Information AL A
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Questions
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PA Regulatory Update

Kathy Frazier — Regulatory Affairs Manager
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Regulatory Update

2014

EGS Account number look-up X
Refresh Eligible Customer List *
EGS Logo, Bill Messaging, Shopping
Box *
Web Portal Working Group X
OCMO EDEWG Order
Accelerated Switch *

Metered Accounts *

Unmetered Accounts
Seamless Move/Instant Connect
Distribution Rate Case
Meter Replacement Plan
Act 129 Energy Efficiency Phase 3

Net-metering Rulemaking

* - Order/approval anticipated or actual
X - Implementation
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Questions
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Overall Load Trends

Kim Golden
Manager - Load/Data Analytics & Forecast
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Total Retail Electric Sales — 1960 to Present

- -
Total Retail Electric Sales - 1960 to Present
o , Energy Independence
Billion kWh's Security Act (EISA) of 2007
Agere closes Western Electric
facility in Allentown (2003)
35 1
Energy Policy Act of 1992 T PA Act 129
(2008)
Mack Truck closes 2000-200
Allentown plant (1987) ,X Recession 2007-2009 Recession
30 \
) Bethlehem Steel closes Energy Policy Act of 2005
National Energy Act of 1978 Bethlehem plant (1995)
25 1979 Qil Crisis 1 \
\L 1990-1991 Recession Thompson Consumer Electronics
Energy Policy & Conservation Act of 1975 closes Scranton plant (2001)
20 +
1973 Oil Embargo 1981-1982 Recession
1873-1975 Recession
15
10
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Rate Schedule Profiles

Rate Schedule Profiles
January Average Hourly Demand
RS-Electric Heat 2012-2015

2014
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Peak Loads

2015
Summer — September 8t
6720 MW (4pm — 5pm)
Winter — February 20t
7844 MW (8am — 9am)
All Time Peak

Summer — August 1, 2006

7554 MW (4pm — 5pm)
Winter — February 20, 2015

7844 MW (8am — 9am)
Prior Peak: January 7, 2014

7816 MW (5pm — 6pm)
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Peak Loads — Past and Present

Average Hourly Real-time PL Company Load
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Load Trends (2007-2014)

Retail Sales - 2007 to 2014
(Millions of kWh)
16,000
14,000 -
12,000 - m 2007
m 2008
10,000 -
m 2009
&],000 - m 2010
m 2011
6,000 - w2012
4,000 - W 2013
m 2014
2,000 -
0 _
Residential Small C&l Large C&I
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Residential Trends

Residential Customer Counts - 2007 to 2014
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Residential Average Use

Monthly Average kWh Use - 2007 to 2014
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Small Commercial & Industrial Trends
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Small Commercial & Industrial Average Use
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Large Commercial & Industrial Trends

Large C&I Customer Counts - 2007 to 2014
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Large Commercial & Industrial Average Use

Large C&I Monthly Average kWh Use - 2007 to 2014
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LC&l (Primary Voltage Customers Only) Trends

LCI at Primary Voltage -- Customer Counts --

2007 to 2014
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LC&I (Primary Voltage Customers Only) Average Use

LCI at Primary Voltage -- Monthly Average kWh
Use -- 2007 to 2014
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LC&I (Transmission Voltage Customers Only) Trends

LCI at Transmission Voltage - Customer Counts - 2007 to

2014
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LC&I (Transmission Voltage Customers Only)
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Questions
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PPL Scheduling & Settlement
Processes

Tom Goldschmidt
Senior Analyst — Scheduling & Settlement
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Settlement Group

Jim Rouland
Supervisor

Tom Goldschmidt
Analyst

PL ag Submission
\—-._________.-—/—.'_———_H‘\
Zonal Load/Tie-Outs
_\\__—_—‘//-——"'__—“‘—-—\

POLR Invoicing

\\___________,/—._-___-—\

Month End Meter
Corrections

Nicole Drakely
Analyst

\mﬁ?
m
——Usage Factors
\—_//’h-\

upplier Support

\____________/—._-___-—\
m

Weekly PJM Invoice
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Peak Load Contribution (PLC)

There are 2 types of PLC Submissions daily to PJM to identify load
share for each Load Serving Entity (LSE)

* |ICAP — Installed Capacity

* PJM requires sum of daily PLC values for suppliers equate to zonal
target

e Zonal target is based on 5 peak hours on PJM system
e Sum can vary day-to-day due to retail customer attrition

* Used by PJM to recover capacity cost from PJM Reliability Pricing
Model (RPM) auction

» Daily PLC data is scaled by eRPM to achieve a balance with the annual
zonal target

* Annual values applied from June 15t to May 315t of the following year
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Transmission PLC

* NITS — Network Integrated Transmission Service

* Based on single largest peak in PPL Zone to establish annual zonal
target

 eRPM does not apply a daily zonal scaling factor

 PPL is responsible to balance with the zonal target using scaling factor

* Annual values applied from Jan 15t to Dec 315t

Market Enhancements (ICAP & NITS)

e January 1, 2015

* The Electric Distributor may submit corrections to the Obligation Peak Load
data up to 12:00 p.m. Eastern Prevailing Time of the next business day
following the operating day
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PLC Impact to Suppliers

USED

« Determine network transmission charges to Load Serving Entities
(LSES)

 Allocate network services Financial Transmission Rights (FTRs)/
Auction Revenue Rights (ARRS) to LSEs

* Determine Incremental Capacity Transfer Rights (ICTR) Credits to
LSEs for Required Transmission Enhancements

« Determine market charge allocations for:
Reactive Supply

Black Start

Transmission Enhancements
Generation Deactivation
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Zonal Load/Tie-Outs

« The responsibility for submitting metered data for interconnection
points within the zone is shared between PPL Electric Utilities and its
counterparties (neighboring utilities and generator within the zone)

* PPL uses their own meters to validate the numbers submitted by
counterparties

o All Settlement A & B hourly submissions must equal the
corresponding hourly zonal load value

Market Enhancement June 1, 2015
e Dalily deadline was changed from 12 p.m. to 4 p.m.

 Month End Corrections — Updated deadline to last business day
of the following month
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Provider Of Last Resort (POLR) Invoicing

e All POLR load is procured through a wholesale action, where
suppliers bid on tranches in four retail categories

* Residential

e Small Commercial & Industrial

« Large Commercial & Industrial Fixed Price
e Large Commercial & Industrial Hourly Price

 Calculation of amount owed to POLR suppliers based on
contractual obligation derived from auction results

 Fixed price and hourly spot components calculated
 PPL issues payment based on calculations

« New PPL POLR Invoicing Process

* PPL Invoice Automation

* Nearly seamless to Suppliers

 Invoice format nearly identical to current invoice
* Implementation with September invoice
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Settlement A Backcast

« Each supplier’'s estimated hourly load responsibility is aggregated and
submitted to PJM

* Hourly load values for each entity serving load within PPL zone
» Electric Generation Supplier (EGS)
e Municipalities
* POLR Suppliers

« Aggregated hourly load is the sum of all the supplier’'s customers’ energy
consumed for each hour, plus the associated distribution and transmission
losses and allocated UFE

« PJM uses the data to determine the charges or credits for each supplier for
that day’s transactions related to energy and ancillary services

« Each hour’s aggregated load is scaled up or down to match the
corresponding hour’s zonal load

* The difference is called Unaccounted For Energy (UFE) and is allocated to
all supplier loads and POLR groups on a load ratio basis
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Settlement B Backcast

e Settlement B submission data covers a full calendar month

e Delta values are submitted to PJM

* Per contract

* Per hour
* Period is from calendar month that ended two months prior

* Delta equals Settlement A submission MW values minus Settlement B
aggregated MW values
* Final aggregation includes nearly all actual meter read data

 PJM uses the data to determine the adjustment to charges or credits for
each supplier for that month’s transactions related to energy and ancillary

services

« Suppliers are able to view their deltas in either the InSchedule application or
via the PJM MSRS reporting tool
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Unaccounted for Energy (UFE)

Unaccounted For Energy (UFE) is energy that is not captured on an
hourly basis through some type of metering device or the absence of
a metering device and exists through normal operations of the
utilities business

Market Enhancement June 1, 2015

* Inschedule data is now submitted 2 business days after
operating day

e Allows for more actual data in initial Inschedule submission data

* Reduces Settlement B adjustments
* Reduces UFE
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Unaccounted for Energy (UFE)

Pre-Market Enhancement June 1, 2015 (Settlement A & B)
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Unaccounted for Energy (UFE)

Impact of Market Enhancement June 1, 2015 (Settlement A & B)
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Unaccounted for Energy (UFE)

Impact of Market Enhancement June 1, 2015 (Settlement A)

15 Day UFE Example
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Questions
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PPL Electric’s Default Service
Procurement Plan IV (DSP 4)

Jim Rouland
Supervisor Energy Procurement, Settlement & Scheduling
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DSP 3 - A LOOK BACK
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DSP 3 (June 2015 — May 2017*) — Current in effect

* Residential and Small C&l customer classes are procured
twice a year (April & October), at the same time, with the same
product mix and tranche size (goal is uniformity and
consistency)

 The Large C&I customer class is procured once a year (April),
In tandem with the Residential and Small C&l procurement

e This plan builds in overlap into DSP 4 (45% of load)

« Residential includes a small amount of block overlap from DSP
1 (50MW of long-term block)
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DSP 3 - Product Plan

PPL Electric Utilities - Residential and Small C&I Customer Class Procurement Plan

2015 | 2016 | 2017
June - November ’ December - November | December - November
12 month contract (30% of load) 12 month contract (30% of load)

DSP 4 Energy Plan (future)

6 month contract (25% of load) 12 month contract (25% of load) 6 month contract (25% of load)
/\ /\
6 months left on 12/9 month contracts - DSP Il >
montste on(45/0 2;?23 d)con races 6 month Contract (45% of load) | 6month Contract (45% of load) 12 month Contract (5% of load)**
0

Auction  Prod
Date  (months) % of load

Sol1 4/28/2015 12,6 55%
Sol2 10/20/2015 12,6 70%
Sol3  4/19/2016 12,6 75%
Sol4 10/18/2015 12,6 70%

NOTE: 45% of contracted load will hang over between DSP Il and DSP [V

* Includes 45% load carry-over from DSP2 Solicitation 4 energy auction.
** PPL Electric may file a petition with the PA PUC to reduce the final auction's 12 month contract to 6 months if the Company is no longer the DSP.
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DSP 4 — A BRIEF OVERVIEW
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DSP 4 Objectives

Maintain balanced price stability & market reflectivity

Maintain success of DSP 2 & 3:

 PTC mechanisms implemented in DSP4 (6 month PTC with 6 month
reconciliation)

« Simple product mix (building on success of DSP 2 & 3)
» Continue to support shopping
* Continue SOP with implementation elements from DSP3 collaborative

Comply with various regulations and Orders

Position to be responsive to potential changes regarding
PPL Electric’s role as a DSP

Ensure real and current cost recovery for all programs and
plans implemented
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General DSP4 Product Mix

 Residential and Small C&l:

» Fixed price full requirements contracts (w/ 50MW block contract carry-

over)
* 6 and 12 months contracts (45/55 load split)

« Small C&l:
* Fixed price full requirements contracts
* 6 and 12 months contracts (45/55 load split)
* Maintain 100kwW Demand Split (consider expanding to all C&l rate
groups)
e Large C&l:
» 12 month spot market contracts (100% of load)

* Maintain 100kwW Demand Split (consider expanding to all C&l rate
groups)
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DSP4 - Items for Consideration

* Procurement for Alternative Energy Credits

* What to procure?
« What will it offset?
 What is the product term?

e Time-of-Use Program
* What next?

* Non-market-based Transmission Costs (“NMBs”)

* What are others doing and why?
* What do we want to do?

« Updates to the contract (Supply Master Agreement —
SMA)
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Price to Compare — A brief history

Residential PTC - Jan. 2010 through May 2015
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Price to Compare — A brief history (cont’d)

Small C&I PTC - Jan. 2010 through May 2015
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Questions
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A Review of PPL Electric’s Default
Time-of-Use Program

Jim Rouland
Supervisor Energy Procurement, Settlement & Scheduling
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TOU- A QUICK HISTORY
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Default Service TOU Rate Program (History)

PPL’s original TOU program was internalized as a component with the
Default Service Program (beginning Jan. 2011) per Act 129

* Act 129 mandates TOU service be provided by the Default Service

Supplier based upon the availability of Interval Meters (i.e. the EDC in
the service territory)

« At this time, PPL was one of the few utilities to have these meters in
place — thus we were obligated to provide the service
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Default Service TOU Rate Program (History)(cont’'d)

DSP 1 TOU Rate was based upon the spot market program
* Overview: Rate based upon on- and off-peak rate, ratio’d to include other cost
components
» Key Note: Reconciliation of rate spread over TOU customer rate only

 RESIDENTIAL - January through May 2011: On-Peak = 7.0470; Off-Peak = 6.034
« SMALL C&l - January through May 2011: On-Peak = 6.7400; Off-Peak = 5.580
Base PTC: Residential: 9.270 c/kWh Small C&l: 9.766 c/kWh
 RESIDENTIAL - June through August 2011: On-Peak = 11.651; Off-Peak = 9.928
« SMALL C&Il - June through August 2011: On-Peak = 15.389; Off-Peak = 11.588
Base PTC: Residential: 8.774 c/kwh Small C&l: 13.028 c/kWh
» September 2011 through December 2014: Rate frozen at June to August 2011 TOU rate

Base PTC: Residential: 8.411 c/kWh Small C&l; 10.184 c/kWh
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PTC vs TOU (Residential)
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PTC vs TOU (Small C&l)
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TOU Rate Program (History) (cont.)

« When TOU Rate was frozen, PPL drafted and proposed a new TOU
Program to the PUC

» QOverview: Based on spot market price, but included as part of default
service load (spot market product), with reconciliation included in the E-
factor of the entire customer group, not just the TOU customer group

* Result: Rejected by PUC

« After PUC rejection, PPL drafted and proposed another new TOU
Program

* Overview: Based on PTC in effect with an adder and deduction (price
collar). On- and Off-peak hours based upon PJM hours; reconciliation
included in entire customer group E-factor. Adder and deduction resulted
in price neutrality for customers that took rate but did nothing (based upon
average customer load shape)

* Result: Rejected by PUC — recommended bidding out TOU Program to
EGS
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THE CURRENT TOU PROGRAM

©2015 PPL Electric Utilities Corporation

AT
S VH O
‘."“'»;._r_'
ppl ses
-
L
PPL Electric Utilities



DSP 3 - Pilot TOU Program

PILOT TOU PROGRAM
* Pilot TOU Program Approved by PUC in Sept. 2014
 Pilot offered to EGS’s in Oct/Nov. 2014

* Pilot began Dec. 10, 2014 — May 31, 2015
« 1 EGS participated at the start offering a Residential rate and a separate Small C&l
rate

* A second EGS participated in Q2 (March-May 2015) with two additional
Residential rate offerings

e Contingency Plan

» Bid out program to EGS community, but award to a single “winner” per customer
group. EGS supply’s service for the remainder of Pilot TOU period

* PPL sets on- and off-peak hours, EGS bids on- and off-peak rate. Lowest cost to
customer wins

» Other minor changes to program, but generally continuation of underlying plan
(e.g. supplier contract, customer communication)
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DSP 4 — TOU Program

TOU PROGRAM

o Part of DSP4 — proposed continuation of Pilot Program

 PUC approved in January 2015 (removed “Pilot” from name)

« Continuation of EGS participation (2 EGSs, with 3 rate offers to
Residential customers and 1 rate offer to Small C&l customers)

* Maintained Contingency Plan
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Results

 Comparing PPL’s program (past or present) to other EDCs, our
program is not successful

 PPL’s old program (2011) had between 10-30k participants, but
only because on- and off-peak rates were below the effective
PTC. The current program has around 30 total customers
participating

 PECO has reported some success with their Pilot Program —
approximately 4% of customers solicited participated (~4800), 5%
average bill savings, and 6% average load shift during summer
months (June/July/August); however, the cost of the program was
very high and required a lot of hands-on work and use of company
branding

« Recent State Circuit Court Ruling adds additional ambiguity to
the program
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MOVING FORWARD
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How Do We Make TOU a Success?

* For All of you ("EGSS”)...

* What have all of you seen conceptually work?

* Do you have TOU Rates?
* What have other competitive states done?

* PPL is offering limited requirements to participate...

* Do you see barriers to entry or constraints?
» Are there things we can propose to entice support?

* General Program Questions:

* From a contract standpoint — what is a good customer contract length? (6
months, 12 months, 24 months?)

* Do big adders or deductions work? Why?
* Do you see value of basing a TOU rate collared around the active PTC?
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Questions
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BREAK
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A Look at “Disruptive
Technologies”

Jim Rouland
Supervisor Energy Procurement, Settlement & Scheduling
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Change in the Electric Sector

The electric sector is poised on the precipice of a new technological
“evolution”. Still standing as its foundational back-bone are the traditional
electric generation, transmission and distribution assets. However, this tried
and true technology is being challenged, in part, through the development of
new “grassroots” technology — threatening the traditional business model and
thrusting it in a new direction. A direction where every customer has the
potential to support, at least in part, their own electricity needs, and will in turn
help craft the transition of the grid as we know it. This new technology is
proven, the economics are ever developing, and consumer adoption is rapidly
growing — we, as electric utilities, can either step into the game and help shape
its development or be left behind as the target of future “efficiency
improvements”.

“If GM had kept up with technology like
the computer industry has, we would
all be driving $25 cars that got 1,000

mpg.” — Bill Gates
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Evolution of Technology
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So, what is a disruptive technology?

Disruptive technology is defined as one that:

» Displaces an established technology and shakes up the industry, or
» A ground-breaking product that creates a completely new industry

More recent historic examples include:

 Letters, replaced by e-mail, which is now largely displaced by text
messaging

 Traditional phones replaced by cell phones/smart phones

* Cloud computing
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“Disruptive Technology” in the Electric Sector

Distributed Generation
« Customer owned & operated small-scaled renewable generation

Demand Response
* Managing customer usage based upon system demand and price
indicators

Electric Vehicles
 Electric fuel source transportation

Batteries
« Short-term electricity storage

Microgrid
« Small-scale power grid that can operate independently or in conjunction
with the main electric grid
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Distributed Generation

e Distributed Generation or “DG” —is
commonly referred to as “decentralized
generation”

o Sub-utility grade renewable energy

projects, that are broken into two
subsets:

* Net Metering (end-use customer generation)
* Merchant Generation

The Methane-to-Electricity Process
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Demand Response

What is Demand Response?
Reduce usage at peak times

e Triggers: Price increases or supply shortages (usually in
tandem)

o Typically short-term in nature, although brown-out/black-
outs or sever weather can extend durations

©2015 PPL Electric Utilities Corporation
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Electric Vehicles

* EV growth has been slow since its initial “push” in mid
2000’s, but has been steadily growing as improvements in
battery technology has been made

 Major dilemma: Buyers want readily accessible charging
stations (public & work) before they buy a car; charging
station owners want more cars on the road before they
build out the infrastructure (“Chicken or the Egg”)

« EDC'’s taking small-step active role in localized build-out of
public charging stations (limited private sector involvement)

©2015 PPL Electric Utilities Corporation
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Batteries

e Tesla Powerwall Battery

« Estimated Cost: $3000-$3500 (+$1000-$1500 install cost) (*home-size
battery)

e 10 year warranty
o Sizes (7TkWh — home-size; 10kWh — business size; 100kWh — utility size)

e The math

« Average US elec. price: 12 c/kWh; California peak prices: 28 c/kWh
« Case 1: 1,000 charges — 71.5 c/kWh

e Case 2: 10 years w/ 50% charge — 39 c/kWh

e Case 3: 10 years w/ 100% charge — 19.5 c/kWh
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Microgrids

What is a microgrid?
* A small-scale power grid that can operate independently or in
conjunction with the area’s main grid

 Intended as back-up power or to bolster the main power grid
during period of heavy demand

« Often use many different energy sources (usually incorporating

some renewable power) and seek to reduce costs and enhance
reliability

« Early-adopters: military, hospitals, schools, municipal buildings,
movie theaters, etc.
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Microgrids (cont’'d)
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Realized Integration
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Bridging the Information Gap

Meter Data & Information

 EDCs (like us) installing better meters, implementing RF networks, for better
communication and data/information transfer

» Customer access to more data with more timely information (on verge of near
instantaneous data access with 15m intervals using ZigBee chip)

« Secondary companies offering customer access to “data understanding”
services (e.g. Opower)

Applications

* Load shedding and demand response (using Zigbee chip and HAN — access to
real-time data)

« EV transponder and charging stations (customer billing)
e Control renewable systems

« Batteries (microgrid concept)

« Outage management
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Data Analytics

« EDC uses data to see customer patterns

» Locate EV/renewable system

* Recognize load shape changes (develop more accurate shape
representation)

» Load profiling
* Forecasting
* Market research

* Develop new rates and rate structures
» Transition from cent/kWh structure to fixed charge

©2015 PPL Electric Utilities Corporation
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Communication

Utility, Governmental, and Private Sector:

« Company sponsored websites, mailers, etc. — user access to their
data through their own profiles

 Government mandated initiatives and communications

* Private companies offering new products and services in the
demand response and technology space
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Bridging the Financial Gap

 Yield Companies (“Yieldcos”)

* Micro-scale investment firms and partnership initiatives
(e.g. Solar City/WGL partnership)

 Improved supply chain mechanics

* Public and private R&D (Tesla — battery & vehicle,
Nissan/Chevy/Toyota — vehicle; military/hospitals —
microgrid)

©2015 PPL Electric Utilities Corporation
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Key Take-Away’'s

 The market for new energy products and technologies is rapidly
growing, but the economics are still at least 5 or more years out

o Utilities are at the center of the transition

* Private sector is helping to develop the base technology, but
has limited active market share (requires partnerships)

 All technologies could be integrated, but likely to be limited for
next 5 - 10 years — partial integration is more likely (e.g. battery
w/ solar, or solar with EVS)
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Questions
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PPL Electric Utilities Meter
Replacement Project

Bill Hennegan
Manager- AMI Business Integration
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Key areas of PA Act 129

Bi-directional

Collects hourly data daily

Direct access to use and price data
ACT 129 Provide hourly data (minimum 48-hour delay)

Enable TOU and RT Pricing

Support direct load control

“Smart” meter de Remote connect/disconnect

Support 15 minute (or shorter) intervals

Energy Efficiency & Conservation

Default supply procurement of electricit
PP P Y On-board meter storage

Amends Alternative Energy Portfolio Open standards and protocols

Standards (AEPS) Act Support voltage retrieval

Creates carbon sequestration network Support remote upgrades
Support net metering

Communicate outage and restorations
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Current and proposed solution Act 129 compliance

Current PLC Solution

Future RF Mesh
Electro-mechanical Meters Solid-State Meters Solution

(86% of population) (14% of population)

P N

)

PA Act 129 Requirements w

Bidirectional Communications
15 minute or shorter interval data

Voltage Data

Data Collection

Outage and Restoration Data

Remote Connect / Disconnect

i
o
(S
)
o

Commands

Remote Programming / Firmware Upgrades

Supports TOU Rates and RTP Programs

Programs

Supports Net Metering

Access to Hourly Consumption Data

X (N[% N|% x| N % X
NI I NI NI I N NI I NE NI
DN NI N NI I NI N I NI N NN

Customer
Access

Direct Access To and Use Of Pricing and Usage
Data
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Power Line Carrier (PLC) is our existing AMI system

©2015 PPL Electric Utilities Corporation

TNS Head End
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CSS

MDM

Deployed Aclara PLC solution in 2002-2004 at a cost of $163M
Projected operating life of 15 years
MDM solution added in 2006-2007 at a cost of $5M

Strong operating history based on current read levels

2014 Statistics

Bill Read Accuracy 99.80%
Hourly Interval Read Accuracy 99.20%
Bills Issued Timely 99.90%
Bills Issued Accurately 99.70%
PPL Back Office
Systems
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RF Mesh is our technology for the future AMI system

Will enable full compliance with legal and regulatory requirements

A scalable technology type

More cost-prudent than upgrading the existing PLC solution

RF mesh meters account for ~75% of all deployed AMI meters in the US
This technology will allow PPL Electric to join and learn from peer utilities

Collectors

Backhaul ll

Head End
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Program scope

Meters - Replacing all 1.4 M meters with new electronic solid-
state AMI meters with embedded two-way radios

Communications Network — Installing network devices
throughout the service territory

New Systems — Installing five new systems to support the AMI solution:
u_|# « AMI Head End System

* Meter Data Management System (MDMS)

* Meter Operating Center Application

* Meter Asset Management System (MAM)

* Customer Energy Analytics Application (CEAA)
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Stages of rollout

2015 2016 2017 PAONRS AONRS
Release 1 *
Release 2 *
Major Release 3 *
Project
Releases Release 4 *
Release 5 *
Release 6 *
Deployment ‘@; Meter Deployment
Milestones '
Meters Installed: 10K 510K 1.01mM 1.44Mm

= |nstall MDM = Install AMI HE = Update MDM, MAM, » Update MDM, MAM, AMI HE and MOC
= |nstall MAM = [nstall MOC Gillal SR Lere = Enhancements to Customer Web Portal
= Daily Validation of PLC = Start Network " Start Meter = Interval Billing

Deployment

Usage Data Deployment « Enhanced Analvtics
= Daily Validation of RF W
Usage Data (VEE) = Qutage Identification
= Remote Connect / » Voltage and Load Monitoring
Disconnect » Home Area Network (HAN) Integration
128 ppl &
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Regulatory milestones

Direct Testimony o Surr_ebuttal Exceptions
from OCA and OSBA Testimony ° UG A ;
: pprove
¢, Rebuttal Rejoinder Outline  ALJ Recommendation (September 3)
. . Testimony | ¢ _ to Approve Plan °
@) Submitted Final Smart ) Hearings (April 30)
Meter Implementation o Initial Briefs Reply Exceptions
Plan . °
.| Reply Briefs

)
| |
-------

—

13 Sets of Interrogatories,
303 questions received

/ \ (Expanded: \

Approved:
- Scope, schedule, and budget

e Savings tracking

* Involuntary service termination

- Cybersecurity plan « Communications plan

- Single SMR charge for all customer .
e Customer data privacy
classes

\ / k HAN availability /
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Program vendors

= === IBM is providing project management and end-to-end systems integration
— = services.

Landis + Gyr (L+G) is providing the AMI network devices, AMI RF meters,
AMI Head End System and the Meter Data Management System (MDMS).

J Grid One Solutions is the deployment subcontractor that L+G has hired
:ﬂ_,,s@wnons to install AMI RF meters.

BITSTEW Bit Stew is providing MIx Director, the primary system that the new Meter
SYSTEMS Operating Center (MOC) will use to manage and monitor the AMI network.

= 5 WECO is providing the new Meter Asset Management (MAM) system and
WATTHOUR ENGINEERING CO., INC. test boards that will be used to test and track meters and network devices.

Second Meter Vendor
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Future benefits and opportunities

Outage Management

Ability to automatically detect outages
and verify service restoration through
near real-time outage notifications

Remote Connect/Disconnect

Ability to remotely connect/disconnect
service leading to a reduction in truck
rolls and call volume

Home Area Networks

Customers will have access to real time
pricing and usage information via Home
Area Network (HAN) devices

Revenue Protection

Ability to identify consumption on
inactive accounts, abnormal usage as
well as theft and meter tampering

©2015 PPL Electric Utilities Corporation
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Meter Failure Reduction

Significant reduction in meter failures
leading to dispatch volume reduction
and back office efficiencies

Advanced Analytics

Wide range of new analytics capabilities
to gain insight and add value to multiple
areas across the organization

Enhanced Customer Portal

Upgraded customer portal will enhance
the ability to analyze energy history,
review and compare promotions

Distribution Automation

Platform for future integration with
distribution automation and grid
monitoring technologies
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Customer communications

Currently refining communications plan for review by internal and
external stakeholder groups. Key activities included in the plan:

» Multiple notifications to customers prior to deployment to inform them
about meter exchange

» Contact with community leaders and elected officials to inform them about
deployment in their area

 New brochure and customer FAQs to educate stakeholders about new
meters and address common customer inquiries and concerns

» Website updates to include information about deployment and customer
FAQs
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Coming up...

* Finalize deployment schedule and RF mesh network design

« Complete IT build and data migration effort for Meter Asset
Management system and Meter Data Management System

* Develop standard operating procedures for new and modified
business processes for release 1

« Conduct stakeholder meeting to review customer data privacy policy
and communications plan in October 2015

* Submit customer data privacy policy and communications plan to
PUC in Q1 2016
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Questions
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MDM Replacement Project

Louise Gross
AMR Operations Specialist
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Background

» Current Vendor notified PPL that full scale MDM may not be fully
supported in future

e custom application

« data migration required to move to new product on roadmap
* RFI performed in 2013

 current and future functionality market availability

 RFP performed in 2014
» current and future functionality

« Based on RFP responses Landis + Gyr Gridstream MDMS provided
out of the box functionality that best met our requirements
e L+G head end
 existing relationship with L+G
* site visits confirmed L+G’s commitment to their customers

©2015 PPL Electric Utilities Corporation 136 ppl £
Electric Utilities



Benefits of the MDMS — Meter Data

o Seamless processing between MV90, PLC, and RF meters
* Load and VEE historical data

« Store data for non-registered RF meters and apply to the correct
service point once CSS processing is completed and updates sent to
MDM

 when VEE occurs estimates will be nulled from “removed” meter

« Estimated register reads for billing

 allows MDM estimates to be used for billing and off cycle requests
(switching, move in/out)

 Meter data available earlier
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Benefits of the MDMS - VEE

VEE Processing

« Both RF and PLC daily register read in MDM at 0800 hrs
* RF interval data loaded every 4 hours

e PLC interval data loaded at 0400 ,0900 and 1700 hrs

« Good reads available when loaded

« EXxceptions are created for intervals or registers that fail validations
e Do not hill
« Office review

e Informational

« Estimates for missing data will be filled in once a day
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Benefits of the MDMS - VEE

Gridstream Register Checks

« Daily high/low

* Reset rollover

e Usage on inactive account
e Zero consumption
 Minimum usage

* EXcessive energy
 Billing high/low

Gridstream Interval Checks

Spike check
Sum check
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Benefits of the MDMS - Other

Performs daily and weekly syncs to remain consistently aligned to the data sets

stored in CSS

« exception reporting to identify mismatches faster

Profiles
« flexible input ranges for seasons

e access to more statistical variation information

Tags
* reduce manual work
* more reporting capabilities
Settlement
e accurate sync process
« improved exception handling
 active accounts aggregated

Usage factors
« calculated every 7 days
e improved calculation
* hourly usage factors
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What to expect May 2016

» Store 2 years of historical data in MDM and 7 years in our Enterprise
Data Warehouse

* both register and interval read transformation has not been done by any
other utility

e will not re-VEE meter data from old MDM
All data will be transformed

« 25 minutes per day to load interval data currently (365 x 7 x 25 =
63875/1440 = 44.36 days)

e CSS data taking about 1.5 hours to load all accounts for initial sync
currently

PPL will be testing the sync process at multiple intervals using both
systematic testing like a sum of columns or rows for a day and user
testing

PPL expects large number of exceptions
Some data issues could exist to start
e End result is consistent high level of accuracy
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Questions
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Networking Event at MusikFest
Café
5:30 to 7:30
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WELCOME BACK
October 8, 2015
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October 8, 2015 Agenda

9:00 AM — Welcome Back

9:05 AM — Unmanned Aircraft Systems (UAS)— Matt Green
9:35 AM — PPL EU Collections Process — Michelle Lawall
10:30 AM — Supplier Portal Enhancements— Sue Scheetz
11:00 AM — Contact Center Vision — Chris Graham

11:30 AM — Bill Print Changes — Susie Peters

12:00 PM — Lunch

1:00 PM - Standard Offer Overview — Jenn Ainsworth

1:30 PM —Energy Efficiency Programs — Pete Cleff

2:00 PM - Billing Statistics/No Bills/Projects — Debbie Keiser
2:30 PM — Q & A- PPL Panel

3:00 PM — Closing Remarks
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Unmanned Aircraft Systems
(UAS)

Matt Green
Director- Asset Management & Strategy
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UPDATE

Where we are today

Benefits of UAS

Development of PPL UAS Plan
Section 333

What changed
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The Cost to Fly

* Over the last 3 years we spent $4.5M in Helicopter costs
« Comprehensive Inspections
* Annual Inspections
 Emergency Patrols
* Risk Mitigation Flights
* Platform Maintenance
 Infrared Inspections
o X-ray services
* and more..
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Where UASs are today

A UAS flown recreationally is allowed

A UAS flown for commercial purposes is prohibited

SDG&E was first with experimental approval of use on 3.3 miles of line

To date only two utilities have been approved for UAS flights, off-shore
and Alaskan pipeline

Section 333 exemption approval is the feasible option to pursue UAS
use
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Benefits of UAS

Greater versatility than conventional aircraft
Superior safety for personnel participating
Easy to deploy with 24 hour notification
Lower impact to surrounding environment

Has the potential to be more cost effective that helicopters as
technology and regulations progress
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Development of UAS Plan

e Brought in vendor to provide demonstration for developing business
purpose and needs

* PSI Tactical Mkll — 3209, stable in 30 mph winds, 55 mph horizontal
Speed

« Participant in EElI UAS group to work through utility submissions
e Submission of Section 333 in Jan 2015 for PPL
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Section 333

o September 25, 2014 — Six aerial photo and production
companies are approved

» PPL EU officially approved for Section 333 exemption in
April 2015

e Three ships defined for
« Comprehensive Inspections

* Infrared Inspections
 Ohm Stick

e Currently working with vendor for system trials to build
cost effective strategy
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February 15, 2015

 FAA Announced Purposed Rulemaking

PPLSection 333 _ Proposed FAA Rules
Small UAS [Under 35 pounds(16; DI $900) Under 33 pounds
Micro JAS Under 4 4 pounds
*Visual line of Sight *Visual Line of Sight (VLOS) Only,
:E{u;thzﬂgﬁfﬂﬂ ﬂrgfﬂ *Daylight Only, Visibility greater than 3 miles,
. nder eet * 3 A
[F.&qmrn._ammts — *Must avord 3 miles radius around all awports *E;ﬁ :rll{::: :-:E;E ® ground for sUAS,
Operation *Must be 300 ft away from non-participants *Not to fly over people
*Requires COA *Can fly in B.C.D and E with ATC permission
*Must have sense andavoid features . . .
*Pilot's license not required.
Requirements for *Private pilots license required *Must pass askills test at an FAA approved test
e *Annual physicals and screenings center with renewal test every 24 months (FAAand
*Nust be in contactwith observer TSA approval)
*Must be registered with the FAA and the
Requirements for *Must be registered and byFAA registration number must be displayed as large as is
\ircraft * Aircraft must be havea certified Ermfnl:u::ahle _ _ N
o TR Adrcraft must be have a certified airworthiness
| certificate
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Questions
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PPL Electric Utilities
Collection Process

Michelle Lawall
Director- Revenue Operations
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Residential Termination

PPL EU’s collection process consists of service termination for nonpayment, in
accordance with the regulations called Chapter 56 of the PUC Regulations

The main steps in the residential termination process are:

« 10-Day Termination Letter when customer owes $250 or more
* Mailed to customer

« 3-Day Termination Notice

« 2 Valid Phone Calls Attempted; automated phone call OR

* Serviceperson posts door-hanger at customer’s home if no valid
phone number is on the system or if call unable to be made

* Service is terminated or collection is stopped for another reason (more
on these reasons later, on slide 4)
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The 3-day Termination Notice

« 3-Day Notice -- we must make 2 valid attempts to reach the customer
at least 3 days before termination. These calls are set up using an
automated outbound dialer

« We attempt to call the customer to provide the 3-day notice:
* One call must be attempted before 6 p.m.

* One call must be attempted after 6 p.m. on a different day

 If we do NOT have a valid phone number:

* The serviceperson will post a 3-day notice at the customer’s residence
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What are the ways to stop termination?

Full payment

Payment Agreement

Dispute

LIHEAP/ Operation HELP

Medical Certification (Med Cert)
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Full payment or payment agreement

 If, at any time in the process, customer makes a payment that reduces the
amount on the shut-off notice to under $250 — collection action is stopped

« Under the regulations, PPL EU is required to negotiate fair repayment terms with
the customer. We rely on Chapter 56 guidelines for repayment terms based on
income levels:

e Level 1 —up to 150% of poverty level — 36 equal installments
* Level 2 -151% to 250% of poverty level — 24 equal installments
o Level 3-251% to 300% of poverty level — 12 equal installments

* Level 2 — over 301% of poverty level — 6 equal installments

 If customer agrees to this offer, collection stops to allow him 10 days to make the
first payment. If they do not agree, they are entitled to a dispute (more on this
later)

 If customer defaults this agreement, he goes back into collection. We will allow a
customer to pay all missed installments and get back on the payment plan — this
Is called “catch-up”. Termination is not stopped until the first installment is made
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Disputes

A payment agreement dispute occurs if the customer cannot agree to
our offer

* Itis required to allow the customer some time to contact the Public
Utility Commission (PUC) to file a mediation complaint, or PAR
(‘payment agreement review’), which gives the PUC the opportunity
to review our offer for fairness, and/or set the customer up on an
agreement that is in line with Chapter 56. (Note that our payment
agreements are in line with Chapter 56 guidelines.)

« Collection actions stop while an account is in dispute

« Customer is entitled to one payment agreement dispute per
collection cycle, up until a service termination order is in the field and
assigned to a service technician
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LIHEAP/Operation Help

 LIHEAP - “low income heating energy assistance program” — is a government
program that grants funds to qualified customers for energy bills. There are
two components:

« Cash — cash grants given to qualified customers regardless of balances

» Crisis — cash grants given to qualified customers who are in a crisis with the utility
(having a service termination notice). A CRISIS grant will stop service termination
for the customer

« During the period of time that the program is open, PPL EU representatives make
referrals to customers on the phones, through direct mailings, and bill inserts

e OPERATION HELP - Grants given to customers based on income levels,
administered by our customer assistance offices in the regions
 PPL EU Representatives make referrals to customers in need during telephone

calls for payment agreements. Customers are referred to agencies in their own
county areas
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Medical Certification

 Chapter 56.113: Certifications initially may be written or
oral....and..... whether written or oral, shall include all of the following:

 Name and address of ratepayer

Name and address of afflicted person

Nature and anticipated length of the illness

Specific reason for which service is required

Name, address and telephone number of certifying physician

« Additionally, either a physician or a nurse practitioner can give a valid
medical certification

» Medical certificate stops collection activity or restores service to the
customer for 30 days
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3-day FIELD notices

* |f we have not satisfied the 3-day notice requirement by phone
call, we must visit the premise to post a notice

« All Pennsylvania utilities are required to use the same standard
notices

* On the door hangers, we manually fill in the areas for customer
name, address, and amount owed, as well as add the amount
of the potential security deposit

©2015 PPL Electric Utilities Corporation 166

YT
UL
X L
pp e
-
s
ectric Utilities



Door-

hanger for 3-day notice

PPL Buetris Ll s
Twra Mzrih Ninth Street
EMentown, PAIEICT

1-800-353-6623

3-DAY SHUT-OFF NOTICE
AVISO DE SUSPENCION DE SERVICIO

MName: Date:

Billing A dédress:

Cityf State Zip:

Customer Azcount No:

YOUR ELECTRIC SERVICE MAY BE SHUT OFF!

Becawse your bill is past due, we will shut off the service to
on of after 800 am. on without further notice.

We will NOT Shut off your Electric service if you do ONE of the following:
= Call us at B00-358-6623 10 arrands W pay your past du ofs__

= Pay the amount you owa on your payment plan. Call us at 1-800-358-6623 for this
amount.

= Show us a paid receipt for the past due amount.

* Call -800-358-6623 right away if you dispute this bill or to provide us with
income You may be eligible for a payment
or special

If wa shut off your Electric sarvice, you may have to pay all of the following
before we can turn your service on:

Past Due Bl 3

Security Deposit  $

Turn-on Charge E -—

Total $ —

= To talk about your bill. please call our office at 1-800-358-6623

MEDICAL EMERGENCY NOTICE

Let us know if someone living in your home is seriously ill or has a medical

condition. WE WILL HOT SHUT OFF YOUR SERVICE provided you:

1. Have your licensed physician or nurse practitioner certify by phone or in
writing that such an (liness exists and that it may be aggravated if your
sarvice is shut off. Written certification is needed within 7 days: AND

2. Make arrangements to pay this bill. You must provide us with household
income and occupant information to determine your paymant tarms
while protected under the medical certification.

IMPORTANT TO KNOW
Before we shut off your utility service please read the back of this notice. You
may be eligible for certain protections from shut off.

Attencion ! Este es en mensaje muy importante. Si usted no lo entiende, favor
de llama a 1-800-358-6623.

©2015 PPL Electric Utilities Corporation

PPL Blewtrte LaliSes
Two Ner thNinth Strest
Kientown, P 101

1800-358 €623

IMPORTANT TO KNOW -

BEFDRE WE Sl'll.l'l' OFF YOUR UTILITY SERVICE
=Wyou today al . After you
Ralk with us. vanml satisfied wou may file 3 (omnhhlvuﬁlm Public Utility Commission
{PUC). The PLIC may delay the shutoll if you File the complaint before the shut-off date. To contact

Ehem call o write to: Public Uility Commi

= It we shat off your service during the winter months (between Dec.| - Mar. 31) wewill
rastore your sarvice within 24 hours of your meeting all requirements/conditions bo have service
reconnected. Where street digg ing is required it may Lakeup to T days.

have awalid Protection From Abuse order from & court your servics cannot be

terminates uunu the winter witheut mca«mam Therz are some aaditional pretections

. (fou will be provide uswith

Call us.
3 copr o the order

= Youmay be dl Hefﬂannnult awnmem lrxneuilassuul(e nr“ﬁmsfall-m 3586623
right awas Zuls Dooument ation of your
incoeme may be :eq-nq ‘such. upn. S005 of bax Jocuments.

= Wyour landlord pays your utility bill- You have certain legalprote<tions. Please call us at
1800- 3586623,

= I you have trouble understanding or specking Enalish or have a disability please call us at
1800-358-6621 for fres interpretation

= I your service is shut off you may i move than b the front of
Ehis notice o have your service turned back on. You may have to pay amy additional bills that have
become past due.

= ANl aduit occupanks of ise whose names are
the custormer’ and are responsidle for payment of this bill

= I service is shut off, ANY adult occupant who has been living at the premise may have 1o pay all o
portions of this bill to hawe servics restered.

= IWyour service is shut off you must contact us after your payment has been made 1o be sure you
hive met all conditions to have the service turmed back on and 1o arranse access to your premises.

= After all condilicns have been met 1o have the service turned back on, il may take up to seven days
Ro have your service restored. Please contact us o discuss the details.

WINTER NOTICE PROVISIONS
(BETWEEN DECEMBER 1- MARCH 31)
« Contact us BEFORE the shut off date to give us & cccupant i to
see il you qualify for amy assistance programs.
= I your incoms is st or below 250% of the federal poverty quidelines, we must first ask the
PUC for permission to shut off your service. A ether the monthly income of the adults in
o howsenold. if that aurnber is the same of 153 than the amount listed in chart far your
i usi C at Youmay need to provide us with proof of

deed or lease are considersd

Wour incem.

Monthly Incoms at 250% of Federal Poverty Lavel: 2005

ome | SLeM | LEE) | 352 | EEEI |

Add 5679 for each additional housenold member

ATTENCION ! ESTE ES EN MENSAJE MUY
IMPORTANTE. S1 USTED NO LO ENTIENDE, FAVOR
DE LLAMA A 1-800-358-6623.
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Field Procedures on day of Termination Chapter 56.94

Chapter 56.94 — Procedures immediately prior to termination:

* “Immediately preceding the termination of service, a utility
employee who is designated to perform the termination, shall
attempt to make personal contact with a responsible person at
the residence of the ratepayer and shall attempt to make
personal contact with a responsible person at the affected
dwelling. “

 We are required to attempt to make personal contact before we

block. We must knock on the door before proceeding to block
the meter
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Post-Termination

Door-Hanger

- ~— - T Morth Ninh Strest
Blbenibow . PA EI0T
1-200-358-6623

YOUR ELECTRICITY HAS BEEN SHUT-OFF
AVISO DE SUSPENCION DE SERVICIO

Mame:, Date:

Billing & ddress:,

it Stabel In

Customer Account Ne:
We shut off your Blectricity because:

—— You did net pay your past due bill

—— You did net pay your secerity deposit.

. Your did ot Qive ws accEss boyour meeter.

e Your did net mest the regui and for the
Theft of Serv ioe or Tam pering with wlility squipment.
. Repected Pagment.

—— Framd/Mater il misre present ation.

for service process.

TO HAVE YOUR SERVICE TURNED BACK ON YOU MUST DO ALL OF THE FOLLOWING:
o Call ws st FRO0-IS 42T bo aTamas o pay your overdue bill of 5,
= Pary a Turn On Charge of §, .
= Pay a Security Deposit (if required) of 5,
= Other:

ou must cogtact us after wour payment has been made to be sure you've met all conditions to
B the service turmed back on amd b arrange acoess bo g our premises.
= IF sormecie inyour heme is seriously il read the MEDICAL EMERGENCY NOTICE below.

MEDICAL EMERGENCY NOTICE

Let us know if someons Iy ing in your heme is seroushy |l or has a medical condition.

WEWILL RESTORE YOUR SERVICE provided you:

1. Have your lecemsed phy sician of marse practitioner cetify by ohons and inwiiting
such an illvess s ists and that it may be sgoravated if your service b not restored.

AMD

2. Make arranoements bo pay this bill Yeu must provide us with Reusshold incoms snd
occupant isformation bo determine your payment terms while protected under the
medical certification.

IMPORTAMT - PLEASE READ THE BACK OF THIS NOTICE.

©2015 PPL Electric Utilities Corporation
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ATTENCION ! ESTE ES EN MENSAJE MUY IMPORTANTE. SI USTED
NO LO ENTIENDE, FAVOR DE LLAMA A 1-800-358-6623.

I you have quastions or nesd more information please call us today at F800-3E5-6623

After you talk with us if you are not satisfied. you may file a complaint with the Pubdic Utility

Commission (FUCYL The PUC will attempt to help you wilh your problem. To contact them <all (3005

SR2-TAE0 o write to: Peansylvan i@ Public Utilsty Com mission Box 3265 Harnisbur PA 1TIOS-R65,
WINTER NOTICE PROVISIONS (BETWEEN DECEMBER 1 - MARCH 31)

= If your income is at or below 250% of the federal poverty quidelines you may aualify
for spe<ial protections from termination. Add togetier the monthily mooms of the adults n

wour househeld If that mumb=r is the same of ks than the amount ksted i chart bejow for
size. call us by 2t ¥ . You may need bo provide us with

your
proof of your inceme

2l 904 b . 24
Add 56T€ for each additional household member.
= 1f we shut off your service during the winter months (betwesn Dec.l - Mar. 31) we will

wshore your senvice withim 24 hours of your meeting & | requirements conditions te have
service recopnected. Wikers strest diggng is required it may take wp to 7 days.

IMPORTANT INFORMATION

= Il you currently have avalid Protection From &buse order from 3 count Yo s&ivice cannol b
Beqminad = during the winter witheut FUC peomission. There are some additional prote: tions
available to you Call us immediately at 1-800-358-6623. (You will be required to provide us
with & copy of he ordech

= Wou may be eligible for 2 payment agresment o special assistance programs. Call 1-800-
358-6623 right away to ws Corme and oo ation.
Documentation of your incerme may be required sech as pay shubs of tar documents.

« If your landlord pays your utility bill: You have certain legal probections. Pleass call us at
TROO-ISE-E623.

‘wou have troubls uaderstanding o speaking Enolish of have adsability please call us at

BOO-358-6623 for free interpretation.

= Termination of service may result in extensive property damage. You are responsible for
taking all steps. necessary o protect the property and the occupants. You may want to bumm off
wour water sa that the pipes do not freeze. If you do mot omn the property. you are respensible
for notifyima your lapdlerd that the service is torped off

“ Al adult cocupants of the premise whose names are on the mortoage. deed. of bease are
conspdered the Customer and ae (esponsible for payment to restors service.

= ANV adult ocovpant who has besn Iiv g 3t the premice may have bo pay il or portions of the
Bill bo have seryice restored.

IMPORTANT SAFETY INFORMATION

= For heating purposes use only equipgment that is made for home heating. Use all by pes. of
heaters carsfully and follos all directions fer sale use. NEVER use your oven, guill or clothes.
drger bo heat your hwme. This could cause a fire or dapgermus carbon menoxide gas.

= Plesse be aware that using candies. portable heaters. of gensrstors may also be
dangerous.

Attencion ! Este es en mensaje muy importante. Si usted no lo
entiende, favor de llama a 1-800-358-6623.
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Final Bill Collection

« Accounts may be closed (no longer receiving service) at customer request or
terminated for non-payment

* Ten days after final bill is mailed, if payment is not made, a final bill reminder
notice is mailed

* Ten days after final bill notice, account is referred to third-party collection
agency for collection

* Agency must send “Miranda” letter and hold for 30 days.
« After 30 days, account is dunned via phone and letter, as well as credit-reported

 After six months at primary agency, if no agreement, account is sent to
secondary agency

« Customers pay either directly to PPL or through the agency. All payments
reduce the account balance and write off
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Continuous Account Transfer

* |If a person applies for service and has a prior balance, he is required
to pay the balance in full before his new account will be opened

» Associates can negotiate the down payment to 80%

« Payment is made to prior account, and any remaining balance is
transferred to new account

« Customers who have concurrent service — service at another premise
within 60 days of the date of application — cannot be required to pay
any balances as obligation

» These balances transfer weekly using our “continuous account transfer”
functionality
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Questions
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Supplier Portal
Enhancements/Demo

Sue Scheetz
Billing Operations
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Supplier Portal Functionality - Comprehensive

 Account Number Lookup - Order - 2355751 - Account Number Access
Mechanism for use by suppliers at public venues

« Account Status Lookup — provide the current account status for an
account they intend to serve

 Account Time of Use eligibility — All PPL residential and Small C&l
customers, except for customers in the low-income customer assistance
program (CAP)

 Request Customer Bill — provide the Supplier a customer bill image to
view their charges on bill periods in which they served. A bill image will not

be available if more than one alternate supplier’'s charges are present on the
bill.

Request Supplier Charges — in lieu of providing a customer bill image
when there are multiple suppliers on the bill
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Supplier Portal Functionality - Comprehensive

 Request Monthly Usage — provide the Supplier the last 24 months of billed
KWH. Can be used for unmetered and lighting historical usage

 Request ICAP and NITS — provide the Supplier the current and future (when
available) capacity and transmission tags

 Request Account and *Meter Level Interval Usage — provide the Supplier
the last 12 months, up to 48 hours old, customer interval usage

* Current Rates and Rate Code History — used by Rate Ready Suppliers to
maintain their rate codes

« Standard Offer Referrals and Pending Enrollments — used by Suppliers
participating in the Standard Offer Program
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Supplier Portal Functionality - Comprehensive

o Supplier Contact Information — provide the Supplier the ability to self-
maintain their contact information for use with Broadcast Message
Communications to Suppliers

 Download Eligible Customer List — provide the Supplier the ability to
download a current copy of the ECL

 Download My Current Customer List — Sync list of pending active, active
and pending inactive customers they serve. Real time active, no unmetered

* Maintain User Access — a required quarterly review by the Supplier of their
user accesses to the Portal
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Administration and Future Enhancements - WPWG

 PUC Order WPWG-M-2009-2092655 Submission of the Electronic
Data Exchange
« EDEWG Web Portal Working Group enhancements target implementation
September, 2016

» Single User multiple request customer super screen to be implemented within 12
months of order

« System to system implementation for customer data as well as a rolling 10-days of
customer interval usage after VEE within 14 months of order

 Reconvene the Web Portal Working Group, in order to develop
standards for a uniform StS functionality

» Within six months of the Final Order, the WPWG must submit to the Commission,
for its review and approval, its recommended standards
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Eligible Customer List (ECL)

« As of 9/17, 2015: 16% (224,845 customers) have opted out of PPL’s
ECL.

 Per Tentative Order dated June 19, 2014, Interim Guidelines for Eligible
Customer Lists Docket No. M-2010-2183412, includes triennial
company-wide requirement for the EDCs to refresh their ECL

* PPL executed this mailing as requested in 1Q2015

* Prior to the refresh, the opt out rate was relatively flat at ~ 12%
(170,322 customers) since the last solicitation in 2010
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Supplier Portal Web Inquiry Tool

Subject: Supplier Portal WATT Web Inquiry Tool
Purpose of Communication: Provide instructions for use of the Supplier Portal WATT Web Inquiry Tool

Our Supplier Portal “Submit Web Inquiry” functionality has been in place since 1/1/2015.

Web Inquiry capability allows PPL to more easily research the accounts and therefore respond to inquiries
in a more timely manner

It enables better management of the work, and enables us to identify accounts that have recurring
iIssues/inquiries for internal escalation

If you don’t have a logon to the Supplier Portal, you may request one or use > No Portal Logon? Unregistered
User link.

Contact Supplier Coordination on our Supplier Hotline 610.774.6396 if you have questions

Please note that when you are submitting a web inquiry, please use the Mandatory account number grid for
inquiries about specific bill account numbers. Bill account number (mandatory) validates, dates are optional and
specific bill account comments are also optional. By using the account number grid, the web inquiry tool
automatically pre-populates important account information which assists Supplier Coordination in providing timely
responses. Use of the account number grid also provide Suppliers with the ability to search for any inquiries by bill
account number

Action Needed: Please contact us using the PPL Supplier Portal instead of the email distribution list below. The

PPLUtilitiesSupplier@pplweb.com mail box will be TURNED OFF on December 1, 2015. Supplier Portal

WATT — Submit Web Inquiry will be the communication method with PPL EU Supplier Coordination
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Supplier Portal WATT Functionality
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Submit Inquiries and view the status of Inquiries submitted to Supplier
Coordination on the Supplier Portal

Work Assignment Tracking Tool (WATT) User Interface Administration

Submitting an inquiry will pre-populate the user’s name, email address and
phone number based upon user’s logon

Selecting a contact category will assist in Supplier Coordination work
assignments and priorities

You can add a CC and BCC to your inquiry

Mandatory account number grid for inquiries about specific bill account
numbers. Bill account number (mandatory) validates, dates are optional
and specific bill account comments are also optional

General Overall Comment section
Upload documents
Receive confirmation number

Inquire on status of all of your company’s inquiries



Submit Web Inquiry

Welcomel

e0Z073EL
Ed smscheetz@pphveb.com
‘% PPL ELECTRIC UTILITIES

M Log Out

RETAIL SUPPLIER

»  Account Number Lookup

»  Account Status Lookup

»  Account TOU Eligibility

»  Request Customer Bill

» Request Supplier Charges

»  Request Monthly Usage

» Request ICAP and NITS

»  Request Account Interval Usage
»  Request Meter Interval Usage

»  Current Rates

» Rate Code History

»  Standard Offer Pending Enrollments

» Standard Offer Referrals

©2015 PPL Electric Utilities Corporation

Supplier Portal

Submit Web Inquiry

ppl

PPL Electric Utilities

Mame: PPL ELECTRIC UTILITIES E-mail: smschestz@pplwelb.com Phone:
LS|
First Name: Sue Last Name: Scheetz
E-mail: smscheetz@pplweb. com Phone: 610-774-3616
Category Billing Questions

E-mail account(s) of
response copy (cc)
recipients - each
email account
separated by a

comma

E-mail account(s) of
response blind copy
(bcc) recipients -
each email account
separated by a

comma

Inquiring about Bill Accounits? (check the box to specify 1 to 10 bill accounts)

Your Message

181
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Select Inquiry Category

B =020T3
Bl srechesin@pptesh com
W L

N Log Out

GENERATION SUPPLIEER

* WeEwr Bils

RETAIL SUPPLIER

AL Couanl Fumber Lookup
Accounl Status Lookup
Heqisest Cusdomer B

» [Rspaest ooy Lissges
Regquest KEAR and TS

sl AL Coienl injemeal Lags

©2015 PPL Electric Utilities Corporation

Supplier Portal

Lhease a Suppber | FFL

Submit Web Inguiry

Supcher INlSrmasan

Pl - FFL E ik

LSmEsT RS s maaon

Firmt armee: Sapaan

E-rmuask smscheelr @opteneb com

iy Indorealior
Category | Baling Cosstaons

E-rrusil #COVELY Ciugrstezes
Enrclimeen? Gusstms
Frnguently Asied Ouashons
Maw SoppbeeiSuppler Demographics
5 '_'qu""cc"F':lqu-m:
Peak Load Conlnbution Werfcation
PR levoicing
g PR - Puechase of Recswabies
Schedulng and Ssitlement Doesbons
Your Mess. Supphker Poral
Sync Lisa
Lisage Wenfication

182

ArmichaelzfPpobeel com Fhone: B10-774-3516
Lt Maprmes: Schestr
P

Ech email sccouni sepsrated by o CoaTema

nln - each émall accoun] weparalbed by 8 comens

A 1o Specify 1 00 10 Dl 200N )

PPL Electric Utilities



CC and BCC fields

¥
Bl smschesin@ppiveb com
.-. Supplier nloimafion
PPL
i E-masdt paiachesdl Fipiveb. Com Phone: 6 10-TT4-3616
T Log Out

SasteTiia T o aSon

[ ecomon [— -~

E amnail smscheelz Jpphteet: com P
GEMERATION SUPFLIER
SparTy IR ARG

Wiew Bibs =
= ! . Category  ED Quesiions

a

l

RETAIL SLFPLIER E il SeS 0D IR ] OF Mo S0 S8 COpy (00 FoCipens - Bach eindil Sooounl Seiaraiod by A Comma

5 Account Number Lockug CC FELD

AErapomar §omedl OO Tormat s orealist”
o Accownt Stabus Looieup

E-mall acoouniis] o respon e el ooy [Boo] recpian s - aaoh smadl g cosen] separatsd By & CosTima
RGeSt Custodmer B

BiCC FELD
»  Requeesl MonIhly Usape B A £l B0 0Tl 18 eealet
s Renuest AP and TS nquinng about BiE ACCounisS? (CheCk e Doo 0o Speaify 1 B 10 Dl 8ccownts)

ozt Massage
»  REues] Accound inderval Lsape

» Feeduseal Reber Irerval L
»  CunTend Rales
Rt Coode History

¢ Standard Cifer Pending Ensoliments
AR UTeRTEES

To wplcad attacments, chick Browse | sedect ihe Tile o e uploaded and then, cick Upload Aflac ement
[ Browsa.. | | Upload Asachment |

¢ Standard Offer Reformals

#  Suppler Contac ] informadion | Beowesa...

¥ Dovwmnicend ERgibds Tusiomer Lisl
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Inquiries for specific bill account numbers -

MANDATORY

v e (BiEs
RETAIL SUPFLIER
v Aoooamt Nember ILookLUED
v ACont Stabuns Lok
1 Reguesat Castormer Bil
v Reguesst Monihily Usage
v Heguesi AP and NITS
v Regueest ACcount inenval Lsage
v FEgueest MEher Imlervad LUsage
i Current Rases
v Fabe Cods Hislony
v Slandand Offer Pending Enroliments
v Slandand Offer Referrals
1+ Buppler Condact infonmaticen
1 Doamibcad E} e Cusinemeer List
1 Doamibad My Currenl Cushomer List
1 Subimil Web Indgquiry
v e inqueny Stahus
ADMBMISTRATIVE
i Aaerria Users
1 MaEnage Arcess Confirmations.

i MENERn Supplers

©2015 PPL Electric Utilities Corporation

Cadegory | EDH Cusshons :I

E sl fccoaat] ] S féSpon Se copy (CC) MECiphEnls - Sach eimall Socounl SSnaraléd by a codnima

ksl pocoamds] ol renpon Sse Mind oopy (BOC) recipenls - g amall acooun] separated by o Comema

<1 Inguiring about B Accownts? (Check he bax 1o spedify 1 B0 10 Dl acoounts)

1 L2 345ETEDD | | |Coemments for this paricular bill account Numtses
S

Su Mo Tu We Th Fr Sa
3 1 2 3 4 =1 &
T ] ® W 11 9z 13
4 14 15 WA AT 1@ 1% 20
P 2 2T 23 J4 I e AT
23 29 30
"
¥ Today Sepbember B, 2014

v i |
8 |
9 | |
10 | | |

Your iessage

Seneral Cverall Hessags
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Browse and upload attachments

 [101z3eseTenn | 1 ~|Epeciic bl sccnmt commants
v Resguest Account Inbenal Lisags - s
of
v Request Meber inbenval Uisages I ! I
3
v Camnment Rales I | I
* | [ |
¢ Eade Code HiIshory
s | I |
v Standand Cifer Pending Ennodments | | |
&l
+  Sandand Odler Relerrais I | I
4
v Supplier Coniact informaticn = | | |
¢ Dioramuioad Ebgibés CrishomaeT sl . -I -| I
v Dowmiload Ry Currend Cushomer Lisy B | | |

* Subemil WD Inguery
Woid BMlaiiage
v W'el ngleery Stales
Semeral measage comments| =

ADMINISTRATIVE

v Mainiain Users

v hlanags Access Confermalicns
v hEAIriEin Suppiers

Afgh el
o S CHOT By To pn®d MMAchMents, chck Browss | seled] e e 10 De upioades Snd 1hen, chek Lposs ATae hime i

e L

v Ewerl Log | Browse. | | Uplomd sischmem. |

r ACCESS Rules [ 1
+  Rokes Asdmin

v Standand Offer Participating Suppiers

+  Broado a5 Messaps

) Rt S5l Be-o o s sy
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You will receive a confirmation number

i T Supplier Portal
| Weicomel e S

B e02073 ) )
VWeb Inguiry Confirmation

Bl smesches!ziopineD. com

W PPL

M Log Cun

We hawve received your massagea!

Thank you B Using our Web sibe

T confirmaton numbeas 5 TZE403

ppl =

P it LSS ae

SN e e st - s s i s

GEHNERATHIN SUPPLIER
Wiisw Bk

RETAIL SILFFPLIER

v Aecount Humber Lookup

v Accowun] Siatss Lookup
FaouaEsl Customser B
Requesi Monbhby Usags
Reques] ICTAF and MNITS

Ropqaes] A dount nbEnval LEage
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Web Inquiry Status — Search Filter and Sorting

Al Supplier Portal

e — e e -

B e0z07a Web Inguiry Status

Bl smess e trghppnbeah ©oem
- Bty Filbar

F P I'a Tleiehis Muifibar Bl Aceodnl A0 o rs

M Log Oul O7-10-20:14 09-0=-2014 i

GERERATION SLFFLIER

Suberat g s

DT ey A= (] - —
Ao 5

imale

Scheslz Ealing

- r - e i o
el Db Cahiech L2 o Progiess

Wi B | 728803 oo-08.2014
RETAIL SUPPLIER |
i JECOUrT] PourmibeE L S

Accounl Salus Lockup

Regienst Susiodner B

Reqgisnst Mol Lisag

» Fguepst BDAF and BNITS

FEgLeesl Ao coumd Inbervad Lisage
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What PPL Supplier Coordination Sees

-
ﬁmrmm.du-mmlnbemlw
4]

e, Tw -
@U'IE hitps//wattqa.ppltest.com/att/Warkliem/Search *@ax Goagle

Fite Edit Yiew Faworites Tooks Help
¢ Favorites 75 /] Dept Pages & Info Source 3| InfoSource 8| 15D Help Center &3 | PPLToday ##| PPLFone 3| PPLWeb 13| PPLWebMail (83 | PPLWebSearch £ | Get more Add-ons =

8 Search Resulls X

2 e logOn

gwatt

e sigrerare i b hong ol

Create M ork e Soarch Resufis: 1 records maiched

Gl N Work lam L] ll Arcrumt Ranepape Customar
T28401 PRL

Wieak iteen Typs Sialus Asugned To
Billing CuwssSond Hirw

Uy Wik

Backiog

Bacifog Summary

G Lelters 4

Your Azcount
+ Chgnde Pagbwcrd
+ Changg Sicred Qupston
+ Goanag
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What PPL Supplier Coordination Sees

P View Workitem - Windows Internet Explorer

3{ = | @] nips//watt.qa ppltest.com watt/Wrkdterm/Edit/ 728403

= 8 ]| X |8 coe

Eile Edit Miew Favorites Jools Help

i Favorites . ] Dept Pages & | Info Source &3 | InfoSource 8] ISD Help Center &3 | PPL Today 3| PPLFone 8| PPLWeb &3] PPLWebMail £ PPLWebSearch 3 | Get more Add-ons ~

22 - & Log On B View Workitem X

mwatt

rilprreBev] K ki feed

o~ = < mg = Page~ Safety~ Tools~ i~

Craate Hew Work Rem 728403 - SC Web Inquiry - Billing Questions
Gat New Work Rem

Supper Type Retul
Wy Work Subsniner Nama Sohbslr. Sukan
Backlog Camcel Help
Baciog Summary

JAMES D SCHEETZ
CF Legrs ]

_—
Your Account

SC Email - CC

* Change Pasaword
. ﬂi"“ :-ﬂ‘l’g E d&k'ﬂ
+ Sion o Submitter Email

SC Emsll - BCC
smacheetnFnphwel oam

Submitier CC

Subsmitier BCC

ScWiebingusry

Cusiomer 3-5id on a4 1247 P

Check Uisage

Add Comment

Commaai

©2015 PPL Electric Utilities Corporation

Status: Haw
Supplier Kams PPL Due au2014
Supplier CL58 a23a Anssgned To
Sulimirled Phans
Show All

Submiftier sakd: Seplember usage guestion Complated Mo s Detiils

Datn User
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What PPL Supplier Coordination Sees

gwat

Wi psgearesd 1 | 3 Vil

Creste New Waork flam 728403 - 5C Web Inquiry - Billing Questions Siatus: Hew
Suppier Hame PPl [ 2014
Gt Naw Work Bem
Supplier Type st Supplier {558 22 Assigned To
Scheelz Susan
WWM Submitior Hams 1 IEan Suturalied Phons
Cancel Hel
Backig e
Hide All
Batiog Suthimafy
C5Lebwrs JAMES D SCHEETZ ZHBRIAT AP OATNS RN et Compisten 1o | Fide Detals
Your Account Bated
dam a4 - Sash2014 o 165 Energy GRDAY14
+ Chanss Pasavwitd 0243 TS
+ Chands Secret Guestug
. K
Sign oul At Ha k H Rate Ready
SepiemSe usagE quEkbon B
Commanls R5-GR3
[R50} Gan Residental 1999 - Dist
SC Emadl - CC
S Ermail . BCC
Submitinr Emad smachaeCGeedweb com
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When the Work Item is completed by PPL

From: CustomerSeryiced@pphseb.com [mailto: CustomerSendce@pphvweb. com]
Sent: Wednesday, November 27, 2013 226 PM

To: ISD, EU Web Self Service

Subject: -=( PT })=- PFL Electric Ltilities: Web Contact Imaquiny

PPL Elecinc Utlitees Account Actnaty

.
Fa

Home My Account At Your Service AboutUs | Sign in ppl

F¥*L Ekpctres LAslrtiss

Response to your online inquiry now available

Thank you for conacting FPL Electric Uilitkes through pplelectng com. A response 10 your onling ingueny is now
Borailabds  Shoukd you mesd sddtional assestance aboal this inguearny, please reference to the Response 1D
number below when Contactling Us

Responss 1D WEaSaEE

I woas ded Aol imsakee thes regueest and (el you are recenarg this mesasdge o effor, pheade contact ws & 1-800-
DLIAL-PPL [1-B00-342-5775)  Cusiomed Senice representatves are avalable from 8 am. o 5 p.on, Monday -
Fridany

Thank you for using pplelectne com. We appreciate the opporiunity 1o S&rve you

Manage Your Account Online

S in o your anbne prolile 19 manage your FRL Elecins UtliRkes Sccoumt onlems:

Flasaas A et raeslo e rhda s e wraed amenil Thta rasilbss ba s
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Supplier

©2015 PPL Electric Utilities Corporation 192

Click on email link
The response from Supplier Coordination will be populated

You can respond that we did not answer your question and we will
receive a new WATT work item in our backlog

You can view the status of all of your inquiries

kil )
w et Nyl
X Lo
pp e
-
s
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Next Steps

e Open up Submit Web Inquiries on the Supplier Portal

* Use new WATT tool to communicate with PPL Electric’s Supplier
Coordination Team

« NOTE: The PPLULtilitiesSupplier@pplweb.com mail box will be
TURNED OFF on December 1, 2015. Supplier Portal WATT —
Submit Web Inquiry will be the communication method with PPL
EU Supplier Coordination

©2015 PPL Electric Utilities Corporation 193 ppl
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mailto:PPLUtilitiesSupplier@pplweb.com

Questions
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Contact Center Vision

Chris Graham
Director- Customer Service Operations
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Introduction

Director Customer Service Operations

Responsibility at PPL EU includes

« Workforce Management

Vendor Management

VR Call Routing

Reporting / Analytics

Care Budget

©2015 PPL Electric Utilities Corporation 196
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Contact Center Workload

Types of work (annually)

« Call Volume — 2.2 Million
 Email — 22k, growing channel
e Back office items — 191k

Staff
* Roughly 260 front line agents completing the work

©2015 PPL Electric Utilities Corporation 197
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Contact Center Locations

Current Locations:

Allentown, PA
Scranton, PA
Hazelton, PA (Established Vendor Partner)

Future State:

Allentown, PA

Scranton, PA

Hazelton, PA (Establish Vendor Partner)
Bethlehem, PA (New Vendor Partner)

Ft. Lauderdale, FL (New Vendor Partner)
*Create Disaster Recovery/ Contingency plan
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Hours of Support

Be available when Customer want to interact with us vs when
we are available for them

Hours of support:
Prior to July 2015 8am — 6pm, Monday — Friday
Current State 7am — 10pm, Monday — Friday
Future Early 2016 24/7/365

©2015 PPL Electric Utilities Corporation 199 ppl £
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Contact Performance

Service Level . I
e Service Leve
100% -
90% 1 H H
* First Call Resolution
70% C
0% - o ustomer
1 Satisfacti
atistaction
40%
30% -
Jan Feb Mar Apr May Jun Jul Aug Sep Nov Dec YTD
—CCC Org W/ IVR B4% | B5% | 80% | 74% | 82% | 91% | 91% | 90% 84% Overall Customer Satisfaction
EmmCCCOgWIO VR | 72% | 73% | 66% | 57% | 69% | 83% | 84% | 82% 73% Target 78%
===2014 CCCOrgW/ IVR| 88% | 74% | 76% | 76% | 76% | 76% | 75% | 69% | 55% | 75% | B0% | 78% 100% - — Re i % 1 o i peoale) T
—a—Target 80% | B0% | 80% | 80% | 80% | 80% | 80% | 80% | 80% | 80% | 80% | 80% Phone interviews only /b ik e ws {2015)
80% -
60% -
2015 First Call Resolution
% Unique within 7 Calendar Days 20%
(Based on ANI when Bill Account not validated)
100%
20% +— .
. 2012 2013 2014 10'15 20'15 30'15 4Q'15
. .
[mmpct | 745% 75.4% 77.3% 86% 81% 83%
80% | YD 86% 84% 83%
Yearn= 3,200 3,200 3,200 Qrn= 955 1181 991
70%
60%
50%
40%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec YTD
WAssociate FCR| 87% | 87% | 88% | 82% | 82% | 82% | 82% | 81% 84%
u Total FCR 9% | 68% | 67% | 61% | 65% | 66% | 66% | 67% 66%
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Proactive Customer Service

Create a very different experience for new customers

e Current State — Welcome packet. Only 4% of customers
remember even receiving the packet

* Future State — Welcome Calls. Call customer around the time
of their first bill drops and review with customer and answer
any questions. Create opportunity to review: charges on the
bill, ebill, autopay, energy efficiency programs, if they qualify
low income programs, etc.

©2015 PPL Electric Utilities Corporation 201 ppl £
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Training / Quality Program

Revamping new hire training program from top to bottom

Invest in employees

Re-Train all CC employees regardless of time in position

Prior, we hired and trained to needs of the time. In some
cases did not include all areas

« Establish new Quality Program, with a focus on the
Customer Experience

©2015 PPL Electric Utilities Corporation 202 ppl £
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Process Improvement

Establish team to evaluate all existing Contact Center processes
* Document all processes and determine points of failure

Evaluate from a Customer Experience prospective
» Customer ease of doing business

Evaluate from an agent ease of use prospective
* Focus on Agent experience

Evaluate and make changes in processes that improve efficiency

Focus of team on eliminating, reducing or removing back office work
by 75%
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Questions
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Bill Print Changes

Susie Peters
Billing Operations

TR
N ;
LTIy
(LY ] -
AR Sl K
.'..-
m-—
Wy,
& -
-
0‘ -~
% m
N ™

©2015 PPL Electric Utilities Corporation PPL Electric Utilities



Residential Bill Sample prior to Dec, 2014 (front)

AT Ixj\, Questions? Please By Visit us online at Fage 1
o d tact us by Oct 28. v lelectric, i
ppl e i?gﬂgfﬂ:fbll;rlll RRIsiEctne.com Bill Acct. No. Due Date Amount Due
- (1-800-342-5775) 0000000000 | Oct 28, 2014 5172.81
PPL Electric Liilties M-F: Bam to Spm
Your Electric Usage Profile Billing Summary {Billing details on back)
Service to: Balance as of Oct 7, 2014 50,00
CUSTOMER Charges:
123 MAIN 5T Total Electric Supplier 1234 Charges 5111.34
ANYTOWN, PA 18062 Total PPL Electric Utilities Charges %61.47
Meter: 00000000 —_—
Your next meter reading is on or about Nov 3, 2014, Total Charges 5172.81
This section helps you understand your year-to-year Amount Due By Oct 24, 2014 51?231'
electric use by month. Meter readings are actual unless Account Balance 5172 81
otherwise noted.
W 2012 W 2014 PPL Electric Utilities" price to compare for your rate is 30.08956 per kWh.
This changes the 1st of Mar, Jun, 5ept, and Dec. Visit papowerswitch.com
50 or www.oca.state.pa.us for supplier offers.
= 75
§ &0 Your MESSEQE Center
§ a5 # [Information about appliance energy use and tips on
F saving energy are available through the Energy Library
,_. 30 on our Web site, pplelectric.com,/e-power
= 15 * Before digging around your home or property, you
a should always call the state's One Call notification
I E systemn to locate any underground wtility lines. You can
do this by simply dialing 811, which will connect you to
Months the One Call system. Be safe and call 811 before you
dig.
Monthiy Days KWh Average Average » Keep light bulbs and fixtures clean. Dust and dirt absorb
Comparison Billed kWh/Day Temp. light and can reduce light output by as much as half.
Cct 2014 3o 1404 47 64F
Oct 2013 30 1405 47 G2F
Billing Period Type Reading F'aj-,rment Methods
Oct 3 Actual 36426 Ah Dnllirlhe at: j By phone: 1-800-342-5775
. pplelectric.com = or call BillMatrix [service fee applies)
Sep 3 Actual 35022 at 1-800-572-2413 to pay using Visa,
30 Days kK'Wh Billed 1404 MasterCard, Discover or debit card.
Yearly Comparison Total Use Avg. Monthhy y S',.rml'n.-'lai"llzgﬂ_I 5 Eorrespnngenge should be sent to:
Now 2013 - Oct 2014 18494 1541 Pt B e e
Allentown, PA 18101-1175 Allentown, PA 18104-9352 Ly
|’o'
Other important information on the back of this bill = ppl
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Residential Bill Sample prior to Dec, 2014 (back)

Your SUFP"EF Contact Information Billing Details - (Bill Acct. 00000-00000) Page 2
For Questions regarding the generation and ransmision  [previous Balanc s236.45
B Electric Supplict 1234 VRS - Payment Received Sep 25, 2014 - Thank You! -5236.49
© Customer Services ! 1-388-555-2222
12 MAIN 5T Balance as of Oct 7, 2014 50.00
BETHLEHEM, PA 18015 Charges for - Electric Supplier 1234
Generation & Transmission Charges
General Service Rate: ESUP for Sep 3 - Oct 3
Electric Supplier Charges 111.34
Manage Your Account GROSS RECEIFTS TAX 56.58 -
Total Electric Supplier 1234 Charges $111.34
Visit pplelectric.com for self-service options
including: Charges for - PPL Electric Utilities
-View your bill, payment, and usage history. Residential Rate: RS for Sep 3 - Oct 3
-Make a payment, set Up @ payment agreement. Distribution Charge:
-Start/stop service. Customer Charge 14.01
-Enroll in paperiess billing, automatic bill pay, 1,404 kWh at 3.22000000¢ per kWh 45.43
S e e i
-Report an outage, check outage status, and more. Al .un: .a.rg.e ar -0 -
View your rate schedule at pplelectric.com/frates or Total PPL Electric Utilities Charges $61.47
call 1-800-342-5775 to request a copy. Amount Due By Oct 28, 2014 £172.81
General Information Account Balance 517281
Generation prices and charges are set by the electric
generation supplier you have chosen. The Public
Utility Commission regulates distribution rates and
services. The Federal Energy Regulatory Commission
regulates transmission prices and services.
PPL Electric Utilities uses about 50.07 of this bill to pay
state taxes and about 53.62 is used to pay the PA
Gross Receipts Tax.
Understanding Your Bill
Customer Charge - Monthly basic distribution charge to cover State Tax Adjustment Surcharge - Charge or credit on electric
costs for billing, meter reading, eguipment, maintenance and rates to reflect changes in various state taxes included in your
advanced metering when in use. kill. The surcharge may vary by bill component.
Distribution Charge - Charge for the use of local wires, Ty'Hel:s]- of Meter Readings:
transformers, substations and other equipment used to deliver ctual - Reading by distribution company.

electricity to end-use consumers from the high voltage
transmission lines.

System Improvement Charge - A charge used to recover costs
for repairing, improving, or replacing distribution facilities in
order to provide safe, reliable, and efficient service.

kWh [Kilowatt-hour) - The basic unit of electric ener%',r for
which most customers are charged. The amouwnt of electricity
used by ten 100-watt lights left on for 1 hour. Consumers are
usually charged for electricity in cents per kilowatt-hour.

Rate RS - Rate for service to a private home.
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Regulatory Projects Affecting Bill Print

Project Implementation Date
e Accelerated Switch (Phase 1) mid Dec, 2014

e Joint EDC/EGS Bill June 1, 2015

» Accelerated Switch (Phase 2) August 1, 2015
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Residential Bill Sample, current (front)

J=  Pay/Manage your Page 1
account online at

pplelectric.com

(‘\ Questions? Please
o/ contact us by Oct 5.
1-200-DIAL-PPL
{1-800-342-5775)
M-F: 8am to S5pm

)

Due Date
Oct 5, 2015

Amount Due
5194.67

Bill Acct. No.

12345-678390

FFL Electric Utilines

Your Electric Usage Profile Billing Summary (Billing details on back)

Service to: Balance as of Sep 14, 2015 $0.00
JOHN SMITH Charges:
123 MAIN ST. Total Distribution Charges $67.24
ANYTOWN, PA 12345 Total Generation & Transmission Charges $127.43
Meter: 99999999 —
Your next meter reading is on or about Oct 12, 2015. Total Current Charges $194.67
This section helps you understand your year-to-year Amount Due By Oct 5, 2015 5194-57|
electric use by month. Meter readings are actual unless Account Balance 5194.67
otherwise noted.
2014 [l 2015 How To Shop For Electricity
150 You can choose the company that supplies your electricity.
‘?": 123 Visit papowerswitch.com or www.oca.state.pa.us for supplier offers.
= 100 If you are shopping, know your contract expiration date.
% 75 Here's the information you need to shop:
& 50 Bill Account Number: 12345-67890 Rate Schedule: RS (Residential)
b
E 25 Current Supplier: Supplier D
0 PPL Electric Utilities price to compare for your rate is 50.09493 per kwh.
IF M oA M 1 0 A 5 O ND This changes the 1st of June and December.

Monthly
Comparison

Days
Billed

Average
kWh/Day

Average
Temp.

Manage Your Account

©2015 PPL Electric Utilities Corporation

Sep 2015 20 405 48 74F Pay Your Bill oOnline Options (pplectric.com)
Sep 2014 30 1463 49 71F Online: Visit pplelectric.com Report an outage/check outage status
i od pr Phone: Call 1-800-342-5775 Make a payment, view your bill and
Billing Perl Type Reading Mail: Use envelope provided usage history.
sep 11 Actual 89650 ABP: Automatic Bill Pay (see |- Sign up for alerts.
Aug 12 Actual 28207 back of stub to enroll) En”roll rnbpaé)erjcebsgilbilling, automatic
. Card: MasterCard, Discover Il pay, budget billing.
20 Days kwh Billed 405 ! '
Y Visa or debit, call - View your rate schedule at:
Yearly Comparison Total Use Avg. Monthly l-BOQ—57f2—24 13I_ pplelectric.com/rates
Oct 2014 - Sep 2015 17750 1479 [service fee applies)
- : Correspondence:
Oct 2013 - Sep 2014 11453 954 Customer Services, 827 Hausman Road, Allentown, PA 18104-9392 Wus
|‘.'
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Residential Bill Sample, current (back)

Your Message Center

With paperless billing, you can receive and pay your
PPL Electric Utilities bills online. The process is free,
quick, convenient and secure. To learn more or sign up,
visit pplelectric.com.

Information about appliance energy use and tips on
saving energy are available through the Energy Library
on our Web site, pplelectric.com/e-power

Before digging around your home or property, you
should always call the state's One Call notification
system to locate any underground utility lines. You can
do this by simply dialing 811, which will connect you to
the One Call system. Be safe and call 811 before you
dig.

Dishwashers use about 13 gallons of hot water per
load. That's less than washing dishes by hand. Always
use full loads on the shortest cycle. When washing
dishes by hand, don't let the hot water run
continuously.

Save postage and late charges - sign up for Automated
Bill Payment.

General Information

Billing Details - (Bill Acct. 12345-67890)

Page 2

Previous Balance
Payment Received Aug 18, 2015 - Thank You!

Balance as of Sep 14, 2015

$786.07
-5786.07

$0.00

Charges for - PPL Electric Utilities
Residential Rate: RS for Aug 12 - Sep 11
Distribution Charge:
Customer Charge
1,443 kwh at 3.48700000¢ per kWh
System Improvement Charge at 4.51%
PA Tax Adj Surcharge at -0.13300000%

Total Distribution Charges

Total Generation & Transmission Charges
(see Supplier Billing Details page)

14.11
50.31
2.91
-0.09

567.24
$127.43

Amount Due By Oct 5, 2015

$194.67

Account Balance

5194.67

Generation prices and charges are set by the electric
generation supplier you have chosen. The Public Utility
Commission regulates distribution rates and services.
The Federal Energy Regulatory Commission regulates
transmission prices and services.

PPL Electric Utilities uses about $1.32 of this bill to pay

state taxes and about $5.54 is used to pay the PA Gross
Receipts Tax.

Understanding Your Bill

Customer Charge - Monthly charge to recover costs of billing,

meters and equipment.

Distribution Charge - Monthly charge to recover costs of local

equipment used to deliver electricity from high-volta

e
transmission lines (see Transmission Charge) and safe%v step down

voltage for use in your home or business.

System Improvement Charge - Monthly charge to recover costs for
improving, repairing and reglacing equipment that delivers
electricity to your home or

usiness.

©2015 PPL Electric Utilities Corporation

State Tax Adjustment Surcharge - Monthly charge or credit to

reflect changes in various state taxes. The surcharge may vary by

bill component.

Transmission Charge - Monthly charge to recover the cost of
moving electricity over high-voltage transmission lines from

generation facilities to PPL Electric Utilities’ distribution lines (see

Distribution Charge).
Tyﬁe%s] of Meter Readings:
C

ual - Measures your monthly electricity use based on an actual
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Residential Bill Sample, Supplier Details

Bill Acct. No. Due Date Amount Due

Supplier Bi||ing Details 1234567830 | Oct 5, 2015 519

These are the generation and transmission charges from your supplier(s). If you have guestions, please contact the supplier that served
wyou during that peried.

For gquestions on these charges, Charges for - Supplier A
please contact this supplier at: Generation & Transmission Charges for Aug 12 - Aug 14
j Phone: GENERATION CHG: 7 KWH @ 0.083% 0.63
1-288-111-9339 Total Supplier A Charges 50.63
. Supplier A

Customer Servicas
Supplier Ave. A
Town, PA 12345

For guestions on these charges, Charges for - Supplier B
please contact this supplier at: Generation & Transmission Charges for Aug 14 - Aug 21
j‘ Phone: Commodity Charge 757 KWH @ 0.085 64.35
© 1-888-222-399%9 Gross Receipts Tax 53.80
i Total Supplier B Charges 56435
| Supplier B

Customer Services
Supplier Ave B
Town, PA 12345

For questiens on these charges, Charges for - PPL Electric Utilities
please contact this supplier at: Generation & Transmission Charges for Aug 21 - Aug 24
) Phone: Transmission Charge:
T Bl dities 1-888-342-5775 281 kWh at 1.27300000¢ per kWh 353

Generation Charge:

CoP ST kivh 2t 8 21

| PPL Electric Utilities at 8.21300000¢ per kWh 23.08
Customer Services Total PPL Electric Utilities Charges 526.67
827 Hausman Rd
Allentown, PA 18104-9352

For guestions on these charges, Charges for - Supplier C

please contact this supplier at: Generation & Transmission Charges for Aug 24 - Aug 27

(3 Phone: Generation 398 KWH @ 0.0898 35.78
1-888-333-5339 Total Supplier C Charges 53578

. Supplier C

Customer Services
Supplier Ave. C
Town, PA 12345

For questiens on these charges, Charges for - Supplier D

please contact this supplier at: Generation & Transmission Charges for Aug 27 - Sep 11

j‘ Phone: QTY S0(KWH) X 0.11483(RATE) = $10.34 10.34
1-888-444-3339 Total Supplier D Charges 51034

| Supplier D
Customer Services
Supplier Ave. D
Town, PA 12345

b

Total Generation & Transmission Charges: $127.43
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Logo Specifications

e Currently, we have not received logos from 50% of our
suppliers

Logo Requirements

Color: Black & White (do not use a color logo and save as b&w)
Size: 300 dpi
File Type: .tif

File properties (right click on .tif file, select Properties, Details tab)
« Dimensions: 300 x 166

o Width: 300 pixels Height: 166 pixels

 Horizontal & Vertical Resolution: 300 dpi

 Bitdepth: 1

e Compression: Uncompressed

* Resolution Unit: 2

 Color Representation: Uncalibrated
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Questions
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Standard Offer Overview/
Supplier Transmittal Form(STF)

Jenn Ainsworth
Billing Operations
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Standard Offer Program - Background

e The program start date: August 1, 2013

« Offered to any default service residential and small commercial customers <
25kW that contacts PPL Electric’s Call Center, other than for termination or
emergency calls. This includes CAP customers and any shopping customer
that actively requests participation in the program. Specific call types include
Choice, Start Service and Moving

e This program offers a 12-month fixed price that will be set at 7 percent below
PPL’s current Price-To-Compare default service rate at the time of customer
call

* The customer can request to be removed from this program at anytime
without termination charges

216 ppl E
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Standard Offer Program — EGS Qualification
Requirements

* Must be licensed by the Commission with authority to provide service to
Residential and/or Small C&l customers in PPL Electric’s service territory

» Must be certified by PPL Electric to exchange data through the EDI process,
through EDC consolidated billing. EGS must be certified by PPL Electric as
Rate Ready Billing

« All EGSs must meet certification requirements on or before 5 calendar days
prior to the start of a PTC quarter to be eligible to participate in the Program

 Must OPT IN or OPT OUT regardless of the PTC only changing semi-
annually

217 ppl i
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Standard Offer Program — EGS Obligations

* Accept and enroll all referred customers into the Standard Offer Program
« Send the welcome packet to the customers per PUC regulations

« Utilize a rate ready rate for SOP customers. Suppliers need to use a specific
SO rate, (which PPL sets up prior to the SOP quarter) when enrolling
customers in this program

 EGS must maintain customers on the rate for 12 billing periods, unless the
customer withdraws from the program

 |f a customer elects to do SOP after their first 12 months or sooner if the
rates changes, the EGS must honor their request if they (EGS) are still
participating in program. When that customer calls in to change or elect to
do SOP again we will automatically assign them to their current supplier if
they are still in the program. If you are sent a new referral, you must submit
a change to update the customer to the correct rate

» Please make sure that we have all updated contacts for proper invoicing

©2015 PPL Electric Utilities Corporation 218 ppl £



Standard Offer Program — Customer Enrollment
Process

« EDI 814 enrollment, following the Accelerated switching guidelines

* Notifications in accordance with the provisions of 52 Pennsylvania Code
Chapter 54, prior to the termination of the contract with a customer under
this program, the EGS will notify the customer regarding the conclusion
of the contract, and its offer concerning the terms and conditions for
continuation of service

o If a supplier suspends participation in SOP, it must continue to serve the
customers already signed up for the 12 month term

 Every EGS must complete and execute the Standard Offer Program
Binding Participation Form

» As part of PPL’'s SOP controls, we monitor missing or incorrect
enrollments. Once EGS is notified, EGS must submit 814 Enrollments
within a timely manner

©2015 PPL Electric Utilities Corporation 219 ppl £
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Standard Offer Program — Customer Enrollment
Process (cont’d)

* Every EGS must complete and execute the Standard Offer Program
Binding Participation Form

» As part of PPL’s SOP controls, we monitor missing or incorrect
enrollments. Once EGS is notified, EGS must submit 814 Enrollments
within a timely manner

 If a book of business is acquired, the new supplier must honor the SOP
rate and these accounts must remain on RATE READY until the SOP
term is completed

©2015 PPL Electric Utilities Corporation 220
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Standard Offer Program — Costs

« EGSs will be charged $28 per referred customer

 Invoices will be issued by PPL, within 10 business days following the
conclusion of the quarter

 EGS is required to pay the invoice within 20 business days to PPL Electric.
Payment must be made via Electronic Funds Transfer (EFT)

 If EGS does not fulfill financial obligations, PPL has the right to terminate the
EGS from further participation in the Program

©2015 PPL Electric Utilities Corporation 221 ppl £
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Standard Offer Program — Reporting Requirements

« EGSs are required to independently maintain their own data and information
for all customers enrolled in the program

* PPL Electric will not be responsible for tracking or reporting on the Program
for the benefit of the EGS. Any actions taken by PPL Electric to monitor the
program will be completed on its own behalf

©2015 PPL Electric Utilities Corporation 222 ppl &
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Standard Offer Statistics Aug 1, 2013 to September
2015

Total referrals for the time period of August 1, 2013 to
September 2015

 Residential: 167,866
e SmallC &1 3622
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Standard Offer — Lessons Learned (1 of 2)

What happens when SOP accounts are submitted for enrollment, but then
rejected by PPL for ‘Account Exists but Is Not Active’?

* This is because the EGS submitted the 814 Enrollment with a non-SOP rate code.
Resend corrected 814 Enrollment

When accounts arrive on the ‘Pending Enrollment’ file, when do they move to the
‘Standard Offer Referrals Enrollment’ file? What is the logic for how accounts
move from one to the other?

« All accounts are on the Referral Report to begin with. Only pending active _
accounts are on the Standard Offer Pending Enrollment Report. The account will
remain on this report until the account become active or is voided

Possible 814 Enrollment Rejection Reasons
« Improper Rate Code on a pending active account
e Not Last In
« Voided account
« Final account

©2015 PPL Electric Utilities Corporation 224 ppl £
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Standard Offer — Lessons Learned (2 of 2)

What time will the daily Referral file be available
» Referrals are populated throughout the day in real time (including web referrals)

Is the Payment $28 per customer OR "PPL Electrics actual costs per referred
customer"?

» $ 28 for each customer populated on the Referral Report. If enroliment rejects/voids due to:
non-payment of security deposit, customer resigned with another supplier, elected a new
supplier in the Referral Program etc. PPL will try and find a new "good " enrollment for
replacement

If new and moving customers are enrolled with PPL-EU for the initial month of
service, will their enrollment be accepted?

* Yes. But they will show up on the Buffer Report # 2 - in pending active status. Once they
become active, the Supplier will received an 814 Add Accept response

If a Supplier Opts-Out of participating in either the Residential or Small C&l
Referral Program, is a new Standard Offer Program Binding Participation Form
and Standard Offer Contract Form required?

* Yes. It must be resubmitted (received at least 5 calendar days prior to the start of the program
quarter

©2015 PPL Electric Utilities Corporation 225 ppl £
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Standard Offer — DSP Il Changes

* Implemented 4/28/2015 SOP via Web Self-serve for customers who
reach out via PPL’s Website vs. via a traditional customer call

 Clarifications to scripting, to ensure that customers better understand the
Standard Offer Program

* PPL Electric agrees to revise its Standard Offer Program (“SOP”) scripts
within 90 days of the Commission approval of the settlement to provide more
explicit disclosures explaining that:

* The initial discount of 7% is based on the current PTC;
* The PTC will change semiannually with the next change in [month];

* The percentage savings a customer will experience will vary as the PTC changes;
and

* The SOP rate may be higher or lower than the next PTC

 PTC will change every six months, but EGS will continue to have the
option to participate on a quarterly basis

©2015 PPL Electric Utilities Corporation 226 ppl £
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Standard Offer — DSP IV Possible Changes

e Change from Quarterly to Monthly invoicing

* Possible change to EGS participation from quarterly to semi annual to align
with the PTC change

» Possible change to binding agreement to flow with the other changes
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Standard Offer — Controls & Reports

* On a weekly basis, run statistics that summarize referrals, enroliments, drop
for internal distribution

* Run a report to identify missing enroliments for referred accounts. Reach out
to EGS to get missing enrollments initiated for the account. (We will re-
evaluate missing enrollment controls over the next few months)

» At the end of each month, we send a summary of referrals, enroliments and #
of participating EGSs to PaPUC for publication on SOP website:
o WWw.papowerswitch.com
Switching Power tab on homepage
Scroll down past video to “Find More Information”
Last bullet is Learn about the Standard Offer Program

Stats are at the “View the latest updates on referrals and enrollments to
the Standard Offer Program” link

©2015 PPL Electric Utilities Corporation 228 ppl £
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Supplier Transmittal Form (STF) Process — What is
it? Why is it needed?

» Used for Bankruptcy, Disconnect in Error, Meter Mix and other situations where PPL
needs to allow the EGS the opportunity to enroll the replacement account

« Manually intensive process includes —
« Validation of the billing on original account (cancel/rebill may be required)

* Notification of new account to existing EGS

* EGS has 5 Business days from receipt of email notification to enroll the replacement
account

« If 814 enroliment is not received by PPL in the timeframe required, the replacement stays
in PPL’s default supply (Supplier may not have the opportunity to be fully recouped for
PJM charges)

* If the 814 is received, the start date will be a future date based upon switching rules (3
business day) however, PPL will manually data repair the start date to the date the issue
occurred on the old account

* PUC - requires the completion of the process in 30 days or less from the initiation of
the customer contact to completion of the data repair

* To be replaced with the implementation of Seamless Move/Account Number Change -
TBD
_pp_l
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Questions

©2015 PPL Electric Utilities Corporation 230 ppl

PPL Electric Utilities



Act 129 Energy Efficiency
Programs

Pete Cleff
Manager- Energy Efficiency
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Background

e Act 129 became law in 2008

* All PA Electric Distribution Companies (EDCs) that serve >
100,000 customers are required to implement an Energy
Efficiency & Conservation Plan (EE&C Plan)

 EE&C Plan describes the energy efficiency and demand
response programs

 EE&C helps customers manage their electric consumption
and reduce electric costs

* All EE&C programs are available to customers who shop for
electricity or take default supply from PPL Electric Utilities

 All programs are voluntary for customers

©2015 PPL Electric Utilities Corporation 232 ppl £
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Requirements

* Initial compliance targets (energy savings, peak
reductions, etc.) were set by legislation

PaPUC sets subsequent compliance targets

Cost Is recovered from all customers via a rider
 Total budget is ~ $61.5 million per year

EDC makes no profit/ROE

EE&C portfolio must be cost-effective

Equitable distribution of programs (savings and costs)
across all customer classes

* Residential, Low-Income, Small C&l, Large C&l, GNI
Penalty of $1 million to $20 million for not meeting targets

©2015 PPL Electric Utilities Corporation 233 ppl &

PPL Electric Utilities



Phases of EE&C

 Phase 1. November 2009 - May 2013
* Phase 2 (current): June 2013 - May 2016
e Phase 3 (planning in progress): June 2016 - May 2021

©2015 PPL Electric Utilities Corporation 234
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Phase 2 Requirements (current phase)

e 2.1% energy reduction from 6/1/13 - 5/31/16
e 821,072 MWh/yr compliance target for PPL EU

 No demand reduction compliance target

e 10% of the required reductions must be from
government, education, non-profit (“GNI”) customers

e 82,107 MWh/yr compliance target for PPL EU

* 4.5% of the required reductions must be from low-income
customers (< 150% of federal poverty income guidelines)

¢ 36,948 MWh/yr compliance target for PPL EU
 PPL EU is on track to meet all compliance targets
e $185 million budget
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Phase 3 Requirements

3.8% energy reduction from 6/1/16 - 5/31/21
e 1,443,000 MWh/yr compliance target for PPL EU

92 MW peak load reduction

3.5% of the required reductions must be from government,
education, non-profit (“GNI”) customers

e 50,507 MWh/yr compliance target for PPL EU

5.5% of the required reductions must be from low-income
customers (< 150% of federal poverty income guidelines)

e 79,367 MWh/yr compliance target for PPL EU
$308 million budget

©2015 PPL Electric Utilities Corporation 236
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Phase 3 Schedule

June 2015: PaPUC issued Phase 3 targets and rules
July - November 2015: Stakeholder input
November 2015: File the EE&C Plan with PaPUC

March 2016: PaPUC approves the EE&C Plan (marketing can
begin)

June 2016: Phase 3 programs launch

May 2021: Phase 3 programs end

©2015 PPL Electric Utilities Corporation 237 ppl £
Electric Utilities



Phase 3-- Why we're so excited

* Phase 3 targets are more challenging than Phase 2,
o Cost per annual KWh saved is more than 30% less than Phase 2
« Savings target for low-income customers is much more challenging

 Phase 3 is the longest phase so far-- 5 years starting June
2016

e But... challenging targets + long phase = great opportunity to
enhance the customer experience in Phase 3
« Sustained marketing, communications, and customer engagement

* New and improved website & mobile site, customer portal, “energy
analyzer,” single point of contact for each customer sector, online
applications

* Evolve from a widget-based to a more holistic, whole home approach
 We’'re ready to step on the gas and help our customers!

©2015 PPL Electric Utilities Corporation 238 ppl &
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Phase 3-- Why we're so excited

e Opportunity for programs to evolve from individual “widgets” to
a more holistic and comprehensive approach

* New products are likely to evolve

« Gadgets, gadgets, and more gadgets that are fun, socially
relevant, interconnected, and accessible from mobile devices

The thermostat is suddenly one of the coolest, trendiest products in the
home

Home energy management systems
Remote control lighting
Your home knows when you are not there

Seemingly unrelated devices talk to each other (thermostat, garage
door, door lock, windows, water heaters, security systems)

* Energy efficiency behavior and education will likely play a
more significant role
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Possible Phase 3 Programs- Residential

* Appliance recycling (refrigerators, freezers, window air
conditioners, and possibly dehumidifiers)

» LEDs discounted at the point of sale

« Home comfort and efficient products (heat pump water
heaters, insulation, air sealing, air source heat pumps,
ductless heat pumps, smart thermostats, refrigerators)

« Student-Parent education for grades K-12

* Personalized home energy reports, energy surveys and
energy analyzer, easy to use customer portal for
Information on rebates and energy savings
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Possible Phase 3 Programs- Low-lIncome

e Direct-install
e Single homes, multi-family homes, and manufactured homes
 Audit and education

« Weatherization, heat pump water heaters, LEDs, air sealing,
ductless heat pumps, air source heat pumps, low-flow aerators
and shower heads, water heater temperature setback, safety
measures, appliances, air conditioners, appliance recycling,
smart strips

* Installed by PPL at no cost to the customer

* Energy Efficiency Kits

e LEDs, smart strips, LED night lights, low-flow aerators and
shower heads, energy education

©2015 PPL Electric Utilities Corporation 241 ppl £
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Possible Phase 3 Programs- Non-Residential

« Efficient equipment

* Lighting retrofits and new construction
« HVAC

« Refrigeration

e Water heating

e Custom, including Combined Heat and Power

©2015 PPL Electric Utilities Corporation 242
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Possible Phase 3 Programs- Demand Response

e Load curtailment for non-residential customers

92 MW target
Average over the last 4 program years

DR events are required when the PJM RTO day-ahead load
forecast is
> 96% of forecasted peak load

Each event must be 4 consecutive hours
Maximum of 6 events per program year
Each event must be >= 85% of compliance target

Customers enrolled in PJM emergency load control program are
eligible to participate in Act 129 DR but the total cost to acquire
these customers, including incentives, must be no more than
50% of single enrolled customers (Act 129 DR only)
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How far has energy efficiency come in 6 years?

e 6 years ago... “What is a CFL, why is it so squiggly, and why
does it cost $35 for a stinkin’ light bulb?”

e 3years ago... “What is an LED and why does it cost $35?”

e 2 years ago... “Why is it so hard to choose a simple light bulb?
What is a lumen? Why are bulbs different colors?”

* Now... “These LEDs are amazing and cost only $4”

 How many energy efficiency program managers does it take to
change an LED light bulb?

 None. They last for up to 20 years

* In 2 years... “What was a CFL?”
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How far has energy efficiency come in 6 years?

PPL’s customers bought more than 10 million CFLs between
2010 and 2013

More than 1 million LEDs since mid-2014. We believe we are
the first utility program to reach that milestone

More than 300,000 of PPL’s 1.2 million customers have
participated in at least one energy efficiency program since late
2009

* Much more if we include light bulbs (discounted at the point of sale and
PPL does not know the customer’s name)

More than 2 billion kwWh per year saved
e Equivalent to taking 295,000 cars off the road
» Equivalent to the annual usage of approximately 160,000 homes

* Reduces customers’ annual electric bills by approximately $228 million

©2015 PPL Electric Utilities Corporation 245 ppl £

PPL Electric Utilities



Our programs are making an impact

6 years ago:
« Most stores did not stock many CFLs or LEDs

 Most HVAC contractors did not stock efficient equipment...
It was a special order

* No one heard of a heat pump water heater
* Did anyone recycle their old, energy hog refrigerator?

 Did students talk about energy efficiency in school? At
home?

» A thermostat was a thermostat, and it wasn’t cool
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Questions
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Billing/No Bills/ Project Work

Debbie Keiser
Supervisor- Billing Operations
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Billing

1.4M customers (August, 2015)
e 1,226,398 - Residential
» 184,081 — Non-Residential (179,954 — Commercial & 4,127 — Industrial)

On average, 70,000 accounts go through billing nightly

Most meter readings for billing are received on the first day available
of our 4 day billing window.

Customer Service System (CSS)
» Controls monitor readings, usage and calculated dollars

©2015 PPL Electric Utilities Corporation 249 ppl £
Electric Utilities



Billing

No Bills

« An account that is not billed up to their current bill date. Includes
accounts being cancel/rebilled.

« Challenging year

e ~3,000 no bill accounts
e |T Support
« Call Center Support

 Strive to issue accurate and timely bills — 99.8%
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Billing

e Programs
e Budget Billing, EFT, Paperless billing, OnTrack

« Bill Options

* Bill Ready — PPLEU sends usage (867) to Supplier, waits 3
days for Supplier to return charges (810) and then bills customer

« Dual Bill — PPL sends usage (867) to Supplier. Supplier issues
separate bill from PPLEU

 Rate Ready — PPL houses Supplier prices and calculates bill
within 1 day from receipt of readings
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Billing

Future Projects

e Seamless Move (June, 2016)
 Unmetered Accelerated Switching (December, 2016)

« Backoffice Automation
« Parameter changes
e Customer Due Date Changes

« Cancel/rebill processes

o Supplier Transmittal Form (STF)
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Billing

Friendly Reminder — Acceptable Billing Charges for printing on PPL bill

« Commodity charges only
e Do not send us:

e Termination charges
e Customer charges
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Questions
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