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About this Metric:

Measures the ease of doing business with the Company. “Effort Score” is derived from effort-related
questions from several surveys, including Call Center, Web, Advisory Community, Field, and Walk-in
Centers, and are on a scale of 0-100. Efforts scores are an effective measure of the Company’s service
and complement customer satisfaction surveys that are more likely to encompass non-service-related
sentiments associated with the Company (i.e., brand and price).

Example survey question:

Taking into consideration your recent Customer Operations service experience, please rate Con Edison on
the following statement: Con Edison is easy to do business with. Response Options: 1 Strongly agree 2
Somewhat agree 3 Neither agree nor disagree 4 Somewhat disagree 5 Strongly disagree.
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About this Metric:

Quarterly email survey of overall experience on scale of 0-10. Conducted with the Company’s standing
customer advisory community made up of roughly 9,000 residential and 1,000 commercial customers.
Each survey has over 600 responses. Provides a measure of overall sentiment about their customer
experience with the Company. Respondents may or may not have had an interaction with the Company.

Survey question:

Taking into consideration all aspects of your utility service experience, please rate Con Edison overall (0 -
10 point scale).



Exhibit__ (CO-2)
Page 1 of 8

New Customer Service System
2022

1. Project / Program Summary

Type: X Project [1 Program Category: X Capital X O&M

Work Plan Category: X Regulatory Mandated [1 Operationally Required [ Strategic

Project/Program Title: New Customer Service System

Project/Program Manager: Robert Melvin Project/Program Number (Level 1): PR.20772705

Status: [ Initiation [J Planning X Execution [ On-going U [ Other:

Estimated Start Date: 2017 Estimated Date In Service: 2023

B.

X 5-Year Gross Cost Savings ($000)
O&M: $33,242
Capital: $49,129

Xl 5-Year Gross Cost Avoidance ($000)
O&M: $23,738
Capital: $37,862

A. Total Funding Request ($000)
Capital: $186,315
O&M: $98,786

C. 5-Year Ongoing Maintenance Expense ($000)
O&M: $61,147
Capital: $22,100

Work Description:

D. Investment Payback Period:
13 Years

Consolidated Edison Company of New York, Inc. (“Con Edison” or the “Company”) is in the
process of upgrading its Customer Service System (“CSS”) Information Technology (“IT”)
enterprise system. The total expenditures associated with a new CSS for Con Edison are
expected to be $421 million in capital costs, including $53.7 million for the Oracle PULA
software license, and $39 million in operations and maintenance (“O&M”) costs through
2023. The Company’s capital funding request during the rate period is approximately $59.8
million, all in 2023, which is the last year of capital funding for implementation. The
Company also seeks $69.8 million in O&M expense during the rate period, or $28 million in
2023, $23 million in 2024, and $19 million in 2025. Following implementation of the new CSS,
the Company will seek to complete further technology enhancements within the authorized
capital budget for 2024 and 2025, as described further in the whitepaper titled “New
Customer Service System Enhancements.”

The Company’s legacy CSS, a mainframe-based application, was implemented in 1972. The
legacy CSS supports all critical customer service functions, including, but not limited to,
accurate and timely billing, credit and collections, and payment processing functions. The
legacy CSS also supports the Con Edison Call Center and online customer self-service
activities 24 hours a day, seven days a week. The number and complexity of business system
integrations that CSS supports has expanded considerably over its life. Currently, there are
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over 500 legacy CSS interfaces with multiple systems, of which over 400 will need to be
rebuilt or incorporated into the new system as part of the new CSS project.

Con Edison established a formal project team in September 2017 and engaged a specialized
business consulting firm with extensive experience in the planning and delivery of complex
CSS projects for utilities in the United States. From the last quarter of 2017 through the end of
2019, the CSS project team executed pre-implementation activities associated with the multi-
year CSS project. In 2020, the Company commenced the formal project and initiated the Plan
phase, including CSS analysis and design. In 2021, the Company initiated the Build phase of
the project, which included the refinement of system configuration, integration, and data
conversion designs to build and test within the system platform. In 2022, the Company will
conclude the Build phase and commence system integration testing, performance testing, and
user acceptance testing to confirm that the CSS meets the requirements to support day-to-day
business operations.

During the anticipated rate period from 2023-2025, Con Edison will execute the following
activities:

e Stabilize: During the Stabilize phase, the team will test the solution to confirm that
the end-to-end product works as expected. The team will prepare and execute the
performance test and perform the mock data conversion to test the conversion
process. The last step in the Stabilize phase is the completion of User Acceptance
Testing, in which the process or business users test the product so it meets the
requirements previously established for their functional areas. Training also begins
during this phase so that future system users are given the foundational knowledge
required to perform their day-to-day activities, limiting the impact of deploying a new
system on the operations. This phase is planned to be completed in the second
quarter of 2023.

e Deploy: The Deploy phase is expected to begin in late second quarter of 2023. This
occurs through a cutover process, where production is moved from the legacy CSS to
the new CSS. At this point, the legacy system can be taken out of service and the new
system is rolled out to the workforce and deployed. Training continues to be rolled
out during this phase to minimize the impact on operations and properly adopt the
target business processes. Deployment is expected to take approximately six months
to complete, including a stabilization period which is scheduled to conclude before
the end of 2023.

The new CSS will introduce new IT infrastructure and system environments to the Company.
As such, associated implementation and ongoing O&M funds are needed to maintain the
hardware and software of the new systems brought online for the life of the new CSS;
solution integrator and Company staffing costs associated with the maintenance of the
systems and training; provisional customer call center personnel to support staff
augmentation for customer service training and proficiency; development of training
materials to prepare over 2,400 end users for the new system; and costs associated with the
shared service model of Con Edison and Orange and Rockland Utilities, Inc. (“O&R”).

The $69.8 million in O&M costs associated with the effort during the rate period include:

(& conEdison, inc. 2
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o A 2023 O&M request of $28 million for operational support, which includes $11.5
million for Provisional Customer Call Center personnel support. The provisional
staffing is required to maintain Call Center operational performance as the new CSS
goes into service and is scheduled to be incrementally reduced after the system goes
live in 2023 and throughout 2024. These resources provide backfill coverage during
training before the system goes live, as well as mitigate volume and customer service
representative (“CSR”) productivity impacts that are typical when implementing
customer software platforms. A total of $8.3 million in costs are associated with
additional temporary support for additional customer service back office and
customer accounting functions and additional supervision to maintain operational
performance. Company staffing costs of $3.4 million are required for change
management, training, and business readiness functions. A total of $1.8 million in
costs are required for software and external training. Costs of $1.6 million are
associated with solution integration charges associated with system maintenance and
training. Shared services costs of $1.4 million are needed to support the shared
service cost model of Con Edison and O&R.

o A 2024 O&M request of $23 million for continued operational support, including $9.4
million in business and IT support personnel to support and maintain the system after
go-live as the project team transitions from capital to O&M; $3.8 million for
provisional staffing required to maintain Call Center operational performance as the
new CSS goes into service; $10 million for hardware and software maintenance costs;
and $1 million in cloud-based system development and testing.

e A 2025 0&M request of $19 million for continued operational support, including $9.7
million in business and IT support personnel to support and maintain the system; $10
million for hardware and software maintenance costs; and $1 million in cloud-based
system development and testing.

Justification Summary:

Con Edision is currently implementing its New CSS (Oracle CC&B), which was approved in
the previous rate case for $421 million of capital. To successfully complete the new CSS, Con
Edison requires $59.8 million of capital funding for 2023. The capital funds for 2023 are part
of the project’s overall approved capital funding limit and not in addition to the $421 million
cap on capital spending set by the PSC. The O&M request of $69.8 million is detailed in the
work description section above.

The major benefits of the new CSS include:

e Promote growth and change by unlocking future capabilities, such as new products
and services for our customers, and establishing a solid platform for the future

e Improve the Company’s ability to capture granular customer energy usage
characteristics to build a richer customer profile for the development of new programs
and services

(& conEdison, inc. 3
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e Enhance Con Edison’s go-to-market capabilities for rolling out new rate designs faster
in order to continually improve the customer experience

e Leverage a configuration versus programming approach to handle many
modifications necessitated by business requests that currently must be addressed with
code changes (e.g., rates, tariffs, new programs)

e Benefit from a “productized” solution through regular base product upgrades by the
vendor, which will address the collective needs of utilities that utilize their CSS
products

e Utilize a modern commercial off-the-shelf CSS which will allow access to a broader
pool of technical and business resources

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The New CSS project has a close relationship with many of the projects and programs in the
Company’s long-range plans, including DCX, CRM, and privacy readiness, in addition to our
core customer service business operations. The new system will be the foundation for the
Company’s customer service efforts, which are part of the Company’s long-range plan
objective of strengthening core operations. In addition to supporting the Company’s core
operations, the New CSS also supports the Company’s long-range plan objective of helping
the City and State achieve clean energy targets. Once specific way the New CSS supports
these goals is the system’s ability to implement new billing rates in a more cost-effective and
efficient manner, specifically rates that promote the efficient use of energy and the grid by
customers.

2. Supplemental Information

Alternatives

As part of its 2014 CSS Application Plan effort, the Company identified potential CSS
solutions for consideration. After carefully reviewing the various alternatives, the team
recommended replacing CSS with a commercial off-the-shelf (“COTS”) solution. The
Company is currently implementing the recommended solution and as such alternatives are
no longer being considered.

Risk of No Action

Risk 1 Without the requested funds the Company will not be able to implement the new CSS
or maintain the system once it goes live.

Risk 2 Not preparing for temporary increases in staffing to offset user inefficiencies associated
with a new CSS would cause negative impacts to call center performance and customer
service.

Risk 3 Lack of new CSS support without continued investment to ensure the necessary
hardware and software releases are available.

(& conEdison, inc. 4
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Non-Financial Benefits

Replacing the current legacy CSS with a market-leading COTS CSS product will provide the
enhanced functionality needed to meet the demands of our rapidly changing customer,
industry and regulatory landscape. A new CSS will allow for better integration with business
systems and potentially reduce the current CSS application’s footprint since more
functionality is inherent in newer CSS systems, reducing the need for satellite systems to
complete specialized work and processes. A new CSS using a customer-based data model
will allow the Company to build a more complete view of our customers needed to facilitate
customer segmentation and analysis.

Summary of Financial Benefits and Costs

In 2017, the Company engaged a professional services firm to collaborate with the CSS project
team to develop a financial model to estimate benefits. This model, completed in 2018, was
reviewed by the Company’s Finance organization. The benefits include avoidance of
continued investment in capital projects to support, maintain, and upgrade legacy CSS
applications, once the new CSS is implemented. The new CSS will also generate operational
efficiencies resulting in reduced or avoided labor and maintenance costs valued at more than
$10 million annually.

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits

N/A

3. Total cost

See below.

4. Basis for estimate

The business case developed during the pre-implementation work estimated the new CSS
cost based on the anticipated resources and timeframe. The CSS project is estimated to cost
$421 million in capital funds, a detailed breakdown of which is provided in the Con Edison
CSS Business Plan. The Company’s 2023 captial funding request allows for the project to
remain within the $421 million total capital fund estimate. This will provide for all work
required for the comprehensive implementation of the new CSS in 2023. These cost estimates
are based on proposals provided by equipment and software vendors and installation service
providers, as well as Company SME cost estimates for required personnel support.
Standardization of business processes with O&R is expected to produce synergies, as well as
provision of system updates/patches, training, cybersecurity, and statewide regulatory
mandates that would require modifications to a single rather than two CSS platforms.

5. Conclusion

(& conEdison, inc. 5
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The $59.8 million capital funding requested in 2023 is required to complete the
implementation of the new billing system. The $69.8 million of O&M requested is also
required to complete the implementation and provide the required ongoing support for the
period from 2023 to 2025.

Project Risks and Mitigation Plan

Risk 1: System testing is ineffective, which results in large numbers of erroneous bills being received by
customers once the system is implemented.

Mitigation plan: The Company is working with an experienced system integrator and Company
subject matter experts to execute a detailed testing plan that will support identification of billing errors
for correction before the system is implemented.

Risk 2: The Company’s performance testing is inadequate, and results in the system failing or reacting
slowly, which impacts employee use and inhibits customer service.

Mitigation plan: The Company plans extensive performance testing to ensure that the system
performs adequately in a variety of situations once implemented.

Technical Evaluation / Analysis

As part of its 2014 CSS Application Plan effort, the Company conducted a detailed review of
the current state of our legacy CSS and guide the Company to an anticipated future-state CSS
that serves current needs and provides a solid foundation to meet future business needs. The
Company engaged a consultant with industry expertise in utility CSS application planning to
execute the assessment and develop options and recommendations for the CSS and
associated applications in the CSS suite. The project team conducted workshops to review
applications that the Company could potentially retain, upgrade or replace. Con Edison
worked with a specialized business consultant on pre-implementation activities such as
performing current state business process analysis, “as-is” process documentation, reports
inventory and related rationalization efforts, business case development and data conversion
analysis. The market for COTS solutions for a utility of the Company’s size, customer base
and operational complexity was essentially a choice between two market leading vendors -
SAP or Oracle - that can provide the type of comprehensive, modern platform that will meet
the Company’s needs. The Company evaluated CSS platform options based on 1) cost; 2)
existing footprint and knowledge; 3) leverage experience and interoperability; and 4)
functionality and usability. The team performed the necessary due diligence of the SAP and
Oracle product sets to support a recommendation. The Oracle product was selected.

Project Relationships (if applicable)

- Customer Relationship Management

- Digital Customer Experience

- Customer Data and Analytics

- Privacy Readiness

- Customer Data Sharing

- Recommendations and Analysis Tools

(& conEdison, inc. 6
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- Journey

Mapping

- Billing and Payment Enhancements
- Virtual Assistant
- Outage Communications

- Back Office Automation and Workforce Management
- Retail Access System Replacement

3. Funding Detail

Historical Spend

Actual 2017 | Actual 2018 | Actual Actual Historical Forecast
2019 2020 Year 2021
(O&M only)
Capital 2,635 6,775 14,152 51,950 105,590
O&M 32 76 2,726 1,905 3,679
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital 126,542 59,773
Oo&M* 9,600 27,769 22,851 19,154 19,412
Capital Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor 11,968 12,078
M&S
Contract 71,328 29,036
Services
Other 39,424 14,794
Overheads 3,822 3,865
Total 126,542 59,773
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings 3,069 5,095 8,235 8,359 8,484
O&M Avoidance 523 7,623 7,738 7,854
Capital Savings 6,841 13,887 14,095 14,306
Capital Avoidance 7,003 8,445 10,227 12,187
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026
o&M 22,851 19,154 19,412
Capital 7,800 7,800 6,500

*If whitepaper is supporting a capital project/program this refers to implementation O&M

(& conEdison, inc.
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program

(& conEdison, inc. 8



Strategic CX Portfolio Investments

RY1 O&M
Incremental RY2 RY3
Program / Project RY1 Capital RY2 Capital RY3 Capital | To Test Year | Incremental | Incremental
and o&M o&M
Normalization
Customer Data Analytics S 13,720 | S 18,900 | S 19,900 | S 3,080 | S 220 S 1,450
New Customer Service System S 59,773 | $ - S - S 27,769 | $§ (4,918)| $ (3,697)
New CSS Enhancements S - S 7,800 | S 7,800 | $ - S - S -
Customer Recommendations and Analysis Tools (CES Panel) S 12,000 | S 12,000 | S 11,000 | S 5,500 | S (500)| S (1,000)
Digital Customer Experience S 11,400 | S 15,026 | S 15,050 | S 2,600 | S 360 | S 380
Virtual Assistants S 3,100 | S 5,500 | S 4,100 | $ 1,530 | S 800 | S 600
Back Office Automation and Workforce Mgmt S 1,500 | $ 2,500 | $ 2,500 | S 760 | S 100 | S -
Journey Mapping S 1,100 | S 2,200 | $ 2,000 | S 380 (S 100 | S (400)
Customer Relationship Management S 6,000 | $ 12,000 | S 10,000 | S 1,000 | $ 1,000 | $§ -
Customer Data Sharing S 1,000 | $§ 2,500 | $ 2,500 | $ 1,350 | $ - S -
Billing and Payment Enhancements S 1,000 | $ 1,000 | $ 1,000 | $ 400 | S - S -
Outage Communications S 1,013 | $ 1,600 | $ 2,100 | $ 1,090 | $§ (50)| S 60
Privacy Readiness S 12,000 | S 4,125 | S 2,000 | $ 5,980 | S - S 20
S 123,606 | $ 85,151 | $ 79,950 | $ 51,439 | $ (2,888)| $ (2,587)
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New CSS Enhancements Page 1.of 6
2022
1. Project / Program Summary
Type: Project O Program Category: Capital O o&M
Work Plan Category: O Regulatory Mandated Operationally Required O Strategic
Project/Program Title: New Customer Service System Enhancements
Project/Program . Project/Program Number (Level 1):
Manager: Bob Melvin 24156674
Status: O Initiation O Planning Execution O On-going O Other:
Estimated Start Date: 1/1/2024 Estimated Date In Service: 12/31/2024
A. Total Funding Request ($000) B.
Capital: 22,100 O 5-Year Cost Savings ($000)
O&M: O 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense ($000) D. Investment Payback Period:
(Years/Months) (If applicable)

Capital: 0.0

O&M:
Work Description:

Consolidated Edison Company of New York, Inc. (“Con Edison”) will complete the installation of a new
enterprise Customer Service System (“CSS”) by year-end 2023 for a projected total capital expenditure of $421
million. Additional information on the enterprise New CSS project can be found in Exhibit_(CO-2) New
Customer Service System.

As large systems such as the New CSS are implemented, it is a best practice to follow the implementation effort
with a new effort focused on addressing emerging items that become clear after employees begin to use the
system; items which were not in scope for the initial implementation of the new system as they arose after the
design process; and hardware upgrades, software patches and other timely system enhancements. In addition, this
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work will allow the Company to address new regulations and changes to customer expectations that emerge afbgge 2
implementation.

For this reason, the Company is proposing capital funding for the years directly following the years after the 2023
implementation. This whitepaper provides an overview of those enhancements and the capital funding requested.

Notable enhancements that have been identified and may be implemented after the system goes live and is
stabilized include:

e Build a customer bill impact tool to allow the Company to perform more efficient and accurate customer
and bill impact analysis for future rate changes

e Add additional positive ID questions to assist in confirming customer identities

e Enhance the Leave on for Landlord program to improve the customer experience for landlords in New
York City and Westchester County

e Enhance the Oracle Customer Care and Billing (“CC&B”) system to interface with the new Con Edison
Outage Management v2.5 program to improve the outage process

e Procure new non-production hardware for disaster recovery environments that will need to be refreshed

e Enhance the Innovative Pricing Program (“IPP”) to automate the calculations and application of customer
credits to accounts in the program

e Enhance the system to receive, store and analyze customer credit information from Experian to better
assess risk for customers in the credit and collections processes

e Add the ability for the billing system to add additional thermal zones to allow for more localized pricing
and billing for gas customers

e Enhance the system to integrate and store Building Identification Numbers within CC&B

e Enhance the system to automate the delivery of AMI Service Orders, Alarms and Events through the
Billing System, which will provide process efficiencies and customer benefits

The capital funding described below will allow the Company to establish and enhancements team to work on
these enhancements and other that emerge post implementation.

Justification Summary:

Con Edison has a large and diversified customer base. Evolving customer expectations and forward-looking
energy policies require Con Edison to keep pace with current and future technology needs. To do this, Con
Edison has developed a new CSS to replace its decades-old system. After the New CSS is implemented, the
Company will require future updates and enhancements to maintain and unlock increasing value from the CC&B
system. Additional capital spending is required to cover upgrades to application and database server hardware and
non-CC&B software upgrades after the system is implemented in 2023. Con Edison has also identified additional
functionalities that it may implement after the system goes live. The Company identified these new functionalities
after completing the design phase, and so they could not be incorporated as part of project implementation. These

of 6
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enhancements include items designed to improve the customer experience, enhance system reliability, and suprged of 6
regulatory initiatives.

Relationship to Broader Company Plans and Initiatives (e.g., Long-Range Plans, CLCPA Initiatives, Risk Mitigation)

The New CSS Enhancements effort has a close relationship with many of the projects and programs in the
Company’s long-range plans, including DCX, CRM, and privacy readiness, etc. in addition to our core customer
service business operations. Ongoing enhancement of the foundational CSS are consistent with the Company’s
long-range plan objective of strengthening core operations. In addition to supporting the Company’s core
operations, the New CSS Enhancement effort also supports the Company’s long range plan objective of helping
the City and State achieve clean energy targets. For example, ongoing enhancements to New CSS will be
necessary as customer service practices are enhanced to support CLCPA initiatives such as the VDER and EV
programs.

2. Supplemental Information

Alternatives:

The alternative to not investing to upgrade the hardware and enhance the functionality of the new CSS system is to
maintain a static system with only the capabilities it has when it goes live in 2023. This will cause the system to not
be current with potential new benefits for customers and regulatory requirements.

Risk of No Action:
Non-compliance with regulatory items such as new rates and other PSC initiatives, such as CLCPA and renewable
or distributed energy programs that will promote customer choice and new rate initiatives.

Non-financial Benefits:

The CC&B platform allows Con Edison to continually create new rate structures efficiently and expediently to
support regulatory and customer requirements and expectations. This funding will allow CC&B to continue to meet
rising customer and regulatory expectations.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)
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2. Major financial benefits

3. Total Cost ($000)
$22,100

4. Basis for estimate:
The level of capital spending for ongoing enhancement post implementation of the New CSS was based allocating
1.8% of total capital expense for the implementation effort on an annual basis following project completion.

5. Previous budget variances:
None

6. Conclusion:
These capital expenditures are required to enhance the new CSS keep the technological platform current with
regulatory changes and the evolving cyber and technological landscape.

Df 6

Project Risks and Mitigation Plan
Risk Mitigation Plan

Proper knowledge transfer does By allocating for enhancements to the New CSS in the years directly after

not occur once the New CSS is implementation, the Company will be able to utilize key resources who worked on
implemented and, as aresult,  implementing the New CSS for the New CSS enhancements effort and mitigate
ongoing enhancements result in loss of knowledge.

errors or are delayed.

Technical Evaluation/ Analysis

N/A
Project Relationships (if applicable)

The New CSS Enhancements effort has relationships with all Customer Experience projects / programs as it is the
foundation of the Company’s customer service efforts. These project / programs include:

- Customer Relationship Management
- Digital Customer Experience

- Customer Data and Analytics

- Privacy Readiness
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- Customer Data Sharing Page 5 pf 6
- Recommendations and Analysis Tools
- Billing and Payment Enhancements
- Virtual Assistant
- Outage Communications
- Journey Mapping
- Back Office Automation and Workforce Management
- Retail Access System Replacement
Historical Spend by Year ($000):
Actuals 2017 | Actuals 2018 | Actuals 2019 | Actuals 2020 Historical |Forecast 2021
Year*
(O&M only)
Capital
Implementation
O&M**
* For Rate Case only
Total Request by Year ($000):
Request 2022 Request 2023 Request 2024 Request 2025 Request 2026
Capital 0.0 7,800 7,800 6,500
Implementation
O&M**
**If Whitepaper is supporting a capital project/ program this refers to implementation O&M.
Capital Request by Elements of Expense ($000):
EOE Request 2022 Request 2023 Request 2024 Request 2025 Request 2026
Labor
M&S
A/P
Other 7,200 7,200 6,000
Overheads 600 600 500
Total 0.0 7,800 7,800 6,500
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Total Gross Cost Savings / Avoidance by Year: Page 6 ¢f 6

Request 2022 Request 2023 Request 2024 Request 2025 Request 2026

O&M Savings
O&M Avoidance
Capital Savings

Capital Avoidance

Total Ongoing Maintenance Expense by Year:

Request 2022 Request 2023 Request 2024 Request 2025 Request 2026
o&M 0.0 0.0 0.0 0.0

Capital

Total Funding Request: All funding requested for program or project over program/ project lifecycle, including all capital,
O&M, retirement, and contingency expenses.

Total Contingency: Total contingency expense according to the Corporate Contingency Guidelines
Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-term fixes if capital isn’t
replaced)
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Customer Operations
2022
1. Project / Program Summar
Type: O Project ® Program Category: X Capital B O&M
Work Plan Category: O Regulatory Mandated [ Operationally Required K Strategic
Project/Program Title: Customer Data and Analytics
Project/Program Manager: Rebecca Lessem Project/Program Number (Level 1): 22678024
Status: O Initiation O Planning O Execution X On-going O [ Other:
Estimated Start Date: 04/1/2020 Estimated Date In Service: 1/15/2022
. B.
A. Total Fu_nd|_ng Request ($000) [0 5-Year Gross Cost Savings ($000)
Capital: $77,420 :
O&M: $20.342 O 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:

Work Description:

The Customer Data and Analytics program is part of the Company’s Strategic Customer
Experience (Strategic CX) Portfolio of projects, which seeks to deliver a dynamic customer
experience that will both meet evolving customer and stakeholder expectations and enable
the Company to lead the transition to a clean energy future. The Customer Data and
Analytics program supports Strategic CX by bringing together information from customer
interactions, account and billing data, and program enrollments into a single location to
enable reporting and advanced analytics use cases that are specifically focused on improving
customer experience and/or clean energy program adoption and effectiveness.

The Customer Data and Analytics program began in 2020 with a goal of using modern data
and analytics platforms to connect disparate customer data sources and sort through the
resulting data to identify patterns, trends, correlations and relationships. The connected data
can be used to develop a better understanding of customer pain points and predict current
and future customer needs.

The program’s key focus areas in 2020-2022 were to enhance the Company’s Enterprise
Data Analytics Platform (EDAP) with new technologies to integrate and model data sources
that create a baseline of Con Edison’s customers and omni-channel service offerings, and to
deliver initial analytics use cases that provided greater intelligence into the full breadth of
customer service interactions. An added benefit of this effort was a simplified data model with
new reporting and analytics tools that significantly improve the speed of analyses requiring
information from multiple data sources or systems.
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In 2023-2025, the Company proposes to expand the use cases and data sources that
business units across the Company can leverage for customer and market insights. With
these additional investments, the Company seeks to accomplish the following:

e Expand the number of data source integrations for analytics use cases and business
reporting.

e Develop analytics models for additional insights, such as why customers drop off
certain communication channels and why certain service channels provide higher
customer satisfaction.

e |dentify customer insights to improve and facilitate customer experiences, such as
situations when the Customer Relationship Management (CRM) system should send
preemptive outbound engagements, or where root cause analysis is needed to
address customer satisfaction issues.

e Develop analytics models for insights on clean energy programs, including
electrification opportunities, particularly in disadvantaged communities.

e Maintain the EDAP technologies that support the Customer Data and Analytics
program.

The program will deliver on these goals via the below efforts:
Expanding data sources

The Company’s 2019 rate case testimony for this program in case 19-G-0066/19-E-0065
explained that the Company has historically housed customer data in disparate systems and
databases, which made it challenging to derive valuable insights from the data that support
improved customer experience and operational effectiveness. Since the program began in
2020, the Company successfully brought together fourteen of these different systems into
EDAP and plans to expand EDAP’s reach in rate years 2023-2025 with an additional 25 data
sources. The data sources targeted in these rate years represent additional internal
databases, databases from our third-party vendors that support fulfillment of customer
communications or interactions, and publicly available data sets.

These new data sources (please see Exhibit__ (CO-8) Customer Data and Analytics Data
Sources) vary in size and complexity and have been prioritized for integration based on the
value they can provide to Company operations, rate case programs, and customers.
Integrating these additional data sources is a critical step to elevate existing analytics
insights, support ad hoc reporting performed by employees, and serve as a foundation for
merging customer interaction data with program data from across the Company.

Personalizing customer insights

The proposed use cases from 2023-2025 will primarily focus on using advanced analytics
techniques (e.g., event-based analytics and machine learning) to recommend programs or
activities that are best for a given customer’s circumstances. These types of insights will
enable the Company to deliver more personalized customer interactions that can improve
satisfaction and trust in Con Edison’s business delivery while enabling cost efficiencies.

Use cases associated with delivering personalized insights will be grouped in the following
ways:
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e Enhancing existing use cases with new customer data sources referenced in
Exhibit__ (CO-8) Customer Data and Analytics Data Sources.

e Personalization and predictive insights that can be sent to the Virtual Assistant and
Customer Service Representatives (CSRs) to enable personalized experiences and
faster resolution times.

e Payment program propensities and payment agreement analytics to support new
programs and processes to meet customers where they are in terms of their payment
journey.

o Customer satisfaction monitoring and root cause analysis to surface and dig into the
drivers of negative experiences with the Company.

e Leveraging machine learning tools to optimize service channels, support channel
management strategies, and suggest which customer groups would benefit from
proactive customer communications.

Each of these groupings of work is associated with the mapped use cases represented in
Exhibit__ (CO-9) Customer Data and Analytics Use Cases. The general work for developing
new use cases includes defining use case requirements and target data elements, performing
modeling activities, testing the models and data visualizations, and outputting the results of
the analytics models in the appropriate data presentment tool. Capital costs associated with
delivering these analytics use cases can be found in Exhibit_(CO-7) Customer Data and
Analytics Capital Request Detail.

Supporting clean energy program insights

Over the past few years, the Customer Data and Analytics program has made strides to
develop a customer analytic model that has begun to enable a holistic view of the customer
and provide deeper insights into how customers are interacting with the Company. In 2023-
2025, the Company plans to integrate clean energy program data into the customer analytic
record. With these integrations and the addition of external data sources, the Company will
gain additional insights that support expansion of our clean energy programs across customer
segments and identify buildings and/or communities that would benefit from targeted clean
energy programs.

Use cases and insights that this part of the program will directly support include:

e Associating municipal and State building data with Con Edison programmatic data to
identify buildings that would benefit most from the range of clean energy programs
available to them, with a focus on building electrification opportunities in
disadvantaged communities.

e Gaining actionable insights in targeted areas to develop demand management
programs (gas and electric).

e Utilizing the Customer Analytic Record and outputs of the 2022 “Self Service
Propensity” use case to identify which candidates are likely to use digital tools on their
own to enroll in clean energy programs and which customers would benefit from more
proactive outreach methods.

e Expanding and maintaining the Demand Management Analytics Platform (DMAP),
which refers to the collection of demand management use cases that Customer
Energy Solutions (CES) uses to more effectively and efficiently scale the Company’s
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electric, gas, and targeted Energy Efficiency and Demand Management (EEDM)
programs to expand reach, deepen savings, and manage costs.

Provide maintenance and support for Customer Data and Analytics

The O&M portion of this program is being requested to maintain the robust customer analytics
environment within EDAP, support the DMAP, implement new tools and software (e.g.,
speech to text and text analytics) that enable big data analysis on customer service issues,
staffing to support the ongoing need for rapid insights and provide structured project and
change management needed to maintain value from the program’s use cases. Support and
delivery costs for this program are summarized in Exhibit_(CO-6) Customer Data and
Analytics Request.

e Maintain robust customer analytics environment — These costs are related to the daily
support and maintenance of the suite of technologies within EDAP that supports
customer data analytics, this program’s use cases, and its data feeds. These costs
include:

o Full Time Data Engineer, System Reliability Engineer, Data Scientist, and
Release Manager

0 Subscription costs for Azure cloud, Databricks, and PowerBI resources

0 Storage costs for cloud data and on-premises hardware costs for four
environments (development, test, production, and disaster recovery)

0 Maintenance and support costs for DMAP

¢ Implement and maintain new software — The program will expand its software to
further enable quality assurance and voice of the customer analytics at scale. These
software and tools include text analytics, speech-to-text capabilities and sentiment
analysis tools.

e Support rapid insights by staffing a team that is dedicated to presenting quick insights
on emerging issues, including dashboards not associated with analytics use cases, ad
hoc analytics for storm response or inquiries by government officials, and data model
governance.

e Enable the Con Edison workforce to leverage this program’s capabilities via a change
management and program governance team that measures and monitors the success
of the program, de-risks the multi-faceted delivery of use cases and data sources
supporting Customer Operations and Customer Energy Solutions, develops and
maintains training resources to upskill employees on the analytics tools and use
cases, and evaluates the total project roadmap and prioritizes any changes that may
occur.

Please see Exhibit_(CO-6) Customer Data and Analytics Request and Exhibit_(CO-7)
Customer Data and Analytics Capital Request Detail for additional information on the
proposed funding request.
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Justification Summary

The Customer Data and Analytics program is a part of the Company’s Strategic CX Portfolio
of programs. The Strategic CX programs / projects work together to achieve the following
value propositions:

The Customer Data and Analytics program specifically contributes to these value areas in
many ways due to the wide range of modeled data sources available for analysis and the use
cases and projects that will be enabled by this program. Specifically, this program will help
the Company meet its Strategic CX objectives by:

Increase customer satisfaction even as expectations continue to rise

Drive cost efficiencies through improved service and resolution

Support statewide clean energy goals by generating customer demand for and
streamlining adoption of programs

Facilitating understanding and adoption of optional rates which help customers
save and support grid efficiency

Enable safe, reliable and resilient delivery of energy through improved
communication during an outage

Provide education and access to payment assistance when a customer
experiences financial difficulties that impact their ability to pay for service

Increase customer satisfaction

Customer Data and Analytics will provide greater intelligence into customer journeys,
define and monitor drivers of customer satisfaction, and create propensity models that
enable greater personalization opportunities. For example, customer segmentation
and propensity models developed in the Customer Data and Analytics platform can be
shared with the CRM system to help present personalized or proactive messaging at
the right time in a customer’s preferred communication channel. As identified by
Gartner in May 2020, proactive customer service results in significantly better
customer experiences across all customer service metrics.*

Additionally, the program’s tools and planned use cases will provide insights into the
effectiveness of customer service channels (coned.com, the Call Center, IVR, the
Watt virtual assistant, etc.) and how different customers prefer to use or switch
between each service channel. These insights will become critical in understanding an
increasingly digital customer base and prioritizing self-service features.

Support statewide clean energy goals

Investments in the DMAP program will continue to support statewide clean energy
goals by enabling optimization of sales and marketing activities via descriptive and
predictive analytics. The work associated with this program will continue to improve
program targeting and efficiency measures, enable more efficient delivery of EEDM
operations via improved self-service, and surface opportunities to optimize program
design and activities across programs, customer segments, and commaodities.

In addition, projects such as mapping building data to Con Edison accounts enables
the Company to identify and prioritize clean energy campaigns to building managers
or residents of buildings with low energy efficiency grades.
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Drive cost efficiencies

The standardization and proliferation of pre-built analytics dashboards will streamline
analyses by providing insights to Customer Operations and Customer Energy
Solutions with enterprise tools that enable faster query and reporting capabilities.
Consolidated data sources that are pre-joined and available to more employees will
enable users to spend more time analyzing results and generating insights as
opposed to spending time on low-value data engineering efforts. The Company has
estimated that users can save up to 90% of the time it used to take to perform tasks
like exporting lists and manually writing Structured Query Language (SQL) queries to
join information that exists in different systems but will be consolidated into a central
location as part of this program.

Facilitating understanding and adoption of optional rates

A shared customer data model will allow the Company to analyze customer adoption,
awareness and understanding of optional rate programs based on interactions with
Con Edison’s service channels (coned.com, the Call Center, IVR, Watt, etc.).

Enable safe, reliable and resilient delivery of energy

The analytics insights and use cases supported by the DMAP program will continue to
support Con Edison in efficiently scaling its electric, gas, and targeted EEDM
programs, including automated analytics and reporting for EEDM advanced savings
forecasting and measurement.

Provide education and access to payment assistance

Investments in payment assistance-based use cases will enable greater customer
access to helpful programs and help keep customers on track with their bills. The
types of use cases that the program is looking to pursue include analytics to
proactively identify good candidates for payment agreements and propensity models
for late payments that can be provided to the CRM or other outreach campaigns.
Additionally, the joining of data from EEDM and Customer Operations made possible
by the Customer Data and Analytics program will support insights into how clean
energy programs and incentives can support customers requiring payment assistance.

The continuation and expansion of the Customer Data and Analytics effort in 2023-
2025 is critical to the Company’s Strategic CX vision, to realizing the full value of the
enterprise level framework developed under the Customer Data and Analytics
program from 2020-2022, and to moving the Company up the scale of analytics
maturity. Plans for 2023-2025 will enable extensive program and touchpoint
personalization through propensity modeling, improve understanding of how service
touchpoints impact customer perceptions of the Company, and deepen analyses into
customer experience through quality assurance and voice of the customer analysis at
scale.?® The goals and delivery approach for this program also align closely with

1 Proactive Customer Service Is Valued by Customers, Despite What They Say, Gartner, Published May
2020 and updated Oct 2021

2 Technology Trends in Service 2021: VoC and Analytics, Gartner, Published Sept 2021

3 Speech Analytics” Current Trends and Opportunities for Customer Service and Support, Gartner,
Published Sept 2021

(& conEdison, inc.



Exhibit__ (CO-5)
Page 7 of 12

recommendations from strategy leaders like McKinsey on how to deliver industry-
leading customer experiences.*

Additionally, the tools and standards implemented as part of the program have
introduced new ways of working within the Company that will provide dividends as
more teams are trained on its tools and the types of information available for customer
experience and energy efficiency analysis. The expansion of this program will provide
a backbone for the growing need to quickly onboard and upskill data analysts and
business users to provide data-driven insights on a daily basis.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA
Initiatives, Risk Mitigation)

The Customer Data & Analytics program has a close relationship with many of the projects
and programs in the Company’s long-range plans, including DCX, CRM, and clean energy
programs, in addition to our core customer service business operations. The program will
provide the Company with insights that enable an improved overall customer experience and
targeted engagement of customers on key topics, both of which are critical to the Company’s
long-range plans and clean energy future.

2. Supplemental Information

Alternatives

Alternative 1 — Continue program as-is

One alternative to investing in the Customer Data and Analytics program is to continue to with
the as-is state of the program. This will significantly impact the Company’s analytics
capabilities across data sets, render previous reports useless once the new customer service
system goes live, and halt progress on the data-driven transformation occurring in Customer
Operations. It would also prevent the Company from merging clean energy program-related
datasets into the Customer Data and Analytics platform.

Alternative 2 — Store data in silos

Another alternative to the Customer Data and Analytics program is for Customer Operations
and Customer Energy Solutions to continue storing customer or clean energy program data in
a siloed manner and only using the EDAP system for analytics that were already built as part
of the program in 2020-2022. This is not a sustainable practice as puts a limit on the
analytical capabilities of each department and creates cost redundancies. Additionally, this
practice promotes the proliferation of data outside of core enterprise-governed analytics
systems and will require additional system maintenance and staff to perform basic data
engineering tasks that should be performed and automated by an enterprise-grade analytics
platform.

4 Prediction: The future of CX, McKinsey, Feb 2021, https:/ /www.mckinsey.com/business-
functions/ marketing-and-sales/ our-insights/ prediction-the-future-of-cx
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Risk of No Action

Risk 1

The first risk of not pursuing the Customer Data and Analytics program is the reduction in
efficacy and value of future Customer Energy Solutions and Customer Operations strategic
programs. The new data sources, use cases, and maintenance detailed in this white paper
were identified based on workshops and plans associated with Con Edison’s Clean Energy
Future and Strategic CX goals. The work performed in this program will enable the data-
driven assessments needed to ensure the Company’s strategic programs — including those
supporting the State’s CLCPA goals — are a success.

Risk 2

The second risk of inaction is that customer interaction data gathered during the 2020-2022
rate plan will be the only data sources that can be used for analysis. In this scenario, future
programs that use service channels outside of these data sources would not benefit from the
effective benchmarking and cross-channel analysis enabled by the Customer Data and
Analytics program. Additionally, building reference data will not be available in EDAP, limiting
the usefulness of NYC Open Data to optimizing clean energy programming.

Risk 3

Upcoming work proposed for the Customer Data and Analytics program includes integrations
with the CRM system to feed segmented, propensity, or pre-emptive communication actions
to the CRM for more relevant customer communications. If the Customer Data and Analytics
program is not funded, then there will be less data and no additional models that the CRM
can utilize, and the Company’s new CRM will be less effective in delivering relevant tools for
employees and customers.

Risk 4

The final risk of no action in the Customer Data and Analytics program is the loss of the
customer data model that unifies data from key systems involved in supporting Con Edison’s
customer base. This will not only affect the programs that are interdependent with the
Customer Data and Analytics program, but it will perpetuate inefficiencies or ineffectiveness
associated with reporting and analysis from sources that are not modeled into the Customer
Analytic Record.

Non-Financial Benefits

With deep customer insights from the Customer Data and Analytics program, the Company
can meet rising customer expectations and introduce customers to new programs and
services that will advance progress toward New York State’s clean energy goals.

Additional non-financial benefits include productivity gains for analysts and end users who no
longer need to spend hours joining data sets together and performing other manual data
cleansing tasks.

Each use case delivered as part of the program is expected to provide additional non-
financial benefits to the Company and customers based on the specific insights that the
analytics produce. These benefits are loosely defined during the discovery phase of a use
case, specifically delineated during use case build, and measured after production launch of
the use case as part of the program’s success metrics.
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Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits
N/A

3. Total cost

Capital: $77,420
O&M: $20,342

4. Basis for estimate

The basis for estimate was built off the proposed projects and goals of the program with
inputs including historical information from current project delivery, the relative size and
complexity of each implementation activity, the capitalization potential for each activity, the
support needed to maintain and expand the program, and the costs associated with the
technologies supporting the program. Exhibit_(CO-6) Customer Data and Analytics Request
and Exhibit_(CO-7) Customer Data and Analytics Capital Request Detail for additional
information.

5. Conclusion

The customer insights and predictive modeling enabled by the Customer Data and Analytics
program are critical to the success of the entire Strategic CX portfolio. This program is a
central part of how Con Edison will continue to meet rising customer expectations and
support the State’s clean energy goals via robust and timely customer engagement.

Project Risks and Mitigation Plan

Risk 1
New technologies emerge that can deliver the program in a more efficient manner

Mitigation: The EDAP capabilities built to support this effort were based on an industry-
leading adaptable platform that can support multiple technologies to achieve the goals
described in this white paper. If better technologies are identified, the Enterprise Architecture
team within IT will evaluate the technologies and define how they can be incorporated into
EDAP.

Risk 2
Data source complexity may affect program timelines and costs

Mitigation: The program’s governance structure includes a monthly review of the roadmap
with the opportunity to re-prioritize or shuffle data sources and use cases based on changes
in information and costs over time. These decisions and changes require Director approval
from both IT and Customer Operations representatives and are reflected in the Next Gen
Customer Experience quarterly reports.
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Risk 3
Data source cleanliness and usability

Mitigation: The Program has implemented data reconciliation testing that requires validation
of each data source’s feeds by both the data engineering and data activation team leads.
Additional validation of the data being outputted into the Customer Analytic Record model
occurs from the business users that are closest to working with a given data source. Data
quality or cleanliness concerns that cannot be mitigated by source system owners are
escalated to the Customer Operations Data Governance Office for prioritization and
resolution.

Risk 4
Customer data being stored in Azure Cloud

Mitigation: The Company followed cybersecurity best practices when building the EDAP
capabilities supporting the Customer Data and Analytics program, including “islanding” the
analytics environment from the internet, establishing appropriate encryption protocols,
instituting role-based access for all environment components and row-level security on the
data itself, and implementing logging and monitoring solutions. Additionally, personally
identifiable information (PII) is not allowed in the environment and an explicit check for Pll is
done by both the data activation lead and source system owner prior to data integration.

Risk 5
Business teams do not have the bandwidth to act on the insights that are provided by the
program’s analytics use cases

Mitigation: Prior to starting each use case, the program receives full buy-in from the use
case’s product owner and its manager for the timing and value of delivering the given
analytics use case. The program has also implemented a monthly “look-ahead” process
where the next six months of work is reviewed with the delivery team and product owners to
ensure clear alignment on expectations and risks. Additionally, the program is being delivered
in an agile manner to ensure that use cases can be built and prioritized based on near-term
business value and priorities.

Technical Evaluation / Analysis
Please refer to the Company'’s rate filing in Case 19-E-0065 and 19-G-0066 for further
information.

Project Relationships (if applicable)

Customer Relationship Management (CRM)
Journey Mapping

DCX

Integrated Energy Data Resource

Privacy Readiness

New Customer Service System

EDAP Enhancements

Energy Management
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3. Funding Detail

Historical Spend

Actual 2017 |Actual 2018 |Actual 2019 |Actual 2020 [Historic Forecast
Year 2021
(O&M only)
Capital 0 0 0 $3,425 $5,317
O&M 0 0 0 $500 $830 $550

Total Request ($000):

Total Request by Year:

R—;%%St Request 2023 Request 2024 Request 2025 Reqguest 2026
Capital $5,000 $13,720 $18,900, $19,900 $19,900
O&M* $900 $3,910 $4,130, $5,580, $5,822

Capital Request by Elements of Expense:

EOE 2022 2023 2024 2025 2026
Labor $348 $1,700 $2,360 $3,000 $3,000]
M&S $410 $590 $620 $620
Contract $4,483 $10,650 $14,640 $14,656 $14,656
Services
Other $140 $190 $200 $200
Overheads $169 $820 $1,120 $1,424 $1,424
Total $5,000 $13,720 $18,900 $19,900 $19,900
Total Gross Cost Savings / Avoidance by Year:

2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026

O&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M
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4. Definitions

Total Funding Request: All funding requested for program or project over program/project lifecycle or for
on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:

Initiation — New project, not authorized yet
Planning — Project authorized, not started yet
Executing — Project in-flight

On-going — Annual program
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Customer Data and Analytics Request
Capital (‘000s) 2023 2024 2025
Customer Analytic Record Enhancements $894 $738 $1,946
Personalized and Streamlined Interactions 20 »984 »1,266
Payment Journey Insights $946 $1,476 $1,200
Customer Satisfaction (CSAT) Root Cause $468 $492 $500
Analysis
Service Channel Strategy $3,570 $984 $900
Clean Energy Program Insights $4,680 $8,856 $9,772
Data Source Integration $3,162 $5,370 $4,316
Total $13,720 $18,900 $19,900
O&M (‘000s) 2023 2024 2025
Program Management $540 $540 $540
IT Support $725 $983 $1,698
Team for Non-Capitalizable Projects $889 $995 $1,214
Training Change Management $615 $615 $615
Speech-to-Text Software Tool and
Implementation $425 $100 $200
Platform Licensing and Hosting S$716 $897 $1,313
Total $3,910 $4,130 $5,580
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Customer Data and Analytics Capital Request Detail
Focus Area Projects Included 2023 2024 2025
Customer 2023 Customer Analytic Record Use Project Management and $134,100 $110,700 $291,900
Analytic Record | Case, Business
Enhancements Existing Use Case Upgrades based on
new CAR Data (Yearly), IT D(?velopment and $223,500 $258,300 $681,100
2024 Customer Analytic Record Use Services
Case, System Integrator $482,969 $325,267 $833,749
2025 Customer Analytic Record Use
Case,
Overheads $53,431 $43,733 $139,251
Personalized and | Preemptive / Outbound Customer Project Management and S0 $196,800 $253,200
Streamlined Support, Business
Interactions Next Best Action — Contact Center,
IT Development and S0 $295,200 $379,800
Services
System Integrator S0 $433,689 $542,408
Overheads S0 $58,311 $90,592
Payment LPP (Level Bill) Propensity, Project Management and $189,200 $295,200 $240,000
Journey Insights | Slow Pay Propensity, Business
ML-driven Customer Payment
Likelihood, IT D(?velopment and $189,200 $442,800 $360,000
Payment Agreement Analytics, Services
ML-driven Customer Bad Debt System Integrator $511,061 $650,533 $514,131
Likelihood,
Overheads $56,539 $87,467 $85,869
Customer Customer Satisfaction (CSAT) Root Project Management and $93,600 $98,400 $100,000
Satisfaction Root | Cause Analysis Business
Cause Analysis
IT Development and $93,600 $147,600 $150,000
Services
System Integrator $252,829 $216,844 $214,221
Overheads $27,971 $29,156 $35,779
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Service Channel | Speech and Sentiment Analysis, Project $714,000 $196,800 $180,000
Strategy Cross Channel Metrics Dashboard, Management and
IVR Drop Off Analysis, Business
Cross Channel Optimization, IT Development $714,000 $295,200 $270,000
and Services
System Integrator $1,928,633 $433,689 $385,598
Overheads $213,367 $58,311 $64,402
Clean Energy Demand Management Analytics Platform Project $936,000 $1,771,200 $1,954,400
Program (DMAP) program activities, Management and
Insights Address Clean Up, Business
Low to Moderate Income Community IT Development $936,000 $2,656,800 $2,931,600
Building Electrification Propensity, and Services
Mapping Building to Accounts,
Account Hierarchy System Integrator $2,528,292 $3,903,200 $4,186,737
Overheads $279,708 $524,800 $699,263
Data Source EEDM customer program data, Project $632,400 $1,074,000 $863,200
Integration New York City Open data, Management and
New York State Open data, Business
Local Law 87 data,
Property Shark/Lexus nexus,
DMTS Salesforce,
Experian Commercial integration,
Existing Energy Efficiency Data into EDAP, IT Development $632,400 $1,611,000 $1,294,800
Bringing in DMAP into EDAP, and Services
Sprinkler Data Integration,
Live Chat Provider Integration,
Broadridge Communications Integration,
WINS (work notification system),
PowerClerk, System Integrator $1,708,217 $2,366,778 $1,849,157
CIG (Central Information Group),
Escalated Case Databases & PEGA
Obvient / Kubra,
Service Link,
Oracle Utility Analytics, Overheads $188,983 $318,222 $308,843
CORE Data Integration and Remediation,
IEDR Data Integration,
CRM Data Integration,
Call Center Data Warehouse Reports,
VA Outbound Integration,
Sitecore Data Integration (for A/B Testing),
CC&B (outbound integration to serve
insights to CSRs),
$13,720 $18,900 $19,900

Total




Customer Data and Analytics Data Sources

Data Source Name

Energy Efficiency and Demand Management Customer

Program Data

Data Description
Program level enrollment, success criteria, and other
details related to past and current Energy Efficiency and
Demand Management (EEDM) programs

Exhibit

(CO-8)

Page 1 of 2

Data Source Theme

Clean Energy Future

New York City Open Data

Public data provided by the NYC OpenData project that
provides access to information that is produced and used
by the New York City Government

Clean Energy Future

New York State Open Data

Public data provided by the New York Office of Information
Technology Service's Open NY initiative that provides
access to information that is produced and used by the
New York State Government

Clean Energy Future

Local Law 87 Data

Building information, scores, and retro commission details
based on the Local Law 87's energy audits for buildings
over 50,000 square feet

Clean Energy Future

Property Shark/Lexus Nexus

Commercial and residential real estate information and
public records

Clean Energy Future

Demand Management Tracking System (DMTS)

Tracking system for Energy Efficiency Demand
Management program incentives

Clean Energy Future

Experian Commercial Data

Information collected by Experian about commercial
properties and businesses including attributes and
modeled data elements

Clean Energy Future

Demand Management Analytics Platform (DMAP)

Oracle standalone analytics system and environment with
demand management data that will be modeled and
merged with the Customer Analytic Record in the
company's larger Enterprise Data Analytics Platform (EDAP)

Clean Energy Future

System used for solar developers to interconnect to Con

PowerClerk Clean Energy Future
Edison's electric grid B
. Social media engagement, replies, and direct messages .
Sprinkler . B ‘g . p- = Customer Interaction
across Con Edison's social media presence
Transcripts and chat details associated with the live chat
Moxie functionality on coned.com where customers can interact |Customer Interaction

with a Customer Service Representative online

Broadridge Communications

Paper mailing details defining what types of Con Edison
mail (Bills, payment reminders, etc..) were sent to
customers and on what day

Customer Interaction

Work Notification System (WINS)

Notifications sent to customers and local leaders to notify
them about Con Edison related construction occurring in
their neighborhood

Customer Interaction

Central Information Group Dashboard

System and team that notifies internal and external
stakeholders when a reportable event has occurred

Customer Interaction

Escalated Case Databases & PEGA

System used to track, manage, and resolve customer
requests or issues that have been escalated to the PSC

Customer Interaction

Kubra

Con Edison's Outage Map that visualizes where electric
service outages have occurred within the service territory

Customer Interaction

Service Link

System that manages and reports on Customer Field
Representative (CFR) activity

Customer Interaction

Oracle Utility Analytics

System that contains pertinent details related to electric
service outages and restoration progress

Foundational

CORE / Customer Care and Billing

System that manages customer accounts and stores key
customer attributes, processes customer transactions, and
manages billing

Foundational

Integrated Energy Data Resource Integration (Con Edison

Specific)

Anticipated data source or system integration related to
the information being sent to New York State's newly
created Integrated Energy Data Resource

Foundational

Customer Relationship Management (CRM) Data
Integration

Integration with anticipated new system intended to
manage and report on customer interactions across all
interaction channels

Foundational




Data Source Name

Call Center Data Warehouse Reports

Data Description
Data and reports associated with Con Edison's Call Center
that will remain in their data warehouses after the
CORE/CC&B go live

Exhibit__ (CO-8)

Page 2 of 2

Data Source Theme

Foundational

Virtual Assistant (Outbound Integration)

Con Edison's Virtual Assistant - WATT, that provides a
guided self-service experience on coned.com. This
integration is intended to send data from the Customer
Data Analytics program to the Virtual Assistant to provide
more relevant and personalized experiences

Personalization

Sitecore Data Integration

Content management system used for coned.com

Personalization

Customer Care and Billing (Outbound Integration)

Integration with the user interface for Customer Service
Representatives (CSRs), or transaction workflow to provide
a personalized experience based on analytics models used
to predict the reason why the customer is contacting Con
Edison

Personalization




Customer Data and Analytics Use Cases

Activity Theme
Customer Analytic Record Enhancements

Activity Name
2023 Customer Analytic Record Use Case

Activity Description

Extend the central data model for
customer analytics - The Customer
Analytic Record - to include the
additional data sources that are
activated in 2023. This includes data
transformation and output logic needed
to make new data sources accessible to
end users in a business friendly manner

Activity Type
Use Case

Capital %
100%

O0&M %
0%

Customer Analytic Record Enhancements

Existing Use Case Upgrades based on new
CAR Data (Yearly)

Enhance existing reports and use cases
built prior to 2023 with newly modeled
and outputted data sources

Use Case

50%

50%

Service Channel Strategy

Cross Channel Metrics Dashboard

Channel metrics dashboard with
channel interaction summaries, self-
service metrics, and ability to drill down
by major customer attributes.
Understand drivers of e-bill enroliment
churn in order to prevent it and
determine customers most likely to
churn to take preventative actions.

Identifying duplicate customer contacts
across channels and removing the
duplicate contact if the response has
been provided by one channel.
Analytics will search for duplicates
cases and provide the suggested cases
for removal. Reduces O&M and
increases CSAT.

Use Case

100%

0%

Customer Analytic Record Enhancements

2024 Customer Analytic Record Use Case

Extend the central data model for
customer analytics - The Customer
Analytic Record - to include the
additional data sources that are
activated in 2024. This includes data
transformation and output logic needed
to make new data sources accessible to
end users in a business friendly manner

Use Case

100%

0%

Hqux3

S Jo T aed

(6-00)



Activity Theme

Customer Analytic Record Enhancements

Activity Name
2025 Customer Analytic Record Use Case

Activity Description

Extend the central data model for
customer analytics - The Customer
Analytic Record - to include the
additional data sources that are
activated in 2025. This includes data
transformation and output logic needed
to make new data sources accessible to
end users in a business friendly manner

Activity Type

Use Case

Capital %
100%

O&M %
0%

Personalized and Streamlined Interactions

Preemptive / Outbound Customer Support

Most customer service interactions are
inbound. So what if we were able to pre
empt them and solve the issue before
the customer reaches out to interact?
This would not only reduce interaction
volume, but also delight customers.
Develop predictive analytics that
predict interaction reasons even before
customer and agent interactions
happen to enable pre-emptive
communications and resolutions before
a customer needs to contact Con
Edison

Use Case

100%

0%

Personalized and Streamlined Interactions

Next Best Action — Contact Center

Use case includes a recommendation
engine (if this, then that model),
delivery of customer materials (based
on consumer history, 360-degree
profile and recent engagements with
utility through web, paper, email, text,
bill, etc.), contact center actions, online
actions, and outbound calls. Reduces
O&M and increases CSAT.

Use Case

100%

0%

Payment Journey Insights

LPP (Level Bill) Propensity

Recommend customers that would be
most likely to enroll in level payment
plans based on past usage and payment
habit

Use Case

100%

0%

Hqux3

S Jo g afed

(6-00)



O&M %

Activity Theme

Payment Journey Insights

Activity Name
Slow Pay Propensity

Activity Description

Identify customers who pay their bills
monthly but are typically "slow" or late.
Support the identification of triggers or
programs necessary to enable these
customers to pay on time

Activity Type

Use Case

Capital %

100%

0%

Payment Journey Insights

ML-driven Customer Payment Likelihood

Uses ML (logit propensity model) to
predict customers most likely to pay
their bills; utilizes 12 months of
customer history, scores monthly, and
model integrity verified annually

Use Case

100%

0%

Payment Journey Insights

Payment Agreement Analytics

Identify and proactively offer payment
agreements, precluding a call and
increasing satisfaction. Propensity to
call for payment agreement. Reduces
O&M (cost savings).

Use Case

100%

0%

Payment Journey Insights

ML-driven Customer Bad Debt Likelihood

Uses ML (gradient boosting model) to
predict customers most likely to go into
bad debt; learns from history up to
three rolling years, scores weekly, and
model integrity verified weekly

Use Case

100%

0%

Customer Satisfaction Root Cause
Analytics

CSAT Root Cause Use Case (1 of 2)

Create visualizations and models to
quickly uncover and evaluate causes for
decreased customer satisfaction

Use Case

100%

0%

Customer Satisfaction Root Cause
Analytics

CSAT Root Cause Use Case (2 of 2)

Expand upon root cause analysis
models and visualizations based on
operational feedback and new data
sources to quickly uncover and evaluate
causes for decreased customer
satisfaction

Use Case

100%

0%

Service Channel Strategy

Speech and Sentiment Analysis - Natural
Language Processing

Recognize the service intent and the
sentiment of a customer's language to
aid in quality assurance and customer
satisfaction evaluations

Use Case

85%

15%

Hqux3

S Jo g alfed

(6-00)



Activity Theme

Service Channel Strategy

Activity Name
IVR Drop Off Analysis

Activity Description

Provide insights into how customers
flow through the 1-800-CONED phone
number, define where customers most
frequently complete their transactions
in the IVR, and where customers hang
up or request to speak to an agent

Activity Type
Use Case

Capital %
100%

O&M %
0%

Service Channel Strategy

Cross Channel Optimization

Understand customer end to end
journey across channels and optimize
interactions. Identify and fix ineffective
channels and transactions. Forecast
volumes by channel (including channel
shifting projections) to improve
planning. Optimize schedule by
specialization. Increases CSAT.

Use Case

100%

0%

Clean Energy Program Insights

Demand Management Analytics Platform
(DMAP) program activities

Use cases and program activities
targeting more effective and efficient
scaling of the Company's electric, gas,
and targeted EEDM programs to
expand reach, deepen savings, and
manage costs. This will include
optimization of sales and marketing
activities via descriptive and predictive
analytics to improve program targeting
and efficiency measure cross- /
upselling; more efficient operations via
improved self-service and / or
automated analytics & reporting and
advanced savings forecasting and
measurement; and identification of
opportunities to optimize program
design and activities across programs,
customer segments, and commodities.

Program

85%

15%

Clean Energy Program Insights

Address Clean Up

Implement address standardization
within EDAP based on a single source of
truth (CORE system) and ensure that
this information maps to address data
from state and local governments

Use Case

100%

0%

Hqux3

S 4o 7 alfed
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Activity Theme

Clean Energy Program Insights

Activity Name
Low to Moderate Income Community Building
Electrification Propensity

Activity Description

Identifying buildings in disadvantaged
communities that could benefit from
building electrification programs

Activity Type
Use Case

Capital %
0%

O&M %
100%

Clean Energy Program Insights

Mapping Building to Accts

Mapping building level energy
efficiency data to the customers that
live in those buildings via their account.
Presenting insights based on building
energy efficiency statistics and
individual account energy usage

Use Case

100%

0%

Clean Energy Program Insights

Account Hierarchy

Creating a hierarchy of customer (or
business), to building, to Con Edison
accounts with relevant energy program
participation information and 3rd party
electrification data to better
understand how programs are affecting
specific businesses and identify
additional clean energy program

Use Case

100%

0%

Platform and Program Maintenance

Quick Response Customer Analytics team

Team dedicated to supporting business
operations for ad-hoc requests,
providing technical change
management support, and evangelizing
benefits of Customer Data Analytics via
proof of concepts

Support

0%

100%

Platform and Program Maintenance

Program Manager

Individual responsible for the
coordination and management of the
program

Support

0%

100%

Platform and Program Maintenance

Maintenance Costs

Costs associated with maintaining the
platform including upgrades, daily
monitoring, minor model updates, and
migrations

Support

0%

100%

Platform and Program Maintenance

Azure Cloud Costs

Costs associated with the azure cloud
resources (storage, compute, etc.)
needed to support these enterprise
grade analytics tools

Support

0%

100%

Hqux3

S Jo g abed

(6-00)
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Customer Operations

2022

1. Project / Program Summary

Type: [l Project X Program

Category: X Capital X O&M [ Regulatory Asset

Work Plan Category: [1 Regulatory Mandated

[J Operationally Required X Strategic

Project/Program Title: Customer Relationship Management (CRM)

Project/Program Manager: Rebecca Lessem

Project/Program Number (Level 1): 25546179

Status: X Initiation [J Planning [] Execution

0 On-going 1 [ Other:

Estimated Start Date: 1/1/2023

Estimated Date In Service: 12/21/2026

A. Total Funding Request ($000)
Capital: $34,000
O&M: $11,000

B.
[ 5-Year Gross Cost Savings ($000)
[J 5-Year Gross Cost Avoidance ($000)

The Customer Relationship Management (CRM)

evolving customer and stakeholder expectations

Management Request.

CRM platform alongside a Customer Information

O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
(%000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

(SCX) Portfolio of projects, which seeks to deliver a dynamic customer experience that will both meet

clean energy future. The Company requests capital and operation and maintenance funding to begin
implementation of a company-wide Customer Relationship Management (CRM) system, utilizing a
best-in-class platform from a leading software provider that will represent a major step in meeting
customers’ increasing expectations of service. Please see Exhibit__ (CO-11) Customer Relationship

While billing systems effectively manage customer billing and rate information, they do not provide the
ability to manage the full set of interactions a customer has with their utility, such as service-related
inquiries and efforts and clean energy program participation. Best-in-class utilities utilize a modern

complex relationships they have with their customers.

As a general definition, a CRM solution gathers customer interactions across all channels in one place.
It supports the entire customer lifecycle, beginning with the capture and management of prospective

program is part of Customer Operations’ Strategic CX

and enable the Company to lead the transition to a

System (CIS) to effectively manage the increasingly

(& conEdison, inc.
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customer contact data. It manages all important information about the customer, including their profile,
contacts, communications preferences and consents, in addition to the entire history of their
interactions with the Company via any channel, from conversations with agents at the call center, to
transactions made or attempted via self-service channels such as the web, interactive voice response
systems (IVR), chatbots or mobile apps.

Implementing a complete suite of CRM solutions fully integrated with other internal platforms (e.g., the
new Customer Service System and the Customer Data and Analytics platform) will require a multi-year
effort. For the 2023-2025 period, the Company proposes taking the initial steps that will allow the
selection and hiring of a knowledgeable and experienced system integrator, choosing a platform or
vendor to build the system on, comprehensive planning for design and development of the system in
phases, and developing the first set of value-added enhancements that will enable the Company to
start realizing the benefits of a CRM system. Specifically, the Company’s initial focus areas we be as
follows:

e Marketing/Communications Management
e Knowledge Management

e Customer Interaction Dashboard

e Program Enrollment Management

Marketing/Communications Management
The CRM will help Con Edison resolve one of the biggest challenges for its numerous customer-facing
organizations: eliminating silos and integrating fragmented processes that today prevent Con Edison’s
employees from having the full 360-degree view of customers. For this use case, the CRM will
integrate with internal platforms that contain relevant customer information, such as:

e The new Customer Care & Billing system

e Our Outage Management System

e Our self-service and mobile applications

e All external vendors who provide customer communications

These integrations encompassing the Company’s Electric and Gas operations will allow the CRM to
become an actionable centralized platform that will provide employees with full visibility into all of Con
Edison’s interactions with customers, so we can engage with them successfully, with personalized
experiences that are consistent across touchpoints, delivering the right message on the right channel
at the right time.

Knowledge Management

In this phase of the CRM implementation, a hew tool will be developed for employees that places all
the information that employees need to reference to support customers in one centralized knowledge
tool. This knowledge tool will hold documents with information on processes or “how to(s)”, frequently
asked questions, and instructions for all topics relevant to high-quality customer service. The CRM will
provide a best-in-class solution to house this important information in searchable articles. This will
allow customer-facing employees to deliver consistent answers to customers while maximizing their
productivity. The tool will be an ever-expanding library, as a community of experienced service agents
and internal writers keep adding content to it.

(& conEdison, inc. :
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Customer Interaction Dashboard

The CRM will provide a variety of helpful dashboards. The first one the Company will focus on building
will provide our employees the history of all interactions with a customer. For example, employees will
be able to see details of pending customer complaints or resolutions in progress and recent
interactions with the Company’s virtual assistant Watt. This will enable greater visibility into each
individual customer journey, allowing employees to deliver a contextual and guided service experience
and resolve all types of customer inquiries efficiently and effectively. This will eliminate the need for
agents to have to interface with disparate systems across different screens, shortening the time to
resolution. Having that visible context can reduce customer frustration and remove the barriers to
resolution by avoiding the need for the customer to have to re-explain their issue to different agents.

In future phases, this dashboard will also pull information from the data analytics platform for best-
action insights, allowing agents to provide suggestions and recommendations to customers proactively
based on their specific profile, habits and needs.

Program Enrollment Management

The CRM will provide effective ways of increasing customer adoption for programs that can help them
conserve energy and save money. For example, the CRM will make clean energy (e.g., energy
efficiency, distributed generation, electric vehicles, heating electrification) program enroliment history
visible to agents, so they can make more informed suggestions or recommendations based on the
customer’s past behavior. This will engage customers around energy-saving opportunities during other
interactions, such as high-bill inquiries, and support CLCPA goals.

Future iterations of the CRM system will further integrate with other internal systems to leverage
additional customer information to tailor proactive clean energy offerings and campaigns.

Justification Summary:

Implementing a CRM system will greatly enhance the ongoing evolution of the Company’s customer
care.

The plan to implement a CRM system is a part of the Company’s SCX Portfolio of programs. The SCX
Portfolio of programs work together to achieve the following value propositions:

e Increase customer satisfaction even as expectations continue to rise

e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and streamlining
adoption of programs

e Facilitating understanding and adoption of optional rates which help customers save and
support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved communication,
especially while customers experience service issues

e Provide education and access to payment assistance when a customer experiences
financial difficulties that impact their ability to pay for service

The CRM program will specifically contribute to these value areas as follows:

(& conEdison, inc. 3
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Increase customer satisfaction: The CRM will allow for improved customer service. By empowering
our agents with the knowledge, tools, and insights they need to efficiently manage any type of
customer request in one platform, we will allow for improved customers’ experiences at every
interaction.

Drive cost efficiencies: With one unified actionable CRM platform, Con Edison will reduce call time,
which will improve efficient use of employees to handle customer interactions.

Support statewide clean energy goals; Facilitate understanding and adoption of optional rates;
and Provide education and access to payment assistance: The CRM platform will be a crucial tool
to support the Company’s efforts to promote clean energy services and energy efficiency programs.
The CRM will enable seamless management from campaign development to customer messaging,
allowing the Company to target the right customer with the right offers during the moments that matter,
with sophisticated messages that aim to affect customer behavior.

In conclusion, the new CRM will become an action center for employees across the Company and
provide much-needed transparency, coordination and collaboration in the way the Company responds
to our customers’ needs. It will ultimately allow the Company to work seamlessly with customer
information that enters the Company’s systems via several distinct internal platforms, such as the new
Customer Service System, DCX, Virtual Assistant, Outage Management System, Advanced Metering
Infrastructure (AMI) and others. The CRM will enable all of our customer-facing departments to act on
the conclusions drawn in the Customer Data and Analytics program so that we can create intelligent
solutions for day-to-day problems and have rich historical information available while we help
customers during a transaction or interaction.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The CRM program has a close relationship with many of the projects and programs in the Company’s
long-range plans, including DCX, Customer Data and Analytics, clean energy programs, privacy
legislation implementation, gas service line inspections, in addition to our core customer service
business operations.

If the Company is going to meet its long-range plan goals — and help the City and State achieve clean
energy targets — it needs organized and easy to access customer information. A CRM will allow the
company to achieve increased customer engagement and levels of satisfaction by enabling all internal
organizations to better understand our customers’ needs and target them for the new programs that fit
their profiles.

In particular, clean energy programs such as energy efficiency, demand management, distributed
generation, energy storage and building electrification could leverage a robust CRM to improve the
customer experience with tailored offerings based on a full 360-degree view of the customer’s
interactions with the Company. The programs described in Customer Energy Solutions’ (CES) Panel
testimony could leverage a CRM system to not only monitor customer engagement, but also gain
useful insights on preferences and interests based on past interactions across the various
organizations within the Company.

(& conEdison, inc. 4
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2. Supplemental Information

Alternatives

Alternative 1

Con Edison could build a CRM in-house, but that would be a very costly and time-consuming project
with uncertain results, as that is not an area of expertise of the Company’s IT department and may
miss valuable components that other systems have.

Alternative 2

The Company could depend fully on the new Oracle CC&B Customer Service and Billing system for
customer relationship management. This solution, however, will not provide the coordinated
communications or the 360-degree view of customers on a unified platform that could benefit programs
Company-wide, resulting in continuation of a fragmented experience to customers.

Risk of No Action

Risk 1

Without a CRM, the Company is at risk of not fully understanding our customers’ needs and not being
able to serve them in the proactive, personalized and low-effort ways they have come to expect from
other companies like Amazon, Verizon and Netflix. Having disjointed customer information can lead to
inefficient and even incorrect customer assistance, which can jeopardize the customer trust in the
Company and negatively affect brand reputation.

Risk 2

Without a CRM, the Company risks constraining its ability to expand the clean energy programs to
reach the State’'s ambitious environmental goals. A comprehensive 360-degree view of the customer
across the entire Company will enable the Company to engage customers and effectively market
programs and technologies that support energy savings, electrification, and greenhouse gas
reductions.

Risk 3

Not implementing an enterprise CRM will mean maintaining multiple systems of record that could be
subsumed by a CRM, and over the long term the Company may require additional applications to
perform functions for which a CRM would otherwise be used. In addition to this cost and resource
inefficiency, this scenario would create further complexity and risk in creating and managing controls to
maintain customer data privacy based on current and anticipated legislative requirements.

Non-Financial Benefits
There are multiple non-financial benefits of implementing an enterprise-wide CRM, including:

e Increased customer satisfaction and engagement with strategic Company initiatives, including
clean energy programs

(& conEdison, inc. 5
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e Employees empowered with a 360-degree view of the customer and tools to help customers
resolve issues holistically and efficiently

e Improved workflows and collaboration across departments

e Ensuring compliance with regulatory and legislative mandates, particularly those related to
customer communications, and replying more quickly to DPS Staff inquiries related to
customer enrollment in specific programs

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

Capital: $34,000
O&M: $11,000

4. Basis for estimate

The Company has forecasted capital and O&M costs based upon a smaller departmental
implementation of a similar customer relationship management technology. Additionally, team sizes
and costs were based on similarly sized programs such as the NextGen Data Analytics platform, for
which we have several years of expenditure information. Please see Exhibit__ (CO-11) Customer
Relationship Management Request.

5. Conclusion

The value enabled by a Customer Relationship Management platform merits the costs of
implementation. To keep up with the emerging needs and desire of effortlessly experiences, it is
important for the company to have a full 360-degree view of customers. The initial architectural
development and enhancements that the Company seeks to create in this program will form the basis
of a robust platform that will enable new workflow efficiencies and operational optimization.

Project Risks and Mitigation Plan

Risk 1
One of the main risks associated with a new CRM system is its dependency on completion of the new
Customer Service System.

Mitigation plan

The Company will mitigate this risk by pursuing an incremental approach, starting initially by integrating
the CRM with the Customer Data and Analytics program and other ready-to-use Company platforms
while the new Customer Service System is getting ready to launch. After the new Customer Service

(& conEdison, inc. 6
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System is implemented and stabilized as planned beginning in 2023, the Company will begin work to
identify value added integrations.

Risk 2

Another risk is dependency on full integration with the Company’s existing marketing platform, the
Demand Management Tracking System and other internal platforms in order to take full advantage of a
robust CRM.

Mitigation plan
The Company can mitigate this risk by hiring knowledgeable system integrators and implementing
strong testing plans to facilitate full data transfer.

Risk 3

The length of time it takes for full implementation of a complex CRM (which will last beyond the 2023-
2025 time frame) could mean that newer, better customer technology may be available by the time
implementation is done.

Mitigation plan

The Company can mitigate this risk by using a Software as a Service (SaaS) provider so the Company
will be eligible for any and all new upgrades. The Company will go through a detailed selection process
to hire one of the leaders in the CRM field who will be able to provide us with the latest technology.

Risk 4
Putting customer information into a new system could present a level of cybersecurity risk.

Mitigation plan
To mitigate that risk, the Company’s legal assessment and cybersecurity teams will follow protocols to
monitor and predict any potential information leaks and protect the system against any liabilities.

Technical Evaluation / Analysis
N/A

Project Relationships (if applicable)

The CRM program is related to the following programs: Customer Data and Analytics, the new
Customer Service System, AMI, DCX, Virtual Assistant, Journey Mapping, Billing and Payment
Enhancements, Outage Communications, Outreach and Education, and numerous clean energy
programs (e.g., REV Demonstration Projects, AMI Innovative Pricing Pilots, Energy Efficiency
programs).

3. Funding Detail

Historical Spend

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021

(& conEdison, inc. 7
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(O&M only)
Capital
Oo&M N/A
Regulatory
Asset
Total Request ($000):
Total Request by Year
Request 2022 | Request 2023 | Request 2024 | Request 2025 Request 2026
Capital $6,000 $12,000 $10,000 $6,000
O&M* $1,000 $2,000 $2,000 $6,000
Regulatory
Asset
Capital/Regulatory Asset Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor 1770 5100 4400 2040
M&S 0 0 0 0
Contract
onrac 3490 4760 3750 3100
Services
Other 0 0 0
Overheads 740 2140 1850 860
Total $6,000 $12,000 $10,000 $6,000
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2021 2022 2023 2024 2025
O&M
Capital
*If whitepaper is supporting a capital project/ program this refers to implementation O&M
8
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program

(& conEdison, inc. 9
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Customer Relationship Management (CRM) Request

Capital (‘000s) 2023 2024 2025
CORE Customer Relationship Management
BUILD
Project Management and Business $924 $480 $540
IT Development and Services $1,000 $1,752 $852
System Integrator $3,600 $1,500 $1,500
Overheads (*some IT and business costs will be
contract services) S476 $272.16 $284.23
Knowledge Management
Project Management and Business S0 $1,056 $650
IT Development and Services $0 $360 $360
System Integrator S0 $900 $900
Overheads S0 $534.24 $409.93
Marketing and Communications
Project Management and Business S0 $688 $S480
IT Development and Services S0 $360 $450
System Integrator SO $300 $150
Overheads (*some IT and business costs will be
contract services) SO $237.68 $277.2
Program Enrollment Management
Project Management and Business S0 $624 S480
IT Development and Services S0 $360 $540
System Integrator S0 $S400 $200
Overheads SO $413.28 $409.64
Agent Dashboard
Project Management and Business S0 $720.56 $650
IT Development and Services SO $180 $350
System Integrator SO $S600 $300
Overheads (*some IT and business costs will be
contract services) SO $262.08 $217
Total $6,000 $12,000 $10,000
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O&M (‘000s) 2023 2024 2025

Administrative Service Management

1 Finance Specialist $60 $144 $144
Change Management — Training Development

for Agents and All Users $25 $180 $180
Software License $700 $1,226 $1,226
Third Party Vendor — Integration with Existing

Partners $190 S400 S400
IT Maintenance and Support $25 S50 $50
Total $1,000 $2,000 $2,000
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Example of Data Sharing Focus Areas

The list below is an example of current focus areas and enhancement examples a team would
focus on delivering to iterate on value-added enhancements across data-sharing offerings. This
will be worked through an agile product development structure to iterate with opportunity to
prioritize work based on customer, regulator, and stakeholder feedback.

e Performance enhancements to improve data platform response time. This has been
flagged by multiple third parties and would alleviate pain points in data transfer processes
and APl response time.

o Data integrity enhancements to address data mapping issues to improve data quality.
Stakeholders have identified data issues and the team has logged improvements to address
them, such as mapping of meter numbers across exchanges.

e Various enhancements and updates to align data sets and schema to updated Green
Button Alliance (GBA) specifications where possible. The team is currently accessing
certification and alignment opportunities that can be bundled into enhancement efforts
over time.

e Enabling specific customer segments in AP| offerings. There has been interest to include
New York Power Authority (NYPA) in access to ESCO API offering to enable them to access
data for prospective NYPA premises.

e Expanding customer data sets across API offerings. Various stakeholders have inquired
on new data elements that require facilitating discussions with Green Button Alliance for
Spec Updates and then development to incorporate into API offerings. Additionally, the
Green Button Alliance specification also includes required and optional data fields in its
specifications. There is opportunity for the company to expand data availability within the
specification.

e Improving the customer authorization process through the incorporation of bulk
authorization capability for customers to authorize multiple accounts at one time, reducing
friction when authorizing larger portfolio accounts.
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Customer Operations
2022
1. Project / Program Summary
Type: U Project X Program Category: X Capital X O&M

Work Plan Category: X Regulatory Mandated X Operationally Required [ Strategic

Project/Program Title:
Customer Data Sharing

Project/Program Number (Level 1):
Project/Program Manager: Eric Mastroianni 25524305

Status: [ Initiation X Planning [1 Execution [ On-going [ [ Other:

Estimated Start Date: January 2023 Estimated Date In Service: Ongoing

B.
A. Total Funding Request ($000) .
Capital: $8,500 0 5-Year Gross Cost Savings ($000)

O&M: $5,400 0 5-Year Gross Cost Avoidance ($000)

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months) (If applicable)

Work Description:

The Customer Data Sharing program is part of the Company’s Strategic Customer Experience
(Strategic CX) Portfolio of projects, which seeks to deliver a dynamic customer experience
that will both meet evolving customer and stakeholder expectations and enable the Company
to lead the transition to a clean energy future.

Since 2018, the Company has built and maintained a number of data sharing platforms that
enable third parties — including but not limited to distributed energy resource suppliers
(DERS), energy services companies (ESCOs), demand response aggregators, rate consultants
and building management firms — and large customers to access an array of energy usage and
account data. The primary platforms include:

e Share My Data (Green Button Connect My Data) — A platform that enables customers
to provide consent for authorized third parties to retrieve customer billing and interval
data via application program interface (API) technology aligned with Green Button
specifications.

e Large Customer API — A platform that allows large customers to use APIs to retrieve
the same customer billing and interval data available in Share My Data without the
upfront consent process.
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e ESCO API - Similar to Large Customer APIs, ESCO API allows energy services
companies to retrieve customer billing and interval data via APIs for customers with
presumed consent in accordance with the Uniform Business Practices.

e Third Party Access to My Account — This is an extension of the Company’s My
Account web portal that allows third parties to request access to customers’ My
Account experience to manage their accounts, retrieve data, and transact on behalf of
customers.

e Aggregated Whole-Building Usage Data — Con Edison provides New York City’s
largest building owners (i.e., larger than 25,000 square feet) and their authorized agents
with aggregated building usage for purposes of complying with the City’s
benchmarking laws. Con Edison offers a web service for building owners or their
authorized agents to automatically import aggregated whole-building data into Energy
Star Portfolio Manager®. Owners of smaller New York City buildings and all
Westchester buildings (or their agents, with a letter of authorization) are also eligible to
request whole-building usage data, subject to Commission-approved privacy standards.

(For further information on the genesis of these platforms please refer to the Company’s 2016
and 2019 rate filings, AMI Customer Engagement Plan, and 2016, 2018 and 2020 Distributed
System Implementation Plan (DSIP) filings.)

The Company requires incremental funding to support the continued evolution and growth of
these platforms as utilization by customers and third parties increases. Capital requested will
allow for the continued development and expansion of the first three program offerings listed
above. Work will include infrastructure and dataset enrichment based on customer and third
party needs in alignment with national Green Button data standards. This will also include
expanded capabilities, such as bulk authorization sought after by third parties on the Share My
Data platform, and enhancements to the onboarding processes through automation and
improved testing capabilities. Please see Exhibit_(CO-12) Example of Data Sharing Focus
Areas for examples of work items for development. This is a list of current items identified
and will evolve over time pulling from customer, third party, and regulatory feedback.

The incremental O&M is necessary to support the growing platforms through an expanded
team of technical and business resources to monitor performance and system availability and
engage third parties to improve onboarding and technical issue resolution. This same resource
capacity will also support ongoing needs of customers and third parties using the Third Party
Access to My Account service. (The Company is able to use the same resources to support
multiple offerings because they require similar skill sets.) Please reference the appendix below
for further information on the support team.

Finally, O&M funding will also be used to deliver incremental improvements to the
Company’s processes that enable building benchmarking using aggregated whole-building
data. This will include such items as the ability to benchmark Westchester buildings using the
Company’s automated benchmarking platform and to create zero consumption exceptions and
other data validations and improvements.
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See Exhibit__ (CO-14) Customer Data Sharing Request and Exhibit__(CO-15) Customer Data
Sharing O&M Request Details for a breakdown of costs for this program.

Justification Summary:

The Customer Data Sharing program is a part of the Company’s Strategic CX Portfolio of
projects. These programs work together to achieve the following value propositions:

e Increase customer satisfaction even as expectations continue to rise

e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and
streamlining adoption of programs

e Facilitating understanding and adoption of optional rates which help customers
save and support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved
communication during an outage

e Provide education and access to payment assistance when a customer experiences
financial difficulties that impact their ability to pay for service

The Customer Data Sharing program specifically contributes to these value areas as follows:

¢ Increase customer satisfaction: Large customers will continue to have multiple
options to access their own data and share it with third parties. This allows customers
to develop key insights into their energy usage and adopt new energy management
techniques and technologies that can lower their costs and carbon footprint. In
addition, robust data sharing platforms facilitate third-party value-added service
offerings for customers, such as solar energy installations.

e Support statewide clean energy goals: Enabling customers to securely access and
share data with third parties is key to unleashing the clean energy solutions New York
State needs to achieve its CLCPA goals. For examples, solar, energy efficiency, and
demand response providers use these platforms to analyze customer energy usage and
other information. This information is critical for these service providers to offer
value-added services that help customers save energy, a key objective of the CLCPA.

e Facilitating understanding and adoption of optional rates: Customers, including
building owners, will be able to use interval and/or aggregated data in consultation
with the Company and third parties that can help them select the optimal rate for their
energy needs.

The funding proposed for the Customer Data Sharing program supports legally mandated
initiatives required by PSC Orders, local laws and New York State laws including CLCPA.
Additionally, as the PSC directed in its February 11, 2021 Order Implementing an Integrated
Energy Data Resource (IEDR), the Company must continue to support its existing data sharing
channels until the IEDR is capable of replacing the functionality offered by some of the
Company’s platforms:
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“The Commission notes that several programs have been initiated relating to various aspects
of accessing and using energy customer and energy system data. The actions directed by this
Order specify the next steps to substantially increase useful access to useful energy-related
data through the IEDR, while not prematurely transitioning away from data access tools and
resources that are already operational. Considering the time needed to implement all the IEDR
capabilities, it will be necessary and reasonable for the utilities to maintain existing data
access resources and to continue developing currently planned resource enhancements and
additions that would provide stakeholders with earlier access to more data.” (IEDR Order, p.
10; emphasis added.)

In addition the Company will have a need to maintain and enhance customer data sharing
platforms whose functionality will not be replaced by the IEDR, such as Large Customer APIs
and Third Party Access to My Account, after the IEDR is implemented.

The Company needs to invest in additional resourcing to properly support third party and
customer use of the data sharing platforms. The resourcing plan for the 2023-2025 timeframe
includes expanded technical resources to support onboarding and analysis and resolution of
technical issues in a timely manner. The Company also anticipates that with continued growth
of platform use there will be a commensurate increase in need to resolve data issues for
platform users. The proposed O&M funding will enable the Company to establish a formal
framework for issue tracking and resolution to improve user experience and data availability.
The Company requires a dedicated and focused team to provide proper service to third parties
and customers to ensure that all involved are benefitting from the data-sharing platforms.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The Customer Data Sharing program supports CLCPA and other goals articulated in the
Company’s long-range plans. The platforms supported in this program enable customers to
securely share their data with third parties and engage in a wide range of energy-related
initiatives, from community solar to demand response to electric vehicles and time-variant
rates. Additionally, as noted above, the PSC has already determined that continued investment
in utility data-sharing platforms is “necessary and reasonable” while the State pursues
implementation of the IEDR.

2. Supplemental Information

Alternatives

There are currently no alternatives to continued operation of the platforms listed above until
implementation of the statewide IEDR with completed use cases that address those supported
by the current platforms. As noted in the Justification Summary, these programs are mandated
by the PSC and needed by third parties to efficiently obtain data from the Company that they
need to engage customers and operate in New York State.
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Risk of No Action

If the Company does not receive the requested funding, the data sharing platforms listed above
will not be adequately supported for customer and third-party utilization. The Company would
not be able to address an existing backlog of requests for data enrichment and enhancements to
APIs. This, in turn, would impact the ability of third parties to efficiently obtain data from the
Company and engage customers and could hamper strategic energy initiatives that the State is
relying on to achieve its emissions reduction targets. Failing to take action would also
contravene the PSC’s direction in the IEDR Order to continue support of and investment in
existing data-sharing platforms.

With regard to the requested O&M, denying funding will put the Company at risk of not
meeting expectations of interested parties looking to participate in programs. As noted above,
the Company anticipates that with continued growth of platform use there will be a
commensurate increase in need to analyze and prioritize the resolution of data issues for
platform users. This growth would surpass the ability of current resources to support the
platforms, eroding the user experience. Without the proposed O&M funding, the Company
will also not be able to establish a formal framework for issue tracking and resolution to
improve user experience and data availability.

Non-Financial Benefits

Non-financial benefits include: increased customer satisfaction, regulatory compliance, market
enablement for REV and clean energy initiatives and facilitating building owners’ compliance
with benchmarking laws.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

Capital: $8,500,000
O&M: $5,400,000

4. Basis for estimate
The basis for estimate is obtained from understanding of the costs related to prior enhancement

work on data sharing platforms and analysis of proper support model for the platforms.
Additional detail on resources and roles that result in the projected costs in this whitepaper can
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be referenced in Exhibit__ (CO-14) Customer Data Sharing Request and Exhibit__ (CO-15)
Customer Data Sharing O&M Request Details.

5. Conclusion

As stated above, the Commission has ordered utilities to continue to maintain and complete
planned enhancements to their data-sharing platforms. The funding requested in this paper
will allow the Company to adequately support its platforms for three years for the benefit of
both customers and third parties. This capability is critical to supplying the data needed to
sustain clean energy efforts until the IEDR is operational, and to continue supporting the
Company’s data sharing platforms that will not be replaced by the IEDR.

Project Risks and Mitigation Plan

Risk 1 — The costs here will address ongoing customer and regulatory objectives to achieve
improved and stable data-sharing options for customers in support of company and state
initiatives and clean energy goals. The risks to the ongoing development of these programs are
sudden shifts in customer and/or regulatory direction, new data-sharing requirements, and
third party emerging needs.

Mitigation plan — To mitigate the risk of an evolving utility environment, the work planned
will be managed through an agile methodology. This will enable the company to be flexible to
address customer and regulatory needs as they evolve. This agile methodology has been
proven in other programs, such as the Digital Customer Experience Program, to deliver
customer value and allow the team to adjust to meet emerging needs. This also enables the
team to prioritize and manage work within funding allocations.

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

The following ongoing project or programs have various dependencies or associations with the
Customer Data Sharing program:

- Digital Customer Experience (DCX) Program

- AMI Program

- CORE Program

- Enterprise Data Analytics Platform (EDAP) Program
- |EDR program

- Data Access Framework implementation activities
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3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
Oo&M N/A
Retirement
Total Request ($000):
Total Request by Year:
Request Request Request Request Request
2022 2023 2024 2025 2026
Capital $1,000 $2,500 $2,500 $2,500
O&M* $1,350 $1,350 $1,350 $1,350
Retirement
Capital Request by Elements of Expense ($000):

EOE 2022 2023 2024 2025 2026
Labor $300 $412 $530 $551
Mé&S
Contract $553 $1,886 $1,710 $1,679
Services
Other
Overheads $147 $202 $260 $270
Total $1,000 $2,500 $2,500 $2,500

Total Gross Cost Savings / Avoidance by Year ($000):
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year ($000):
2022 2023 2024 2025

2026

Oo&M
Capital
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*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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Capital (‘000)

2023

2024

2025

Labor

- 2 FTEs with incremental increase per rate
year to support growing work.

-1 Business and IT (RY 1)

-1 Business; 2 IT (RY 2)

- 2 Business; 2 IT (RY 3)

$300

$412

$530

Contract Services

Staff Augmentation for Agile development
and business support.

- Partial Architect

- Offshore Development

- Quality Assurance (testing)

- Business/Tech Analyst(s)

$553

$1,886

$11,710

Overhead

$147

$202

$260

Total

$1,000

$2,500

$2,500

O&M (‘000)

2023

2024

2025

Labor

$173

$173

$173

Contract Services

$1,177

$1,177

$1,177

Total

$1,350

$1,350

$1,350
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Customer Data Sharing O&M Request Detail
AREA RESOURCE ROLE ALLOCATION | O&M Request
Data Access PO/MGR -
Customer Handling
Business Internal across all programs and 100% $172,800.00
decision making on
program level
Prioritization in backlog
Analyst External refinement across 100% $332,800.00
programs and interface
with business
Triaging data issues and
organizing priorities
through PO for ongoing
Project Manager | On shore Contractor efforts across all Data 100% $106,080.00
Access Platforms.
Coordinates with
Offshore and provides
program reporting.
Sr Developer Offshore Contractor Su'pport Onboarding and 100% $90,720.00
minor enhancements
Developer Offshore Contractor Minor enhancements 100% $73,440.00
Tester Offshore Contractor Minor enhancements 100% $73,440.00
Benchmarking Employee FTE 1 Internal FTE 24%
and O&M costs
$500,000.00
for Enhancement work by o
Offshore Contractor 76%
enhancements offshore resources

Annual Cost*

$1,350,000.
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2022
1. Project / Program Summary
Type: U Project X Program Category: X Capital X O&M

Work Plan Category: [ Regulatory Mandated [J Operationally Required X Strategic

Project/Program Title: Billing and Payment Enhancements

Project/Program Manager: Raymond Joseph Project/Program Number (Level 1): 25524305

Status: [ Initiation X Planning [] Execution [ On-going U [ Other:

Estimated Date In Service: Phased in beginning
in 2023

B.

L] 5-Year Gross Cost Savings ($000)

[J 5-Year Gross Cost Avoidance ($000)

Estimated Start Date: January 2023

A. Total Funding Request ($000)
Capital: $4,000
O&M: $1,600

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

Work Description:

D. Investment Payback Period:
(Years/months) (If applicable)

The Billing and Payment Enhancements program is part of the Company’s Strategic Customer
Experience (Strategic CX) Portfolio of projects which seeks to deliver a dynamic customer
experience that will both meet evolving customer and stakeholder expectations and enable the
Company to lead the transition to a clean energy future.

Each year Con Edison delivers over 55 million bills and other letters to its approximately 3.5
million customers, including both paper and electronic correspondence. The Company also
receives and manages over 38 million customer payments annually. To improve the customer
experience in these interactions, Con Edison recently completed its Bill Redesign Program,
which made significant changes to customer bills, letters and electronic bill (“ebill”) delivery
and created a modern customer-friendly bill format that aligns with the My Account portal and
mobile applications. These improvements laid the groundwork for other programs — such as
Journey Mapping and DCX - to support and encourage increased opportunities for digital
engagement and self-service functionality for Con Edison customers.

The Company proposes to further improve the customer experience by implementing a new
Billing and Payment Enhancements program during the 2023-2025 time period. This program
will continue to improve the Company’s billing and payment interactions with customers and
third parties to meet customers’ needs and support new options consistent with technology
trends and the Company’s clean energy commitment. As described below, this includes new
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capabilities for tailored messaging on bills and options to pay with emerging digital payment
applications, among other features.

Key projects in the Billing and Payment Enhancements program will include the following:

Billing and Customer Communication Process Enhancements

e Improve bill content with customer-focused targeted messaging for clean energy
offers. Continued enhancement of the billing format to improve presentation of
complex/Distributed Energy Resource (DER) billing. Improved designs will assist with
the clean energy transition as we offer more programs for new and emerging rates,
such as net crediting for Community Distributed Generation (CDG). Please see
Exhibit__ (CO-18) Post Bill Re-Design Survey Report.

e The Company plans to implement a centralized document archiving program. As part
of this effort, a cross-functional assessment will be conducted jointly between the
Billing and Payments Enhancements Program and the Back Office Automation and
Workforce Management Program to identify synergies and opportunities to further
streamline processes involving inbound and outbound customer related documents and
information. Where such synergies overlap and align, an analysis will be performed to
recommend a single set of technology improvements allowing for smarter document
routing, storage, and access.

e Evaluate and begin implementation of a multi-channel customer communication
management (CCM) software solution. This will enable the Company to create and
deliver hard copy documents, electronic correspondence, emails, texts (SMS) and other
types of messages to customers from a central, coordinated delivery platform. The
CCM solution will enable customer service representatives (CSRs) and employees
across departments to send ad hoc, personalized messaging to one or more customers at
the push of a button, integrating preferences, account history and other business
intelligence from the Enterprise CRM system and Customer Data & Analytics
platform. In addition, the CCM solution will be integrated with the modern bill
production platform developed as part of the Bill Redesign program, the new customer
service system and other systems as necessary.

e To address the need for continued expansion of the Company’s offerings to non-
English speaking customers, the Company plans to study the impact of offering bills,
bill messages, and correspondence in languages besides English and Spanish. The
company will evaluate how best to begin this expansion on a phased basis during 2023-
2025 and document the cost for additional phases that may require more significant
cost and effort.

Payment Enhancements
e Expand payment options to offer customers seamless payment interactions that
integrate with third party pay partners (e.g., PayPal, Venmo, Apple Pay, Google
Wallet, MasterCard, Picture Pay apps). The Company will also investigate options to
pay by text/SMS and other emerging payment channels, as well as allowing bill
payments to be split among individuals. Please see Exhibit__ (CO-19) CE Bill Payment
Method Survey Report.
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Technology Upgrades

e During the 2023-2025 time period the Company will maintain billing and payment
platforms so they are the most current version, and maintain a high level of reliability.
The Company will also evaluate future platform upgrade features and capabilities to
keep up with industry changes and customer expectations.

e Explore using automated program interface (API) technology across customer payment
systems so bank account transactions are debited in near-real time as opposed to the 1-
3 day delay customers experience today.

e The Company will continue to monitor both customer and evolving industry trends to
offer customers simple and convenient ways to receive their bills and transact business
across the Company’s digital platforms. This includes leveraging billing and payment
aggregators, bank billing, and same-day payments.

Throughout the program the Company will engage its customers in the development and
design of strategic offerings through in-depth customer research and Proof of Concept (“PoC”)
usability testing, including prototyping. The Company will update Department of Public
Service Staff and stakeholders on developments for the Billing and Payment Enhancements
program via quarterly reporting.

Capital costs required to support the Billing and Payments Enhancements program include
internal labor, vendor costs, technology infrastructure upgrades, programming implementation
and software costs, as needed.

The Company is also requesting O&M program funding for the Billing and Payments
Enhancements program in all three Rate Years. The proposed funding will be consistent over
Rate Years 1, 2 and 3 and be used for such categories as:

- Contractor services and/or full time equivalent (“FTE”) resources to coordinate bill
content management functionality and management of third-party partnerships.

- Information Technology (“IT”) resources needed to support and maintain our existing
systems and make adjustments when necessary.

- New technology platform services and maintenance fees for OpenText CCM software,
etc.

- To continue the progress of the program, the Company proposes to conduct and
leverage customer and market research to expand the billing and payment platform
based on the focus areas noted in this white paper.

For additional details of the funding request please see Exhibit_ (CO-17) Billing and Payment
Enhancements Request.

Justification Summary:

The Billing and Payment Enhancements program is a part of the Company’s Strategic CX
Portfolio of projects. The Strategic CX Portfolio projects work together to achieve the
following value propositions:

e Increase customer satisfaction even as expectations continue to rise
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e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and
streamlining adoption of programs

¢ Facilitating understanding and adoption of optional rates which help customers
save and support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved
communication during an outage

e Provide education and access to payment assistance when a customer experiences
financial difficulties that impact their ability to pay for service

The Billing and Payment Enhancements program specifically contributes to these value areas
as follows:

e Increase customer satisfaction: The Company will survey customers to determine
their most desired payment channels/methods and implement new offerings
accordingly (e.g., Venmo, PayPal, etc.).

e Drive Cost Efficiency: A centralized CCM system may reduce costs by eliminating
redundancies across multiple communications vendors and delivery channels.

e Support statewide clean energy goals: In addition to targeted messaging, the
Company will promote clean energy programs on the bill and other customer
correspondence using technology, such as QR codes or weblinks, to streamline
education and awareness.

¢ Provide education and access to payment assistance: Continue to enhance the bill
through specific targeted messaging for customers that could benefit from payment
assistance programs.

A recent Bill Redesign project survey indicated that 97% of our customers were either
somewhat or very satisfied with our new bill redesign. The bill has been designed to keep up
with the new energy landscape to ensure it is convenient, informative and capable of offering
timely promotions that can assist in advancing new energy initiatives.

The funding proposed in the Billing and Payment Enhancements program will assist in
keeping up with further advances in digital technology and keeping pace with customer
expectations, providing value to the customer by delivering the right message and payment
options at the right time.

Demonstrating the speed with which customer preferences and expectations are evolving, in
March 2021, 44% of Con Edison residential and commercial customers surveyed by a vendor
showed interest in making payments through Venmo, PayPal or Zelle, stating that they
consider these forms of payment to be convenient, easy to use and trustworthy. In a previous
poll conducted in September 2019, only 4% of customers indicated they would prefer to use
Venmo, PayPal or Zelle as their primary payment method. As third party payment options
become more popular , customers expect their utility to provide options on par with their other
day-to-day transactions.
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The Billing and Payment Enhancements program will allow the Company to work with
customers on evolving payment platforms, help to centralize communications delivery and
offer customers easier methods for conducting transactions with the Company. Upgrading our
technology platforms to offer on-demand functionality will provide tailored messaging to the
individual at the time the customer wants the interaction, via their preferred channel. In
addition, expanding our archival processes and systems to house additional forms of
correspondence will improve customer confidence and give customer service employees the
tools they need to easily and fully investigate accounts.

The Billing and Payment Program is also key to maintaining overall customer satisfaction and
enabling self-service by customers that prefer digital channels. The Company has already seen
positive trends in online digital billing and payment transactional activity that appear to
support the idea that increased customer engagement on digital platforms promotes self-
service when viewing and paying bills. An example of this is the positive performance of the
recently released Electronic Deferred Payment Agreements (E-DPA) program, where e-mailed
agreements have resulted in 29% of customers e-signing their agreements as compared to 3%
for traditional paper DPAs. The Company expects that continued investment in a robust digital
platform that meets rising customer expectations will allow for increased adoption of self-
service channels, which can reduce the volume of calls that need to be answered by customer
service representatives.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The Billing and Payments enhancements effort supports the Company’s Long Range Plan goal
of leading the way to a clean energy future. To support a clean energy future and Climate
Leadership and Community Protection Act (CLCPA) goals the Billing and Payments
Enhancement program seeks to improve the Company’s ability to make personalized offers for
clean energy programs and services on the bill. In addition, the Company will be focusing on
improvements to presentation of complex rates, such as DER billing, which will help support
customer satisfaction and adoption of clean energy programs. .

2. Supplemental Information

Alternatives

The alternative to the proposed investments would be to cease expanding payment and
messaging options and perform maintenance work only on the Company’s current digital
platform. The Company would not provide customers with a continuously improving
experience that stays in step with their evolving expectations, making customers less likely to
learn about new energy initiative programs and miss opportunities to utilize digital self-service
options or engage in strategic programs designed to provide energy management options, such
as new rates and programs that require sophisticated digital interactions.
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Risk of No Action
There are several key risks associated with no action:

¢ Diminished digital bill delivery and lower electronic payments leading to increased
costs;

e Declining customer satisfaction as users become increasingly frustrated with an aged
experience and technology;

e More customers contacting the Company’s Customer Experience Centers rather than
using self-service electronic applications;

¢ Inability to adapt to evolving customer needs and regulatory requirements;

e Failure to achieve operating efficiencies enabled by centralized messaging and
archiving solutions; and

e Failure to support and leverage new customer engagement opportunities and emerging
clean energy initiatives made possible by smart meter technology.

Non-Financial Benefits

The Billing & Payment program will result in several non-financial benefits, including but not
limited to the following:

e Improved customer satisfaction through a multi-channel, simple and intuitive billing
and payment experience;

e Improved customer awareness, through more engaging and informative bill content;

e Improved customer engagement through proactive communications and additional
choices and control in how and when to make payments; and

e Improved agility, with more robust technology modules allowing for flexibility and
iterative development of new content to better meet customer needs, communications,
and regulatory initiatives.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

3. Total cost

Capital: $4,000,000
O&M: $1,600,000

4. Basis for estimate
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Capital costs are based on past program costs. O&M costs are estimated based on a review
with IT of costs to maintain the Company’s billing platforms, including ongoing software and
labor costs to support associated IT infrastructure. Please see Exhibit__ (CO-X) Billing and
Payment Enhancements Request.

5. Conclusion

The Billing and Payment Enhancements Program is critical to meeting customer expectations
for digital, seamless and easy interactions with the Company, regardless of what channel they
are using. The funding proposed for this program will enable the Company to keep up with
further advances in digital technology and evolve our billing and payment platforms,
providing value to the customer by delivering the right message and payment options at the
right time, on the channel of their choice.

Project Risks and Mitigation Plan

Unplanned Regulatory Mandate or Customer Necessity

The Billing and Payment Enhancements program will mitigate this risk by working through an
agile project management framework. This means scope is not necessarily fixed and the team
can prioritize new needs as they arise.

Insufficient Information Technology and Business Resourcing
The Company has procured multiple contracts, including minimal staff augmentation partners,
to allow for flexible teams that can scale to address capacity needs and mitigate this risk.

Technical Evaluation / Analysis

A comprehensive technical evaluation of the components of the Billing and Payment
Enhancements program will be performed as part of the agile, iterative program development
process. As noted above the Company will utilize both industry and customer analysis to
develop the scope, staffing, and cost estimates for the program components. In addition,
customer research will be conducted to create an informative evaluation.

In addition, the Company will continue to evaluate investments required to meet customer
expectations in future years. This evaluation will include a review of future customer needs
and trends, and the strategies and technology to meet these needs.

Project Relationships (if applicable)

The Billing and Payments program is complementary to the new customer service system, the
proposed Enterprise CRM solution and numerous clean energy programs. Additionally, the
Billing and Payment program will share several dependencies with other programs proposed in
this filing including Virtual Assistants, Journey Mapping, Customer Data and Analytics, DCX,
Back Office Automation and Workforce Management and Customer Outreach.

(& conEdison, inc. 7



Exhibit__ (CO-16)
Page 8 of 9

3. Funding Detail

Historical Spend ($000)

Actual Actual Actual Actual Historic Year Forecast
2017 2018 2019 2020 (O&M only) 2021
Capital
Oo&M N/A
Total Request ($000):
Total Request by Year:
Request 2022 R—ez‘(l)%“ Request 2024 | Request 2025 | Request 2026
Capital $1,000 $1,000 $1,000 $1,000
O&M* $400 $400 $400 $400
Regulatory
Asset

Capital Request by Elements of Expense:

EOE 2022 2023 2024 2025 2026
Labor $300 $300 $300 $300
M&S
(S::rr“flr;": $550 $550 $550 $550
Other
Overheads $150 $150 $150 $150
Total $1,000 $1,000 $1,000 $1,000

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:

EOE 2022 2023 2024 2025 2026
O&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

(& conEdison, inc. 8



Exhibit__ (CO-16)
Page 9 of 9

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program

(& conEdison, inc. 9



EXHIBIT__(CO-17)

Page 1 of 1

Billing and Payment Enhancements Request

Capital ($000) 2023 2024 2025
Labor
1 Project Manager $300 $300 $300
1 Business Analyst/QA
Contract Services
2 IT Developer Resources $550 $550 $5550
Software/Hardware Upgrades
Overhead $150 $150 $150
Total $1,000 $1,000 $1,000

0&M ($000) 2023 2024 2025

Labor
1 Project Specialist $100 $100 $100
Contract Services
11T Resource
Customer Research $260 $260 $260
Overhead $40 $40 $40
Total $400 $400 $400




(& conEdison

Post Bill Re-Design Survey
Report

SEPTEMBER 2021
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Background, Objectives and Methodology

7 Based on customer feedback, Con Edison tested several prototypes and re-designed its bill.
The new paper bill and e-bill format launched on April 9, 2021. Con Edison would like to get
customer feedback and gain insights on the new bill re-design.

- The findings from this survey will be used to make any additional changes to the bill design to
better fit customer needs.

o Audience
...

V # of Participants
U U

Response Rate

Testing Period

@ Method

Residential and Commercial Customers in the Con Edison Advisory
Community who review the monthly bills and at least glance at them
once in a while

Total n=1,961
Residential: n=1,784 (91%)
Commercial: n=177 (9%)

20% 0
9/9/2021 -9/16/2021 “;SE

N Q
Online survey ;;

*Differences between paper bill and e-bill recipients noted where applicable

@ conEdison



Key Findings and Recommendations

Customers like the new bill design; it is clear and provides helpful information.

Key Findings \

\

information they are most interested in.

@ = Satisfaction with the newly designed bill is consistent among customers who receive
paper and e-bills.

N\
7

Customers like the easy-to-understand layout; they find the information helpful, and the usage
trends useful for understanding their overall usage habits.

= Most (89%) find the temperature line at least somewhat helpful.
* Three-quarters (76%) believe the bill contains the right amount of information.

Dislikes include the bill feeling cluttered and missing year-over-year comparisons.

Suggestions for improvement include:

* Reducing the amount of text and increasing the font size.

& G

= Providing more usage information, including year-over-year usage data.

Recommendations:

» Explore ways to further streamline information included in the bill to make it less wordy and overwhelming
for customers.

» In the usage chart, find some way to highlight the two anchor bars for the year-to-year comparison
(i.e., Sept’20 & Sept’21).

» Consider using larger, bold font or other colors to call out the most important information on the bill.

Virtually all customers (96%) are satisfied with the design of the new bill, citing the ease of Iocatih

-

8T Jo ¢ abed
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Detailed Findings
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Virtually all are satisfied with the new bill design, as it is clear and easy to find (key)
information.

Overall Satisfaction with Bill

[ Very satisfied } [ Somewhat satisfied ] Not very satisfied [ Not at all satisfied ]

59% 37% 3% 1% ‘

A A

s

The pertinent information is easy to find, and additional
information is displayed visually, and it offers food for thought.”
— WS Customer, Residential, Receives e-bill, Very satisfied

“It not only makes my bill and due date clear but explains in detail
what the charges are for and provides info like how my costs vary
with the seasons. | can choose to adjust my usage if | want to based
on the provided information.” — BK Customer, Residential,

Receives paper bill, Very satisfied ) ‘It’s clearer and better laid out than the previous format.”

— MN Customer, Commercial, Receives paper bill,
“I like that the most important things, amount and due date, are
large and clear at the top.”

Ay

vy
. J

‘

As a senior citizen, | appreciate when details are broken down to

Somewhat satisfied
— MN Customer, Residential, Receives e-bill, Very satisfied
make it easier for people my age to understand. And, | appreciate

Ye127)

~ you doing your very best to work with your customers and address
“Itis comprehensive, with the most important information very our needs.” — BX Customer, Residential, Receives paper bill,
easy to find.” — QN Customer, Residential, Receives e-bill, Somewhat satisfied
Very satisfied )

G

Too much info is crowded on the page.” — MN Customer,
Commercial, Receives paper bill, Not very satisfied

G

The comparison to last year's usage is missing.” — BK Customer,
Residential, Receives e-bill, Not at all satisfied

Residential, Receives paper bill, Very satisfied

\
“No issues, looks great and easy to find the information, usage,
previous year comparison, delivery charges, etc.” — BX Customer,

—8740 gefed—' \
(8T-0D) ugiux3g

Q10 - Overall, how satisfied are you with the current look and layout of the bill? (Base: Total; n= 1,961) :
Q11 - Please explain why you answered this way, and please be as specific as possible. (Base: Total; n= 1,961) ‘E conEdison




Additional Verbatims

Reasons for Level of Satisfaction with Bill Design

\
“I'like having all the information, including temperature, on one
bill. Nothing is left for me to guess at.” — MN Customer,
Commercial, Receives paper bill, Very satisfied

4
~
“Itis very detailed, so it leaves no question unanswered.”
— MN Customer, Residential, Receives e-bill, Very satisfied
S

graphs on the 1st page provide me with usage info at a glance.”

\
“The information is easy to find and easy to read. If | just want to
find payment info, it is highlighted & bolded, easy to locate. The
— QN Customer, Residential, Receives e-bill, Very satisfied

S

become too crowded; | think this is the limit of info on that bill.”

\
“Itis clear, the amount due and date jump to the eyes. Easy to
navigate through details. But | would not add more info, or risk to
— QN Customer, Residential, Receives e-bill, Very satisfied

.

~
“I would like a full and simple-to-understand listing of all the
charges that go into the bill.” — BK Customer, Commercial,

Receives e-bill, Somewhat satisfied

-

“It’s definitely an improvement over the old version in that it's
easy to find the information | need, but it's still too cluttered for
my liking.” — WS Customer, Residential, Receives e-bill,
Somewhat satisfied y
~
“It's good and nice! Easy to read and has all info I'm looking for.”
— MN Customer, Residential, Receives e-bill, Somewhat satisfied
iy
\
“As | said, | want to understand how | can change my bill. What is
drawing energy and how can | do better? Maybe there is no way,
and | am a low user, but this is just what it costs.”
— MN Customer, Residential, Receives e-bill, Not very satisfied
4
™~
“Need more usage detail, and cost breakdown.” — QN Customer,
ﬂ Residential, Receives e-bill, Not very satisfied
y,
™~
“Removing the prior year's monthly usage comparison makes the
bill much less useful and insightful.” — BK Customer, Residential,
Receives paper bill, Not very satisfied

“itis hard to tell how much of my bill change from prior year-
month is due to increased USAGE vs increased RATES.”
— MN Customer, Residential, Receives e-bill, Not very satisfied

|

(8T-0D) ugiux3g

Q10 - Overall, how satisfied are you with the current look and layout of the bill? (Base: Total; n= 1,961)
Q11 - Please explain why you answered this way, and please be as specific as possible. (Base: Total; n=1,961)
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The new bill contains the right amount of information and is easy to navigate; the
temperature line is considered helpful.

Ease of Finding Information™

Helpfulness of Temperature Line**

Amount of Information in Bill

\
0, 0,
Very easy 64% Very helpful 46% Too much 18%
1 J information
b Y Y
J
Somewhat Somewhat Right
eas 32% helpful 43% & (1)
y elpfu amount of 76/)
J / / information
U
Not very Not very
3% 9%
easy ? helpful !\|°t enou.gh 6%
J information
-’ Y y J )
) ™\ y
Not at all - Not at all . g
0 ~—+
easy > helpful 8|
D —
y, ) y, J 53
B &
*These scores are consistent with results from the Nov. 2019 research
**The top 2 box score is significantly higher than that from the Nov. 2019 research (89% vs 83%)
Q7 - How easy is it to find the information you are interested in on your bill? (Base: Total; n=1,961)
Q8 - How helpful to you is having a temperature line included in the usage chart? (Base: Total; n=1,961) @ conEdison

Q9 - Do you think the information shown in the newly designed bill contains...? (Base: Total; n=1,961)



Customers like the clearly labeled information (especially amount due) and the use
of color and usage charts, which help them understand their overall habits.

What Customers Like about Bill Re-Design

Amount due is easy to locate

ANIANEA NN

Sections containing relevant information are clearly highlighted (easy to read)

Usage trends and charts are helpful to understanding overall habits
Colors are eye-catching and help distinguish each section

—
“The balance due and pay by date are upfront and clear. The bill
breakdown is also front and center.” — WS Customer, Residential,

Receives e-bill, Somewhat satisfied )

4 ™\
“I like that the important areas are highlighted. | like the colorful
design and layout.” — WS Customer, Residential, Receives e-bill,
Very satisfied

“] like that the balance is large and easy to view. | like the colors
that were chosen - they are easy to see and do a good job of
separating sections.” — MIN Customer, Residential, Receives e-bill,

Very satisfied )

“Every section is clearly labeled, so it is easy to locate what | am
searching for quickly; | like that the total amount due and its due
date are right at the top; it is useful to have the last billing period
included as a reference, as well as the average usage charts.”

— MN Customer, Commercial, Receives e-bill, Very satisfied Y,

Q5 - What do you like about the new look of the bill? Please be as specific as possible. (Base: Total; n= 1,961)

‘\
“I like that almost everything relevant for a quick glance is on page
1.” — MIN Customer, Residential, Receives e-bill, Very satisfied
J
. . . )
“The first page is very easy to read, and | like the charts showing
average daily/monthly usage. | also appreciate the clarity on the
many different ways to pay the bill.” — MIN Customer, Residential,
Receives e-bill, Very satisfied )
. e )
“It’s easy to find what | owe immediately, if | am in a hurry paying
bills. The other information is clearly stated if | need to find it to
analyze my usage and charges.” — BK Customer, Residential,
Receives e-bill, Very satisfied
o
&
@D
oo
“It is a smarter design and colorful.” — MIN Customer, Residential, i"
Receives e-bill, Somewhat satisfied o
J

@ conEdison
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Additional Verbatims

What Customers Like about Bill Re-Design

N

nm

o

~
“It's very easy to see current usage, amount due supply and
delivery charges and consumption trends.” — WS Customer,
Residential, Receives paper bill, Very satisfied
S
~
“The amount due is easy to see. | like the chart of daily usage. The
supply charges and delivery charges are easy to understand.”
— BK Customer, Residential, Receives paper bill, Very satisfied
J
\
‘I like how clearly labeled each section is, with very helpful
breakouts, as well as daily averages and other precise
information.” — MN Customer, Residential, Receives e-bill,
Somewhat satisfied
J
\
‘The new look is simple to follow. The graphs are colorful and
other information is in bold and differently sized. My eyes
appreciate it.” — BX Customer, Residential, Receives paper bill,
Very satisfied
S
™
“I like the color differentiation between gas and electric. It's very
easy to read and detailed.” — WS Customer, Residential, Receives
paper bill, Somewhat satisfied )

AN

“Shown clearly balance due and date. Also like the Average Daily
usage and break down on calculations.” — BK Customer,
Residential, Receives e-bill, Very satisfied

'\

-

“I love the way that all the necessary information is presented
right away, on the first page, in the first paragraph. | also like the
energy usage graph right next to it, and the large bold bill amount
is easy to see.” — BX Customer, Residential,

Has gone back to paper bill, Very satisfied

“Amount due and due date is clearly at the top, as is account
number and previous and new billing charges.” — WS Customer,
Commercial, Receives e-bill, Very satisfied

also helpful.” — BK Customer, Commercial, Receives paper bill,

“It is very easy to see the information at a glance with charts
detailing daily usage. Colors and clear distinction of sections is
Very satisfied

the letters are bigger. Also, the bill is more reader-friendly.”

“I like that is simpler to understand it. The balance is clearer and
— QN Customer, Residential, Receives paper bill, Very satisfied

J
—\
J
\
0
S
J gz
'U""
© 0
S O
5 &

Q5 - What do you like about the new look of the bill? Please be as specific as possible. (Base: Total; n=1,961)

@ conEdison



Six in ten customers do not have any dislikes. And, even though most believe the bill
contains the right amount of information, it still feels cluttered.

What Customers Dislike/Find Confusing about Bill Re-Design

bill seem cluttered

+» Small font size, excessive text and condensed format makes the

%* Year-over-year comparison is missing

+» Lack of explanation of the delivery and supply charges

+* Combined gas and electric usage

+» Lack of color to call out important information (color too similar)

“Too much to look at - font is small and everything is so close
together.” — WS Customer, Commercial, Receives e-bill,
Somewhat satisfied

color coordination for electric and gas usage between the pages,
but there is a lot of small type that makes the pages look
confusing. | enjoyed when the gas and electric usage breakdowns
were on two separate pages, though | understand this new
format may be due to a desire to save paper on Con Ed’s part.”

“It’s a very busy layout/design. | understand the green and blue \

— QN Customer, Residential, Receives e-bill, Somewhat satisfied/

“I think some of the taxes, fees, supply costs, etc. could be
explained more.” — MN Customer, Residential, Receives e-bill,
Somewhat satisfied

\

“It's clear. Just the small font writing clutters the page too much.”
— QN Customer, Commercial, Receives e-bill, Somewhat satisfied

\

S

Supply charges and delivery charges. They need to be explained

in more detail.” — BX Customer, Commercial, Receives paper bills,

Somewhat satisfied

N

~

‘There's a large amount of text on the second page. | feel like
most of this would be ignored, though it seems like there is some
important information.” — QN Customer, Residential,

Receives e-bill, Somewhat satisfied

AT

J/
™~

I

It would be helpful to see a year-over-year comparison of my gas
and electricity usage, so | know if I'm doing better or worse.”
— MN Customer, Residential, Receives e-bill, Very satisfied

/ﬁ

\
8T J0 0T abed
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Q6 - What, if anything, do you dislike and/or find confusing about the new look of the bill? Please be as specific as possible. (Base: Total; n= 1,961)
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Additional Verbatims

What Customers Dislike/Find Confusing about Bill Re-Design

“I'think the bill design is a bit too crowded. | would simplify or
remove sections like ‘Messages for You’ and ‘Power Problems.” “
— BK Customer, Residential, Receives e-bill, Somewhat satisfied

N

\

‘I missed the comparison of my usage with previous year. How is
the scale of the usage graph determined? Depending on how the
max and min values are set, one can easily change the viewer's
perception of their monthly usage changes.” — BK Customer,
Residential, Receives paper bill, Somewhat satisfied

e

S
~

4

The fine print on page 2 is a tad too much not only in terms of
readability but looks concentrated.” — QN Customer, Residential,
Receives e-bill, Very satisfied

(o33

J
~

N

&

The graphs are missing last year's comparison.”
— BX Customer, Residential, Receives e-bill, Somewhat satisfied

Ay

o

“Too much small print in a lot of different areas on the bill; it's a
lot of text - a bit overwhelming at first glance. If | weren't looking
for some specific information, | doubt | would read through any of
it.” — QN Customer, Residential, Receives paper bill,

Somewhat satisfied

T

J

\

4

It's a bit clustered. It's a lot of information very small font size
for you to read. Also, everything is listed from left to right
although, similar to the previous design for the bill, it would
list/stack the gas/electric readings and you would read it as if it
was a math problem/equation to solve, meaning vertically and
not horizontally.” — BX Customer, Commercial, Receives e-bill,
Not very satisfied

TN

/

“It was very, very, very useful, helpful, and insightful to previously
see the historical usage per month from the prior year as a
comparison, but sadly this information is no longer available.”

— BK Customer, Residential, Receives paper bill,

Not very satisfied

S
~

“Would love to see the Electricity and Gas charges also displayed
on the first page, albeit less prominently...perhaps in smaller but
even different color fonts.” — BX Customer, Residential,
Receives e-bill, Somewhat satisfied

AN

J

‘I would like additional data on my bill that compares my usage to
prior months and spots trends in usage. Sometimes, | don't know
if the fluctuations in my charges are driven primarily by rate
changes or my own utilization.” — WS Customer, Residential,

T

Receives paper bill, Somewhat satisfied

8T Jo TT 8bed
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Q6 - What, if anything, do you dislike and/or find confusing about the new look of the bill? Please be as specific as possible. (Base: Total; n= 1,961)
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Roughly one-fifth of customers have suggestions to improve the bill, which include
fewer words and more usage information.

Improvement Suggestions

No Yes

79% 2%

n=411

Improvement suggestions include...

» Limit text to help de-clutter and streamline information

» Include more detailed usage information (e.g., daily usage,
year-over-year usage, trend lines)

» Increase font sizes

™ ™~
p . . . “Please increase the font size of the account number and period of
Make it more clear by reducing the amount of text, adding more ” . , , ,
) ; AN coverage.” — QN Customer, Residential, Receives e-bill,
graphics (graphical breakdown of fees) and consolidating the text . g
; s . - o Somewhat satisfied
in the ‘understanding your bill’ section.” — WS Customer, Y,
Residential, Receives e-bill, Somewhat satisfied s ~
-/ “Cut down the small print and the superfluous information.”
ﬂ — MN Customer, Commercial, Receives e-bill, Somewhat satisfied
I% . \ vy
Average usage by time of day and day of week, preferably for p -
current month compared to previous month and average for last “Adding more spacing among the paragraphs to make it more
12 months.” — WS Customer, Residential, Receives paper bill, readable.” — QN Customer, Residential, Receives e-bill,
Somewhat satisfied

Y, ﬂ Somewhat satisfied

Q12 - Finally, do you have any improvement suggestions to help make the bill easier to understand? (Base: Total; n=1,961) ‘E conEdison
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Additional Verbatims

Improvement Suggestions

\

‘Consolidate information a little bit more efficiently; would add
tips on how to save (like for instance if the highest usage was a
hot day, perhaps Con Ed could suggest ways that | could decrease
costs for that day).” — MIN Customer, Residential, Receives e-bill,
Somewhat satisfied

o

J
\

d

Change the font to something easier to read. Also, color contrast
is not great for accessibility.” — SI Customer, Residential,
Receives e-bill, Somewhat satisfied

‘\

“Give more analysis of hour-by-hour breakdown. ‘Your highest

spending hour is Tuesdays at 1pm’.” — MN Customer, Residential,
Receives e-bill, Very satisfied

J

Tyes )

/
\
“| prefer a break down of the billing that directly shows the
connection between consumption and bill. It's not possible to
calculate it in the new bill.” — WS Customer, Residential,
Receives e-bill, Somewhat satisfied
4

‘1. In Understanding Your Bill, the wording could be reduced anch
made more concise; 2. In Ways To Pay Your Bill, the virus should
be written as COVID-19; 3. Why are walk-in centers even listed if
they are all closed due to COVID-19? The list should be removed
until they are opened; 4. Why do you have on page 2 both "Sales
tax @4.5000%" and "Total sales tax"? It seems redundant,

“More graphic or other style of illustration to convey complicated
info in an easy digestible way (i.e., cost per unit for each of the
last 12 months vs average customer cost per unit) to see if I'm
paying too much or not.” — WS Customer, Commercial,

Receives paper bill, Somewhat satisfied

“Yes, maybe spacing or formatting the charges a little bit
differently and not packing them so tightly together would help us
to better understand them.” — BK Customer, Residential,
Receives paper bill, Somewhat satisfied

combine them.” — BX Customer, Residential, Receives paper bill,
Very satisfied /

T

“As | am an electricity heavy business, | might like to see a more
detailed breakdown of my electricity usage (dates/times/costs) to
determine what, if any, machines or procedures are creating high
demand and driving up prices.” — QN Customer, Commercial,
Receives paper bill, Very satisfied

8T Jo £T abed
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Q12 - Finally, do you have any improvement suggestions to help make the bill easier to understand? (Base: Total; n=1,961)
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Just over half of customers receive e-bills; a few returned to paper bills because it is
easier to read, needed for records or they just prefer paper copies.

Method of Receiving Bill
Currently receiving paper bills Was receiving e-bills (by emal!), Currently recelv.mg e-bills
but have gone back to paper bills (by email)

43% 2% 55%

\ J
|
n=48

™~
“The charges were unusually high for several months, and | “I would forget to pay the bill and couldn't remember log in info.”
wanted to be able to review the bills thoroughly. The website was — BK Customer, Residential, Has gone back to paper bill,
not always reliable.” — SI Customer, Residential, Very satisfied
Has gone back to paper bill, Very satisfied /

.

“I like having a ‘hard copy’ of the bill, for record keeping.”
— BX Customer, Residential, Has gone back to paper bill,
Very satisfied

— QN Customer, Commercial, Has gone back to paper bill,
Somewhat satisfied

/

A “| liked being able to save for me records for our building.”

— QN Customer, Commercial, Has gone back to paper bill,
Somewhat satisfied

J
8T Jo ST abed
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“Easier to read the information.” — MIN Customer, Residential,
Has gone back to paper bill, Somewhat satisfied

™ { “| liked being able to save for me records for our building.”

Q3 - What is your current method of receiving Con Edison bills? (Base: Total; n=1,961) @ E d
Q4 - Why did you go back to paper bills? Please be as specific as possible. (Base: Those who have gone back to paper bills; n=48) con Ison



Most customers at least glance at their bill every month.

How Closely Read/Review Bill

4 )

I thoroughly read it every month 41%
N )
4 )

I glance at it every month 46%
\. A
4 )

I glance at it once in a while 13%
\. .

Customers who receive paper bills tend to read the
bill more thoroughly than those who receive e-bills.

Q2 - How closely do you read/review your monthly Con Edison bill? (Base: Total; n= 1,961)

8T Jo 9T abed
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MINA MILLER
Account Number: 99-9999-9999-9999-9

Your Bill Breakdown S

Last billing period

Avoid estimated bills - please give us access Lo read your meter,
Your billing summary as of Dec 9, 2020

Your previous charges and payments

Total charges from your last bill $97.93
Payments through Dec 7, thank you -$97.93
Balance from previous bill None
Your new charges

Billing period: Nov 04, 2020 to Dec 08, 2020

Electricity charges - for 34 days $87.25
Gas charges - for 34 cays $46.25
Total from this billing period $133.50
Total amount due $133.50

Payment is due upon receipt of this bill. To avoid a late payment charge of 1.5%,
please pay the total amount due oy Jan 4, 2021,

Messages For You

S Want to go paperless and receive your bill electrorically?
Sign up at coned.conveBill

(=<5 Join our Direct Payment Plan (DPP). Just place an ‘X' in the Auto Pay
enroliment box on your payment slip when you mail back your payment by
check. We'll use your banking information to enroll you in the plan. Then,
«each month, after you've had time to review your bill, we will automatically
deduct your Con Edison bill payment from your checking account. Join Now.

(& conEdison (&N 1o
Your Energy Bill
MINA MILLER

25-257 PEARL STREET
NEW YORK, NY 10038

+ 9999 999999999999999

M79 M97
0000006

Bill Re-Design Example Shown

Page10f2

Current balance due

$133.50

Pay By
01/04/21

Service delivered to: 25-257 PEARL STREET
Next meter reading date: Friday, Jan 8, 2021

Your average daily electric usage Q

* temp*
100

8.03
KWh

Your average daily gas usage

0.32
therms

kwh

; OITEHHHHY

Cec Jan Feb Mar AprMayJun Jul Aug Sep Oct NovDec

therms
05
L

038

025

°

» g AT

Dec Jan FabMar AprMay Jun Jul Aug Sep Oct NovDec

Power
Problems?

Report your outage to get
updates. conEd.com

om/ContactUs <’ 1-800-752-6633

Account number: 99-9999-9999-9999-9

Pay By
01/04/21

Amount
Enclosed

$133.50
—

Please make checks payable to Con Edison.
[ enrolt in Auto Pay

@ conEdison

PO BOX 1702

NEW YORK, NY 10116-1702

99999999999

99999999999

Name: MINA MILLER

Account number: 99-9999-9999-9999-9

Page 2 of 2

Your electricity breakdown rars. cii rssicenial or Religious
Electric Meter Detail - billing period from Nov 04, 2020 to Dec 08, 2020 (34 days)

Meter & New Reading Reading Type Date Prior Reading
08942589 10641 Actual Dec08, 20 10368
Your Supply Charges

Supply 273 kwh @9.0330¢/kWh $24.66
Merchant function charge $1.03
GRT & other tax surcharges $0.62
Total supply charges $26.31

Vour total electricity supply cost for this bill is 9.6¢ per KWh. You can compare this
price with those offered by energy services companies (FSCOS). For a fist of £SCOs,
visit PowerYourWay.com or cail 1-800-780-2884.

Reading Type Date Reading Diff o

Actual Nov 04, 20 n 273 kWh
Your Delivery Charges
Basic service charge $18.77
Delivery 273 kWh @12.5604¢/kWh $34.29
System Benefit Charge @0.5018¢/kwh $1.37
GRT & other tax surcharges $2.75
Total delivery charges $57.18
Sales tax @4.5000% $376
Total sales tax $3.76
Your electricity total $87.25

Meter # New Reading _Reading Type Prior Reading  Reading Type
Zr706a7 St6a sl sis3 et Nov04.20 T
“Therm conversion factor 1.030
Total Gas Use 11 therms
Your Supply Charges Your Delivery Charges
Supply 11 therms @32.7273¢/therm $3.60 Basic service charge (includes first 3.4 therms) $27.84
Merchant function charge $0.17 Remaining 7.6 therms @137.3684¢/therm $10.44
GRT & other tax surcharges $0.09 Monthly rate adjustment @2.0309¢/therm $0.23
Total supply charges $3.86  System Benefit Charge @0.0000C/therm 50.00
GRT & other tax surcharges $1.89
Your total gas supply cost for this bill is 35.0¢ per therm. You can compare this price Total delivery charges $40.40
with those offered by energy services companies (ESCOs). For a list of ESCOs, visit Your sales tax
PowerYourWay.com or cail 1-800-780-2884. Sales tax @41.5000% $1.93
Total sales tax $1.99
Your gas total $46.25
Understanding your bill
harge for accounting, and bill processing charge of
3064, '0).is
Charge for
50164, o
. Ko ’ Rates 230 day
or less than 30 days, we prorate your bil sccordingly.
Delivery: Charg e con ¥
i lig you by Con Edison.
narze you by Con Edison.
GRT et o0 G " d
Monthly I for d credits, and from October through May, for the effect of variation from rormal weather.
@ How to get in fouch with us ontacty Phone: Mail: Con Edison, Cooper Station, P.0. Box 138, New York, NY 10276-0138
Ways to pay your bill

1. Auto Pay: Pay your bill automatically from your checking or savings
account at no charge. Enroll at conEd.com/MyAccount or call
1-212-243-1900.

2. Online: Pay at conEd.com/MyAccount using your bank account, credit
card or debit card.

3. App: Download the Con Edison app from the App Store or Google
Play Store.

4. Phone: Pay by phone at 1-888-925-5016 using your bank account,
credit card or debit card.

5. InPerson: We have temporarily closed our walk-in centers due to
covid-19. Our walk-in center locations are below.

Manhattan: 122 East 124th Street
Brooklyn: 345 Jay Street

Queens: 89-67 162nd Street

Bronx: 1775 Grand Concourse

Staten Island: 1140 Richmond Terrace
Westchester: 1 Bogopa Plaza

6. Mail: Send a check or money order, payable to Con Edison, using the
envelope provided to authorize us to make a one-time electronic fund
transfer from your account or to process the payment as a check.
You will not get the check back. Do not send cash.

Con Edison
PO Box 1702
New York, NY 10116-1702

Questions? Call toll free 1-800-75-CONED (1-800-752-6633)

Save a stamp. Pay your bill online at
ConEd.com/MyAccount

(& conEdison
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For Additional Questions, Please Contact:

Nancy Stahl

Customer Experience,
Marketing

stahIn@coned.com
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Bill Payment Method Survey
Report

MARCH 2021
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Background, Objectives and Methodology

Gauge customer interest in different monthly bill payment methods, including Venmo, PayPal
and Zelle, as well as paying directly in a large bank branch.

- The findings will be leveraged for considering the feasibility of offering additional bill payment
options to customers.

: Residential and Commercial customers within the Con Edison Advisory
L Y- Audience )
.-. Community

\/ # of Participants n=1,875 total

Response Rate 23%

U U
Y
=)
. . g,
Testing Period 3/16/2021 - 3/22/2021 §|ﬁ
o 0
. o O
© Method Online survey =0
*Some findings compared with previous polls asked within the Con Edison Advisory Community. N~

@ conEdison 2



Key Findings and Recommendations

Customers appreciate the possible addition of new monthly bill payment options,
regardless of whether they would use them.

digitally with an invoice number helpful, as it would be easy and convenient.
2
5
. gl
Recommendations: ©Q
Consider whether it is feasible to offer customers additional bill payment options, as there is interest. 55

Key Findings \‘

Convenience drives interest to pay monthly bills via a bank branch or via Venmo, PayPal or

Zelle. Even those who prefer alternate payment methods appreciate other options to have as a
back-up.

Most customers currently pay their bills through their bank or through auto-pay. Some say
they prefer these methods of payment to the new options.

Those who are not as interested in the new options prefer their current payment
methods or have concerns about safety and security (e.g., privacy, COVID concerns).

Among the 11% who self-reported as a business customer, more than half would find paying

For business customers, consider offering the option of paying digitally with an invoice number.

(_é_ conEdison



Detailed Findings
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Most customers currently pay their Con Edison bill through their bank or use auto-pay.

Method to Pay Con Edison Bill

\
Through my bank m
A
\
7~
Auto-pay T J
A
\
Credit/debit card E
A
\
Check ﬁ
A
° I
Con Edison walk-centers
o
\
Authorized payment centers, ﬁ
such as CVS or Walgreens ——
A
_ I
Other
A

Q1 - How do you typically pay your monthly Con Edison bills? (Base: Total; n=1875)

42%
V,
30%
Vi
14%
.
8%
Vi
<1%
.
<1%
.
5%

Other methods include:
> * Con Edison website
* Con Edison app

[¢

LL VS UE
(6T-0D) g3
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Just under half of customers express interest in using Venmo, PayPal or Zelle to pay their bills.

Pay via Venmo, PayPal or
Zelle

Pay via digital wallets, such as
iPay or Google Pay

Pay as you go, where you
could add money to your
account, as often as you like,
to make sure you cover your
future energy usage

Pay via voice command
through smart speakers, such
as Amazon Alexa or Google
Home

Q2 - In the future, if Con Edison were to offer any of the following options to pay your monthly bill, how interested would you be in each? (Base: Total; n=1875)

To see previous poll results click here.

Interest in Different Bill Payment Options

B Very interested ® Somewhat interested ™ Not very interested M Not at all interested Top2

15%

In a previous poll, 4% indicated they would prefer to use
Venmo, PayPal or Zelle as their primary payment method.

Box

44%

31%

29%

16%

LT Jo 9 abed
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Venmo, PayPal or Zelle are considered convenient, easy to use and trustworthy, though many

are happy with their current payment method.

Reason for Interest Level in Venmo, PayPal or Zelle

©

Those who are interested (44%) say...
v’ Apps are convenient/easy to use
v’ Familiar with/trust these apps
v Good back-up for normal payment method

4 N
“It’s quick and easy. Like sending a text. | already have auto
pay. This would be a close second.” — Very interested, BK
Customer, Residential

.

“l currently use those services to pay bills and receive
payments. Adding Con Ed to the list of vendors is a viable
option.” — Very interested, QN Customer, Residential

AN

g

Because | actually already use Venmo and PayPal, so I'm
familiar with it. Would also be good for paying in a pinch if
you didn't receive a bill or forgot it was due, etc.”

fm

Those who are NOT interested (56%) say...
Happy with current payment method
Do not use these apps
Unsure about information security

“I currently pay through online banking and am perfectly
satisfied with the way that works for me. | use PayPal and

Zelle for other things.” — Not at all interested, BK Customer,
Commercial

e

S
\

‘

Do not use any of these. As an older person, | do a minimum
of financial transactions online. | have an issue with privacy and
hacking.” — Not at all interested, QN Customer, Residential

A

J

\

“Autopay direct drafts from my bank account. | set it and
forget it (so to speak, I still monitor the account) and is by far
the most convenient for me. The only way | would be
interested in these options would be if Autopay was no longer

— Somewhat interested, MN Customer, Residential an option... but even then, I'd likely just use my debit card.” g

— Not very interested, BK Customer, Residential J - g
&

“l use services like this for various payments. It would be . ' ) ) ® ”5

convenient in a pinch if | needed another source of money for Honestly, I'm happy paying the way that I am. | do use these g ©

payments or there was a problem with my bank account.” other services, so maybe I'd be interested in the future, but | x 5

— Somewhat interested. BK Customer, Residential don't know.” — Not very interested, BK Customer, Residential

4 ’ / j
Q3 - Why do you say that about paying your monthly bill via Venmo, PayPal or Zelle? Please be as specific as possible. (Base: Total; n=1875) @ c DI‘"IE dl SON 7



Additional Verbatims

Reason for Interest Level in Venmo, PayPal or Zelle

“I' use all three of these services, so it would be easy to pay my
bill with these. If possible, to not have to log in to my Con Ed
account each time, that would be ideal.” — Very interested, BK
Customer, Residential

~

/

“This is a very convenient way to make payments and includes
a receipt for record, it is also free. | hope it includes all the info
of acting history as well.” — Very interested, BX Customer,

“I' have a Venmo account and it would be an additional option
| could use along with paying through the website.”
— Somewhat interested, WS Customer, Residential

e Vet Wobuun Vol ume

Commercial
J
\
“Having multiple payment avenues has proven convenient in
the past, especially when traveling.” — Somewhat interested,
BK Customer, Residential
J
\

O

“All those 3rd party payment options are almost the same as
the current online bill payment option offered from most
banks. From a security point of view, bank offers more
protection than 3rd party app/web site. Hence, | will use
bank's online payment instead.” — Not at all interested, BK
Customer, Commercial

'\
“I already pay my bill via my bank account and I'm happy with
that form of payment.” — Not at all interested, MN Customer,
Residential

.

“With the exception of PayPal, not as trusting in those
options. | heard horror stories of transfers being sent to the
wrong place, not being received or unable to get credit or
refund and posting time.” — Not very interested, BX Customer,
Residential

J/

“I prefer to pay ConEd directly from my bank account through
the ConEd website, instead of bringing in an unneeded third
party to handle payments.” — Not very interested, BX
Customer, Residential

S
“| probably wouldn’t use this option regularly, but | do use
Venmo and Zelle for other transactions regularly, so if my
Autopay wasn’t working for some reason, this could be useful
to me as a back-up payment method.” — Somewhat
interested, MN Customer, Residential y

Q3 - Why do you say that about paying your monthly bill via Venmo, PayPal or Zelle? Please be as specific as possible. (Base: Total; n=1875)

S
LT Jo g abed
(6T-0D) g3

“I do not use them, so it would not make sense for me to start
just for this.” — Not very interested, BK Customer, Residential

@ conEdison 8



While half would never pay their Con Edison bill at a bank, three in ten would find it

convenient.
Convenience Level of Paying Con Edison Bill at Bank
4 )
Very convenient 10%
\_ ) J In a previous po{l, 38% (T2B)
of customers said paying
é ) their Con Edison bill at a
. bank would be convenient.
Somewhat convenient 20%
\, W, Y,
4 )
Not very convenient 11%
\ y Wy,
4 )
Not at all convenient 9%
N ) y 5
=3
( ) § |
. D —
Would never pay my bills 50% ©Q
. (+) S -
this way SRS
\_ . Wy,
Q4 - In the future, if Con Edison were to offer customers the ability to pay their monthly bill at a local branch office of a large bank (and you were not obligated to be a
member of the bank), how convenient would this be for you? (Base: Total; n=1875) @ con Ediﬁ(}ﬁ 9

To see previous poll results click here.




Convenience drives interest in paying Con Edison bills at a bank. Customers appreciate knowing the option
could be available, regardless of whether they’d use it. Many of those not interested are happy with their

current payment method.

Interest in Paying Con Edison Bill at Bank

Very interested

16% 33%

Somewhat interested

Not very interested

32% 19%

Not at all interested

Those who are interested (49%) say...
v' Would be easy/convenient
v" Nice to have options to pay bills
v' Could work as a back-up option to pay bills

©

“Depending on the bank, they would be easily accessible
because of their number and location. Also, it would offer
aanother method for payment.” — Very interested, BX

Customer, Residential

J
\
“If the bank were near my home or work location this would
make paying my bill easy. | have more than one option to pay
my bill.” — Very interested, BK Customer, Residential
J

“There are banks everywhere - this would be convenient and

would save a stamp and still allow you to have a receipt and

know that it's paid.” — Very interested, MN Customer,
Residential

Happy with current payment method
Prefer contactless payment methods
Less convenient

Those who are NOT interested (51%) say... Q

“Going somewhere in person is less convenient for me and my
circumstances when | could pay online instead.”
— Not very interested, BK Customer, Residential

~

/

“I am very satisfied with autopay, which requires no extra
thought or attention, works well and is safe.”
— Not very interested, MN Customer, Residential

J

\
“Inconvenient to travel to bank and wait in line just to pay a
bill that can currently be paid online from anywhere.”
— Not very interested, BX Customer, Commercial

S

LT Jo ot abed
(6T-0D) g3

Q5 - Again, in the future, if Con Edison were to offer customers the ability to pay their monthly bill at a local branch office of a large bank (and you were not obligated to be

a member of the bank), how interested would you be in this? (Base: Would consider paying bills at bank; n=932)
Q6 - Why do you say that? Please be as specific as possible. (Base: Would consider paying bills at bank; n=932)

@ conEdison
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Additional Verbatims

Interest in Paying Con Edison Bill at Bank

AN

‘

| live in a city where there are several different banks and that
would be convenient, and | bet it would be for others.”
— Very interested, WS Customer, Residential

A

~
“Because | have a lot of bank branches all around my
apartment, all | would have to do is walk to any corner to pay
- that's easy.” — Very interested, MN Customer, Residential
\

(732)

J
‘| already have my payment method set up and it is
convenient, so | am unlikely to change it. However, | like the
possibility of paying nearby in person.”
— Somewhat interested, BK Customer, Commercial )
“I think that would be a great convenience, especially for )
customers that don't use auto-pay or technology. Not
everyone is into technology and still need a human connection
for service.” — Somewhat interested, WS Customer,
Residential Y,
~
“If for some reason | could not pay from my checking account,
this will be easy.” — Somewhat interested, QN Customer,
Residential
S

AN

A

\
“Going into banks may mean | am subjected to long lines and
long waiting times.” — Not very interested, QN Customer,
Residential
S
\
“l do not go into banks to pay any bills. | pay all my bills
online.” — Not very interested, WS Customer, Commercial
S
N
“l am fine by paying my bills online through your website.”
— Not very interested, BX Customer, Residential
J
T ™
“I pay all of my bills online. | don't want to have to go out of
my way to pay in person, especially since COVID.”
Q — Not at all interested, MN Customer, Commercial
/
“It is much more convenient to pay my bills from the comfort
of my home! This is particularly important during a worldwide
pandemic.” — Not at all interested, SI Customer, Residential
4

LT Jo TT 8bed
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Q5 - Again, in the future, if Con Edison were to offer customers the ability to pay their monthly bill at a local branch office of a large bank (and you were not obligated to be

a member of the bank), how interested would you be in this? (Base: Would consider paying bills at bank; n=932)
Q6 - Why do you say that? Please be as specific as possible. (Base: Would consider paying bills at bank; n=932)

@ conEdison
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Among the 11% who self-reported as business customers, more than half would find paying
digitally with an invoice number convenient and would help them keep track of payments.

Own or Pay Bills for a Business Serviced by Con Edison

Yes No
11% 89%
n=210

Helpfulness of Paying Con Edison Bills Digitally with Invoice Number

4 )
Business customers say...
(1)
Very helpful 29% v' It would be easy/convenient
\. / Y. v' Helps keep track of payments
& Already use autopay or prefer other methods
4 N\
Somewhat helpful 27%
\ J y " N o )
| prefer to pay my bills digitally. An invoice number would help
keep track of payments.” — Very helpful, WS Customer,
( ) Commercial
J
Not very helpful 22% ~
9 ) ) “I currently pay the bills via our Con Edison online account and m
it is very easy and convenient.” — Very helpful, MN Customer, 5
Commercial 0 S
( ) J 8 |
[¢’)
o N RO
Not at all hEIprI 22% “| currently pay online, but the signing process is not easy nor =8 8
\_ Yy, J fast. That would help in that sense.” — Somewhat helpful, MN R
Customer, Commercial
J

Q7 - Do you currently own or pay the bills for a business that is serviced by Con Edison? (Base: Total; n=1875)

Q8 - How helpful would it be for you to pay your monthly Con Edison bills digitally, with an invoice number? (Base: Business owners/pays bills; n=210) ‘{-— conEdison 12
Q9 - Why do you say that? Please be as specific as possible. (Base: Business owners/pays bills; n=210)



Additional Verbatims

Helpfulness of Paying Con Edison Bills Digitally with Invoice Number

™ ™
“ . . . “l don't think an invoice number for my Con Ed bills would
| would rather have all business payments digital for easier o ”
record keeping.” — Very helpful, MN Customer, Commercial help my organization of accounts payable.” — Not very helpful,
PINg. ry helprul, ’ QN Customer, Commercial
S /
\
“It Id cutd th k needed t the bill . .
eacvr\:(r):on:: " _o‘\;;n oi:‘el ;ueaglt(erc“’:lfs’;o::ii :esiserl)ﬂpat»;al € biis “l have a procedure that | have set up for paying bill and | am
) ry helprul, ! not interested.” — Not very helpful, WS Customer, Commercial
J
™\
“Very convenient and without having to look for a place to “I pay all my Con Ed bills through autopay, so | do not need to
make payments.” — Very helpful, MN Customer, Commercial pay another way.” — Not very helpful, WS Customer,
J Commercial )
) ~
“It could be helpful, but | would have to see how it is “Because my monthly payment is automatically taken from my
implemented and if it offers a benefit over the auto payment building’s bank account.” — Not at all helpful, MN Customer,
we have established currently.” — Somewhat helpful, SI Commercial
Customer, Residential J
- Y
=y
h . . . . . 02
“Would be easier to remember a 6-digit number than an I like getting a paper statement with my account information & |
Commercial — Not at all helpful, WS Customer, Commercial g @
J ) K&
Q8 - How helpful would it be for you to pay your monthly Con Edison bills digitally, with an invoice number? (Base: Business owners/pays bills; n=210) — -
Q9 - Why do you say that? Please be as specific as possible. (Base: Business owners/pays bills; n=210) @ conEdison 13



Appendix

LT Jo T abed
(6T-0D) g3

@ conEdison 14



Previous poll: Paying via Venmo, PayPal or Zelle

In the future, if Con Edison were to offer any of the following options to pay your monthly bill, which
one would you prefer to use?

Pay as you go, where you could add money to your account, as often as you like, to make sure you cover your future energy 60 votes

usage

Pay viz text 24 votes

Enroll in autc-pay and select my debit date 201 votes

Pay wia voice command through smart speakers, such as Amazon Alexa or Google Home 7 votes
1%

Pay wia credit/debit card with no additional fees o900 votes

66%

Pay via digital wallets, such as iFay or Google Fay 28 votes
2%

Pay wiz Venmo, PayPal or Zelle 60 votes

COther, please specify 74 votes

LT Jo GT abed
(6T-0D) g3

1,354 responses

Field Dates: September 25, 2019 - October 1, 2019 (E con E diﬁﬂn 15



Previous poll: Paying at a bank branch

In the future, if Con Edison were to offer customers the ability to pay their monthly bill at a local branch

office of a large bank (and you were NOT obligated to be a member of the bank), how convenient
would this be for you?

Very convenient 269 votes

Somewhat convenient 312 votes

Not very convenient 96 votes

Not at all convenient 76 votes
5%

I would never pay my bills this way 776 votes

51%

LT Jo 9T abed
(6T-0D) g3

1,529 responses

Field Dates: January 15, 2020 - January 22, 2020

(& conEdison 16



For Additional Questions, Please Contact:

Nancy Stahl

Customer Experience,
Marketing

stahIn@coned.com

LT Jo /T abed
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Exhibit__ (CO-20)

Page 1 of 11
Customer Operations
2022
1. Project / Program Summary
Type: U Project X Program Category: X Capital X O&M

Work Plan Category: [1 Regulatory Mandated X Operationally Required X Strategic

Project/Program Title:
Digital Customer Experience (“DCX”)

Project/Program Number (Level 1):
PR.21088410

Status: [ Initiation [J Planning [J Execution X On-going U [ Other:

Project/Program Manager: Eric Mastroianni

Estimated Start Date: January 2015 Estimated Date In Service: Ongoing

B.
X 5-Year Gross Cost Savings ($000) $1,774
[ 5-Year Gross Cost Avoidance ($000)

A. Total Funding Request ($000)
Capital: $66,280
O&M: $45,990

C. 5-Year Ongoing Maintenance Expense ($000)

O&M: $ 45,990 D. Investment Payback Period:

(Years/months) (If applicable)

Work Description:

The Digital Customer Experience (DCX) program is part of the Company’s Strategic
Customer Experience (Strategic CX) Portfolio of projects, which seeks to deliver a dynamic
customer experience that will both meet evolving customer and stakeholder expectations and
enable the Company to lead the transition to a clean energy future.

The DCX program is a multi-year program that continually refines and builds upon the
Company’s core digital platform. Since 2017, the DCX program has consistently delivered
customer value. This includes increased adoption of digital self-service across various key
customer transactions (see Justification Summary for further information). The program
continues to identify customer experience enhancements to meet changing market and
customer needs. The Company looks to continue to fund the program guided by the
principles below:

e Customer First — Through surveys, in-depth interviews and journey mapping,
customers are guiding the Company to a best-in-class digital customer experience.

e Simplicity — Customers have indicated through usability testing and benchmarking
that they expect simple and intuitive experiences when interacting with their utility.

e Personalization — Utilizing data-enabled analytics and customer-driven optionality to
provide customers with relevant content and tailored solutions.

¢ One Company — DCX enables a collective, cross-functional approach and delivers a
digital experience that is consistent across the entire website/app.

(& conEdison, inc. 1



Exhibit__ (CO-20)
Page 2 of 11

e Agility — An agile operating approach underlays the solution architecture and
positions Con Edison to quickly adapt to changes in customer preferences, markets
and regulatory requirements.

e Security — Safeguarding customer information while maximizing usability is a central
objective of DCX.

The DCX program will continue to use a customer centric, “Agile” project management
approach (i.e., an iterative and incremental method of managing the design and build of the
digital platform) that will adapt project scopes to changing priorities based on customer
feedback, analytics and regulatory priorities. The Company will continue to update
Department of Public Service Staff and stakeholders on the evolution of the DCX program
through quarterly reports.

The key focus areas that will guide the efforts to optimize and expand Con Edison’s digital
platforms during the 2023-2025 time period are enumerated below.

Ongoing Optimization & Transactional Expansion: Embedded in the DCX work process is
an ongoing review of customer feedback through the “provide feedback” link posted
throughout the web and mobile experience, post-chat and transactional surveys, and ad hoc
focus groups. In addition, website analytics are reviewed to develop actionable insights. This
information helps the Company identify opportunities to benefit customers and remove
transactional friction points. Examples include changes to transactional flows, such as the
placement of text, buttons and icons to make it easier for customers to find information and
remove known pain points, or to optimize business rules and logic to allow for improved self-
service. Additionally, the team optimizes digital performance through reduced page weight,
load time, carbon footprint, and search engine optimization. This focus area also covers
opportunities for new transactional experiences to address emerging issues. This capability
was exemplified in the Company’s nimble digital response to Covid-19 protections in 2020
and 2021, including zero-down self-service payment agreements for residential and
commercial customers and online self-attestation to financial hardship in compliance with the
Parker-Mosley Act of 2020. The DCX program’s agile framework and funding allowed the
Company to move quickly to address customer needs and legislative requirements.

The Company will also continue to expand online self-service offerings to include transactions
that are currently only available through a Customer Service Representative (“CSR”), as well
as new content experiences that deliver additional value to specific customer segments.
Examples include but are not limited to:

e Appointment scheduling

Expansion of commercial customer offerings, such as improved data visualization and
improved multi-account portfolio management

Streamlining payment agreement flows (post-Covid-19)

Improving outage reports and tracking outages experiences

Enhancing document submission and form templates, and

Spoilage and General Claims experience enhancements

With the implementation of a new customer service system (CSS), there will be opportunities
to deliver several new functional experiences for customers. These enhancements will take
advantage of efficiencies of the newer billing system and the alignment of all commodities
within a single billing system. Additionally, digital enhancements identified during the new

(& conEdison, inc. 2



Exhibit__ (CO-20)
Page 3 of 11

CSS transition will be earmarked for implementation after it goes live. Examples of this work
include design and development work to introduce multi-commodity transactional experiences
within My Account, enabling a true one-stop shop for customer interaction across
commodities. Other examples will require new integrations, such as features to show post-
dated payment in the payment history, and case tracking, such as for low-income enroliment.

Finally, as described in the Billing and Payment Enhancements program testimony, the
Company plans to expand customer payment options to offer seamless payment interactions
through third-party pay partners (e.g., PayPal, Venmo, Apple Pay). This will require DCX to
perform some necessary platform updates and integrations to support new payment
channels.

Mobile App Enhancement: This focus area addresses mobile expansion and optimization,
including development of key features as they are expanded across the digital platforms, as
noted above (e.g., implementation of new transactional offerings, content optimization). The
Company must keep the mobile apps consistent with the web enhancements and planned
work outlined in this white paper and will continue to evaluate if native mobile functions, such
as photo and GPS capabilities, can be leveraged for improved experiences.

Technology Upgrades and Enhancements: To meet customers’ rising expectations, the
Company'’s digital platform must maintain a high level of reliability and an error-free
experience. To accomplish this, the Company will continue to evaluate timing of upgrades to
the Web Experience Management (WEM) platform and continually look at infrastructure
improvements needed over time. Upgrades to the WEM platform will unlock new features and
capabilities that have not been utilized to date, such as faster delivery of forms without the
substantial development needed today. DCX will evaluate future upgrade features and
capabilities so that, as technology evolves, Con Edison sites keep up with customer
expectations. DCX will also invest in the development of WEM functionality for content
authors to allow for easier distribution of content across all digital channels and media,
providing improved consistency across the digital experience. This focus area also
incorporates improvements to allow for resilient solutions that can withstand future customer
adoption growth as customer preferences continue the shift to digital, and during major
customer emergency events and campaigns.

Personalization and Control: Customers value control and personalized experiences. The
DCX program will continue efforts to provide experiences with customized and tailored
messaging and offerings based on an understanding of customers’ needs. For example, a
residential apartment dweller visiting the Company’s website may see tailored messaging
about energy efficiency programs for renters or a customer in arrears may be offered
payment plans or payment assistance when logging into My Account. The DCX program will
continue to look for opportunities within this focus area by leveraging the Customer Data and
Analytics program to build granular customer segmentation that will allow for more targeted
journeys and experiences.

In addition, the Company seeks to develop improved web tools to allow Community
Distributed Generation (CDG) hosts to more effectively manage their subscribers. This
includes improved features to input and update subscriber allocations and view changes in
the status of subscriber accounts. A DCX web portal for CDG providers will support
increasing regulatory requirements and customer expectations, digitize CDG-related
transactions to provide faster response times, enable more self-service features, and provide
customers a unified experience to CDG billing and crediting history within a single portal. This
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will support long term 10 GW statewide solar goal (by 2030) and the state’s recent proposal
to fund at least an additional 200 MW of CDG in Con Edison service territory.

Interactive Voice Enhancements & Upgrades: The Company will also expand the DCX
program scope to incorporate and optimize additional digital channels, such as Interactive
Voice Response (IVR), text, and email management, including making these channels more
consistent in key areas, such as setting preferences for notifications. Additionally, the
Company plans to evaluate natural language IVR expansion that uses automated speech
recognition (ASR) technology that allows callers to say what they are calling about in a wide
variety of ways. So instead of prompting them to say specific phrases, the system will typically
just say something like: “Welcome to Con Edison, how can | help you today?” This technology
will improve customer friction points on the existing IVR and allow for greater self-service
containment (e.g., allowing customers to complete more transactions on self-service channels
without needing to speak with a CSR).

Leveraging Emerging Technology: The Company will continue to monitor both customer
and industry trends to offer simple and convenient ways to transact across its digital
platforms. This includes expanding upon the smart home developments from the 2020-2022
rate period for new functions on the Amazon Alexa and Google Home platforms. DCX will
also continue to support and build where required new and expanded features to support
clean energy programs, such as smart homes, electric vehicles, solar, and building
electrification initiatives to improve customers’ ability to control and monitor their energy
usage.

Capital costs required to support the DCX program include internal labor, vendor costs, and
software and hardware costs associated with implementation of the capital work described
above. To continue the progress of the program, the Company proposes to continue with a
digital-focused team to expand the DCX platform based on the focus areas noted in this white
paper.

The Company is also proposing O&M changes for the DCX program in all three Rate Years.

First, the Company must maintain the foundational information technology (IT) infrastructure
that was implemented in 2017-2021, which involves non-labor expenses such as software-
related fees charged by technology vendors and ongoing costs for technology solutions
deployed by the DCX program. DCX technology fees fall into the following categories:

e Software as a Service fees: Identity Access Management, Preference Management,
Feedback/Survey Tools, Ad Hoc Customer Engagement Platform enhancements;
Notification Fulfillment

e Cloud Hosting fees: Azure cloud hosting environment to store DCX program code

e Maintenance fees: Web Experience Management Platform

e Contractor Services: Ancillary support functions filled by contactors to support
ongoing maintenance and support of the DCX experience

e Storm Hardening Testing: Various tests for system resiliency and availability across
web, mobile app and IVR.

Second, the Company requires funding for additional full time equivalent (FTE) resources
(i.e., above the FTE utilized in the Historic Year) to provide day-to-day maintenance of the
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Company’s growing digital architecture, manage the customer experience, and create and
introduce new creative content.

For detailed cost and resourcing information reference:
- Exhibit_ (CO-21) DCX Request
- Exhibit__ (CO-22) DCX Capital Request Detail
- Exhibit__(CO-23) DCX 0&M Request Detalil

Justification Summary:

The DCX program is a part of the Company’s Strategic CX Portfolio of projects. The Strategic
CX Portfolio projects work together to achieve the following value propositions:

e Increase customer satisfaction even as expectations continue to rise

e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and
streamlining adoption of programs

e Facilitating understanding and adoption of optional rates which help customers
save and support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved
communication during an outage

e Provide education and access to payment assistance when a customer
experiences financial difficulties that impact their ability to pay for service

The DCX program specifically contributes to these value areas as follows:

e Increase Customer Satisfaction: DCX will continue to implement various digital
enhancements through its Agile framework, journey mapping recommendations and
customer feedback received through various channels. This continuous improvement
approach has resulted in measurable increases in Customer Satisfaction and Effort
scores, confirming that customers are finding it easier to do business with the
Company.

e Drive Cost Efficiency: DCX will continue to drive cost efficiency through increased
adoption of lower-cost digital channels, expansion of new online functions, and
improvements to customer friction points. Examples of success in this value area
include enhancements to the customer moving process that resulted in an increase
from ~20% to over 55% of customers completing start service online instead of calling
the call center.

e Enable safe, reliable and resilient delivery of energy: DCX will continue to refine the
customer outage journey to better communicate customer Estimated Times of
Restoration (ETRs) and improve the customer experience for reporting and checking
outages. The Company will also develop the ability to track customer claims online.

¢ Provide education and access to payment assistance: The DCX program has already
launched features within My Account for customers to view their low-income
enrollment information online. An upcoming eligibility inquiry form is also underway.
Future improvements include enhanced payment agreement experiences and content
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updates as customer assistance programs continue to be developed, so that
customers can obtain this valuable information quickly.

e Support statewide clean energy goals: This is a broad value area that requires a
digital presence for customers that provides them and third parties with access to
data, clear content, navigation to programs, and lead generation for energy efficiency
programs. DCX has delivered data access through its historical efforts on smart meter
data visualizations and data sharing options, giving customers the control to work with
clean energy solution providers and to understand their usage. Additionally, digital
channels will continue to evolve over the next rate term with additional personalization
and capabilities to support targeted program marketing to customers, making
navigating complex offerings more palpable.

e Facilitating understanding and adoption of optional rates: DCX will provide value in
this area by integrating with tools and building new experiences in conjunction with the
Customer Recommendation & Analysis Tools program (see Customer Energy
Solutions Panel) to help customers select rates and plans that work best for them. The
Company will also need to support content that simplifies rate design for customers
under the DCX program. The Company has already achieved success in this area,
including previous work on Rate Pilot programs.

The DCX program has already delivered improved customer satisfaction, customer
engagement, and reduced costs through call deflection. Since the launch of the new My
Account experience in July 2017, the Company has seen monthly average users (i.e., the
number of users who log in at least once in a month) dramatically increase from 99,000 to
376,000.

The Company’s Net Promoter Score (NPS — a common metric for websites that is also
referred to as an online user’s “likelihood to return”) has increased from —28.6 to +45, which is
considered excellent. The Company has also seen improvement in effort scores to 4.5 out of
5 in direct correlation with DCX implementation efforts, meaning it has become easier for
customer to do business with the Company. However, customers’ expectations of digital
customer service are expected to increase based on their interactions with companies outside
of the energy industry. To sustain this performance while keeping up with rapidly changing
customer expectations and evolving technology trends, the Company must continue to invest
in and modify its digital platforms.

In addition, the Company’s proposal to continue investment in the DCX platform is in line with
the Company’s approach to replacing its Customer Service System (CSS), as described in
the Company’s 2019 rate filing. The Company’s customer-facing experiences were designed
with the flexibility to continue to provide value to customers as the Company migrates to the
new CSS. The Company will need to integrate the new CSS with the existing DCX platform
as part of the transition. Costs associated with integrating the DCX platform to the new CSS
have been included in the funding estimates for the new CSS program as detailed in the
Customer Operations Panel testimony.

The value to be gained by customers from continued support and funding for the DCX
program is best illustrated by the program’s ability to nimbly pivot priorities to meet emerging
regulatory, customer and business needs. As previously mentioned, the Company met the
COVID-19 legislative and regulatory requirements around customer attestation and payment
assistance options through flexible payment agreements with robust self-service options.
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Additionally, the Company responded after Tropical Storm Isaias with online spoilage claim
forms and, later, expanded claim form options for non-storm matters. DCX allows the
Company to continually evaluate priorities and work with stakeholders to deliver value with
speed and agility.

Finally, continued investment in mobile applications is necessary. The initial mobile
applications have been well received by customers, with an average score of 4.8 in the
Android and iOS app stores. Additionally, the adoption and use of the Company’s app
continues to show positive trends. As customers adopt this technology, they will expect to see
features and capabilities evolve as seen on other popular applications. For example,
customers will expect to use native phone technology for voice-enabled transactions through
Siri or Google Assistant, so that customers can report an outage by simply saying “Siri, my
power is out.”

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA
Initiatives, Risk Mitigation)

DCX is a strategic project and enabler for many initiatives to improve the customer
experience, increase customer satisfaction, deflect calls for transactions that are available
online, provide customers with convenient payment assistance options in the wake of the
COVID-19 economic downturn, and support clean energy goals. DCX therefore supports the
Company'’s strategic customer goals in the long-range plan.

2. Supplemental Information

Alternatives

Now that the DCX program is well underway, the only alternative to the investments proposed
here would be to suspend capital investment in the DCX platform and instead perform
maintenance work only on the Company’s digital platform. The Company would not provide
customers with a continuously improving experience that stays in step with their evolving
expectations, which in turn would make customers less likely to utilize digital self-service
options or engage clean energy programs. Not investing in DCX would also make it harder to
adopt new rates that require sophisticated digital interactions.

Risk of No Action
There are several key risks associated with no action:

e Diminished smartphone and tablet user experience due to lack of long-term
optimization planning and execution;

¢ Declining customer satisfaction as users become increasingly frustrated with an aged
experience and technology;

e More customers contacting the Company’s Customer Experience Centers rather than
using self-service applications, driving increased cost and longer wait times;

¢ Inability to adapt to evolving customer and regulatory requirements;
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e Failure to support and leverage new customer engagement opportunities and
emerging clean energy initiatives; and
¢ Failure to reduce operating costs.

Non-Financial Benefits

The DCX program will result in several non-financial benefits, including but not limited to the
following:

e Improved customer satisfaction, through a comprehensive, simple and intuitive web
and app experience;

e Improved community relationships, through a more engaging and informative website;

e Improved customer engagement, through proactive communications and additional
choice, control and customer tools;

¢ Improved accessibility for special needs customers through content that meets
regulations for hearing and visually impaired customers;

e Improved agility, with a more robust technology suite, which allows for flexibility and
iterative development of new content to better meet customer needs, outage
communications, and regulatory initiatives;

e Improved resiliency related to storm, public safety, and other vital communications;
and

o Improved speed of delivery of customer and regulatory needs, as demonstrated
through the delivery of COVID-19 protections and related self-service options
delivered through latest rate year.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

Capital: $66.28M
O&M: $45.99M

4. Basis for estimate

Capital costs are based on historical DCX program costs. O&M costs are estimated based on
a review of past program costs, Historic Year expenses, projected staffing needs, and
ongoing software and labor costs to support associated IT infrastructure.

For detailed cost and resourcing information reference:
- Exhibit__ (CO-21) DCX Request
- Exhibit__ (CO-22) DCX Capital Request Detail
- Exhibit  (C0O-23) DCX O&M Request Detail
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5. Conclusion

DCX is a strategic project and enabler for many initiatives to improve the customer
experience, increase customer satisfaction, deflect calls for transactions that are available
online, provide customers with convenient payment assistance options in the wake of the
COVID-19 economic downturn, and support clean energy goals. This program is a central
part of how Con Edison will continue to meet rising customer expectations and support the
State’s clean energy goals via robust and timely customer engagement.

Project Risks and Mitigation Plan

Unplanned Regulatory Mandate or Customer Necessity

DCX performs its work through an agile framework. This means the scope is not necessarily
fixed and the team can prioritize new needs into the project plan. This framework represents
a strategic direction taken to manage this risk.

Information Technology and Business Resourcing
DCX has procured multiple contracts, including a staff augmentation partner to allow for
flexible teams that can scale to address capacity needs to mitigate this risk.

Technical Evaluation / Analysis

A comprehensive technical evaluation of the DCX program was completed during the 2015
Phase 0 analysis. The Company used this analysis as the basis for scope, staffing, and cost
estimates for the program. In addition, the Company conducted customer research to inform
the evaluation. This research confirmed customer expectations for robust digital channels and
a simple, engaging experience. Please refer to the Company’s rate filings in Case 16-E-0060
and 19-E-0065 for further information.

In addition, the Company has continued to evaluate investments required to meet customer
expectations in future years. This evaluation included a review of future customer needs and
trends and the strategies and technology to meet these needs. This research identified the
continued development of an omni-channel experience as a cross-industry best practice to
meet future customer needs. Continued investment in the DCX program is the cornerstone of
the Company’s broader omni-channel investments.

Project Relationships (if applicable)

The DCX program is related to the Advanced Metering Infrastructure (AMI) program and
numerous clean energy programs (e.g., REV Demonstration Projects, AMI Innovative Pricing
Pilots, Energy Efficiency programs, Electric Vehicle programs). Additionally, the DCX program
will share several dependencies with capital projects proposed in this filing including Virtual
Assistants, Journey Mapping, Customer Analytics, Outage Communications, Customer Data
Sharing, Customer Recommendation Tools, the Customer Relationship Management system,
and the New CSS Implementation program.
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| |
3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual 2019 | Actual Historic Forecast
2020 Year (O&M | 2021
only)

Capital $17,240 $9,472 $9,831 $12,621 $10,030

o&M $6,330 $6,327 $6,045 $6,456 $6,970 $6,317
Total Request ($000):
Total Request by Year ($000):

Request Request Request Request Request
2022 2023 2024 2025 2026
Capital $12,050 $11,400 $15,030 $15,050 $12,750
O&M* $7,380 $9,570 $9,930 $10,310 $8,800

Capital Request by Elements of Expense ($000):

EOE 2022 2023 2024 2025 2026
Labor $750 $700 $850 $850 $750
Mé&S
Contract Services $10,550 $10,000 $13,305 $13,325 $11,250
Other $450 $350 $450 $450 $450
Overheads $300 $350 $425 $425 $300
Total $12,050 $11,400 $15,030 $15,050 $12,750

Total Gross Cost Savings / Avoidance by Year ($000):

2022 2023 2024 2025 2026
O&M Savings $582 $582 $610
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year ($000):

2022 2023 2024 2025 2026

Oo&M $7,380 $9,570 $9,930 $10,310 $8,800
Capital

*If whitepaper is supporting a capital project/ program this refers to implementation O&M
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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DCX Request
Capital ($000) 2023 2024 2025
Internal Labor $700 $850 $850
Overheads & Indirects S350 S425 $425
System Integrator & Digital Agency $4,250 $6,000 $6,000
Biztalk $200 $200 $200
Testing $800 $1,000 $1,000
Staff Augmentation $4,360 S5,785 $5,780
IVR Development S740 S770 $795
Total $11,400 $15,030 $15,050
O&M (000) 2023 2024 2025
Internal Labor
-Resources Across Business, IT and $2,910 $2,983 $3 045
Corporate Affairs
Software
-Various Software to Support $2,405
Digital Ecosystem (Chat, Survey, 22,518 22,644
Translation, etc.)
Contractor Services
-Contractor/Vendor Services to $4,210 $4,380 $4,560
Augment DCX Staff
Misc.
-Incidentals Such ad Training and $45 $49 S51
Professional Development
Total $9,570 $9,930 $10,310
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DCX Capital Request Detail
Cost
Role Count Count Count - Hrs Total Cost Total Cost Total Cost
2023 2024 2025 8. 2023 2024 2025
p/hr)
S| & Design Agency
Program 1.5 2 2 $207 | 2080 $645,840 $861,120 $861,120
Management
DCX Technical
Architect 0.2 0.5 0.5 $115 2080 $47,840 $119,600 $119,600
Project Managers 1 2 2 $207 2080 $430,560 $861,120 $861,120
Scrum Masters 1 2 2 | $180 | 2080 $374,400 $748,800 $748,800
Product Owners 3 3 3 $95 2080 $592,800 $592,800 $592,800
Business Analysts 2 2.5 2.5 $165 2080 $686,400 $858,000 $858,000
API Technical
Architects 1 2 2 $330 | 2080 $686,400 $1,372,800 $1,372,800
API| Developers 3 4 4 $80 | 2080 $499,200 $665,600 $665,600
Accessibility 1 1 1| $40 | 2080 $83,200 $83,200 $83,200
Validator
Biztalk Developer 1 1 1 $100 | 2080 $208,000 $208,000 $208,000
E:: dt° End Testing 1 1 1| $110 | 2080 $228,800 $228,800 $228,800
End to End Testers 3 4 4 $90 2080 $561,600 $748,800 $748,800
UX Lead 1 1 1 $207 | 2080 $430,560 $430,560 $430,560
UX Designer 1.5 2 2 $207 | 2080 $645,840 $861,120 $861,120
Content Strategist 0.5 0.5 0.5 $207 2080 $215,280 $215,280 $215,280
Creative Design
Resources (Lead,
Designers, 2 2.5 2.5 $200 | 2080 $832,000 $1,040,000 $1,040,000
Illustrators, and
Mobile Design)
Front End Lead 1 1 1 $75 2080 $156,000 $156,000 $156,000
Sitecore Developers 2 3 3 $75 | 2080 $312,000 $468,000 $468,000
Sitecore QA Analyst 2 2 2 $75 2080 $312,000 $312,000 $312,000
Mobile Project 0.75 0.75 0.75 | $180 | 2080 $280,800 $280,800 $280,800
Manager
Mobile Technical
Architect 0.25 0.25 0.25 $180 2080 $93,600 $93,600 $93,600
iOS/Android Lead 0.75 1 1 $180 | 2080 $280,800 $374,400 $374,400
105 . 1 1.5 1.5 $180 | 2080 $374,400 $561,600 $561,600
Developer/Engineer
Android
Developer/Engineer 0.75 1.5 1.5 $180 | 2080 $280,800 $561,600 $561,600
Mobile QA 0.75 1 1| ¢180 | 2080 $280,800 $374,400 $374,400
Manager/Analyst
Analytics Manager 0.75 0.75 0.75 $207 | 2080 $322,920 $322,920 $322,920
Digital/Marketing 1 1 1| $207 | 2080 $430,560 $430,560 $430,560
Science Analyst
Overheads & $350,000 $425,000 $425,000
Indirects
IVR Vendor Costs $740,000 $770,000 $795,000
Total (Rounded) $11,400,000 | $15,030,000 | $15,050,000
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DCX O&M Request Detail
Cost Category Cost Type 2023 2024 2025
Internal Labor
Business (Customer $1,008,061.38 $1,033,821.65 $1,058,165.10
Operations)
Internal Labor
Technology (Information $1,202,021 $1,231,511.20 $1,259,379.44
Technology)
Web Team Internal Labor
(Content Authors) (Corporate Affairs) »698,203.23 »718,113.39 »736,928.49
Inter-
organizational Software (Biztalk) $162,281.78 $170,395.87 $178,915.66
middleware
system
Testing Contractor $380,070 $399,073.50 $419,027.18
Content Software
Management . $254,925 $267,671.25 $281,054.81
(Sitecore)
System
Identity Access
Software (OKTA) $1,575,900 $1,654,695 $1,737,429.75
Management
Chat Software (Moxie) $115,875 $121,668.75 $127,752.19
Voice of Customer | Software $133,488 $140,162.40 $147,170.52
(Survey) (Qualtrics)
Preference Software
Management (Possiblenow) $126,072 $132,375.60 $138,994.38
Energy Calculators | Software (Apogee) $90,846 $95,388.30 $100,157.72

System Integrator

and Design Agency Contractor $1,576,654.24 $1,650,455.17 $1,741,472.26
. Software

Web Translation (Lionbridge) $75,087 $78,841.35 $82,783.42

Misc. Professional | - ctor $56,547 $59,374.35 $62,343.07

Services

Testing Tools Software $9,270 $9,733.50 $10,220.18

Misc. Misc. $46,350 $48,667.50 $51,100.88

IT Staff

Augmentation Contractor $2,041,662.38 $2,100,263.17 $2,156,510.66

Support

Enterprise

Analytics Platform | Software $16,686 $17,520.30 $18,396.32

Utilization Costs

Totals (Rounded) $9,570,000.00 $9,930,000.00 $10,310,000.00
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Customer Operations
2022
1. Project / Program Summary
Type: U Project X Program Category: X Capital 1 O&M

Work Plan Category: [ Regulatory Mandated [J Operationally Required X Strategic

Project/Program Title: Virtual Assistants

Project/Program Number (Level 1):
PR.23242021

Status: [ Initiation [J Planning [] Execution X On-going U [ Other:

Project/Program Manager: Rebecca Lessem

Estimated Start Date: 4/1/2020 Estimated Date In Service: 02/26/2021

B.

0 5-Year Gross Cost Savings ($000)

[ 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:

A. Total Funding Request ($000)
Capital: $17,810
O&M: $11,970

C. 5-Year Ongoing Maintenance Expense ($000)
O&M: $0
Capital: $0

Work Description:

D. Investment Payback Period:
(Years/months) (If applicable)

The Virtual Assistant program is part of the Company’s Strategic Customer Experience (Strategic CX)
Portfolio of projects, which seeks to deliver a dynamic customer experience that will both meet
evolving customer and stakeholder expectations and enable the Company to lead the transition to a
clean energy future.

The Virtual Assistant program began in 2020 after approval in the previous rate case, Cases 19-M-0065
and 19-G-0066. From 2020-2022, the Company developed a virtual assistant named Watt that can help
customers with a number of transactions, including opening an account and entering into a payment
agreement. As the digital literacy of customers improves and customers increasingly prefer to interact
with all types of businesses online, Watt is helping to bridge the gap between a structured web
experience and a conversational interaction with Con Edison. To continue the Company’s goal of
serving customers in the communication channel of their choice, the Company plans to further invest in
its virtual assistant by expanding the types of interactions it can support. As described in the
Company’s NextGen CX quarterly reports filed in Cases 19-E-0065 and 19-G-0066, the virtual
assistant is available 24 hours a day, 7 days a week, 365 days a year on the web and IVR channels and
has the capability to transfer a customer chat to a live customer service representative (CSR) when
additional support is needed.

Use cases and areas of focus for the 2023-2025 time period include:
1. Offering additional self-service capabilities through Watt, such as ability to:

a. Sign up for electronic billing.
b. Submit a meter reading for AMI opt-out customers.
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c. Setup aLevel Payment Plan.

d. Report an outage.

2. Expanding Watt’s skills by integrating with other parts of the business and empowering
customers to make informed decisions. Such experiences may include:

a. Checking the status of new business and service upgrade cases handled by the
Company’s Energy Services department.

b. Offering a payment agreement with flexible terms based on the customer’s payment
and credit history, to better support customers that are having payment-related issues.

c. Interacting with Watt on the Company’s mobile apps.

d. Updating and modifying how customers would like to be contacted for different types
of communications.

3. Using Watt to further the Company’s and the State’s clean energy goals by, for example:

a. Providing customers with answers to questions about electric vehicles and guiding
them to resources on the Con Edison website to help inform their purchasing decisions.

b. Supporting the Connected Home Pilot by linking AMI, home energy audit and
Alexa/Google assistant skills in one intelligent bot.

c. Updating Watt’s skillset to act as an energy advisor and provide customers with energy
conservation advice based on their personal usage history.

4. Ensuring that Watt is updated regularly to align with DCX enhancements and other system
changes that are necessary to support the transition from the Company’s legacy Customer
Service System (CSS) to the new Customer Care & Billing (CC&B) environment. This will
ensure that customers have no interruption in accessing their information or in using Watt
during the transition period.

5. Add additional reporting and tracking functionality and resources to drive future
enhancements:

a. Establishing resources to continuously monitor Watt’s performance to improve
existing use cases. This includes the ongoing review of chat transcripts and design of
appropriate responses to ensure greater customer satisfaction and containment. After
analyzing and categorizing the breaks in the flow, FAQs will be developed that will
help guide customers to the pertinent page of the website where applicable.

b. Expanding reporting capabilities to provide analysis of user drop off and confusion
points across all use cases. The Company will be able to zero in on the moments
where customers are struggling with the bot and identify ways to correct the bot and
enable the transaction to remain in the channel without needing to escalate to a CSR.

Please see Exhibit__ (CO-25) Virtual Assistants Request and Exhibit__ (CO-26) Virtual Assistants
Capital Request Detail for a detailed cost breakdown of the above activities.

Justification Summary:

The Virtual Assistant project / program is a part of the Company’s Strategic CX Portfolio of projects.
The Strategic CX Portfolio works together to achieve the following value propositions:

o Increase customer satisfaction by a providing convenient and highly available self-service
channel, even as expectations continue to rise

o Drive cost efficiencies through improved service and resolution (deflected calls)

e Support statewide clean energy goals by generating customer demand for and streamlining
adoption of programs

e Facilitating understanding and adoption of optional rates by directing customers to
educational resources on the web which help customers save and support grid efficiency
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e Enable safe, reliable, and resilient delivery of energy by providing more avenues to report
an outage and follow up on their status

e Provide education and access to payment assistance when a customer experiences financial
difficulty that impact their ability to pay for service

The Virtual Assistant program specifically contributes to these value areas as follows:

Increased Customer Satisfaction and Cost Efficiencies

After its launch in 2021, Con Edison’s Virtual Assistant, Watt, immediately began elevating the
customer experience by offering a channel to self-serve without any wait 24 hours a day, 365 days a
year. The program took an agile and iterative approach to Watt’s capabilities and continued to enhance
Watt to handle more service transactions since launch. In 2021, this resulted in 16,000+ successful
transactions, and a total customer satisfaction score of 4.19 out of 5. In addition to supporting these
customers in a channel of their choice, the Company avoided calls to the Call Center, helping to drive
cost efficiencies by eliminating unnecessary calls to customer service representatives.

Even if customers need to speak to a CSR after speaking to Watt, there are still cost efficiencies for the
Company. Watt validates who the customer is so that even if the call is escalated, the ensuing live chat
or call time is reduced because the CSR does not need to authenticate the customer. Before Watt, a
CSR’s live chat handle time was 12 minutes, but now with the addition of Watt handling the customer
authentication, handle time has been shortened to 11 minutes. Outside of time savings, the fact that the
customer does not need to repeat themselves also improves the customer experience.

Investments in the Virtual Assistant during the 2023-2025 time period will continue to build on the
improvements to customer experience and service channel efficacy that Watt has achieved. The
addition of new customer service abilities and transactions within Watt will increase its ability to
support customers without needing to escalate to a live agent. The proposed new capabilities for Watt
will target transactions which currently make up approximately 43,000 monthly customer inquiries
handled by CSRs at Con Edison, as shown in the table below.

Proposed new Watt Current Monthly
Capability CSR Volume
Enroll in E*Dill 4521

Submit meter reading | 15,823

Enroll in Level 8,590

Payment Plan

Report an outage 14,434

Support Statewide Clean Energy Goals

Given that Watt is available 24/7 and will include integrations with the Customer Data and Analytics
and Customer Relationship Management (CRM) systems, Watt will be able to provide personalized
and dynamic messaging that takes into account a customer’s specific needs and household energy
factors. In addition to clean energy advisors, Watt will provide a simple, accessible resource for
customer clean energy solutions and support statewide clean energy goals in a new channel.

As noted above, work is planned that directly supports clean energy goals. This includes providing
Watt the capability to provide customers with answers to questions about electric vehicles and the
Connected Home Pilot program supporting an energy advisor role for Watt.
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Facilitate Adoption of Optional Rates, Enable Reliable Delivery of Energy and Provide Access to
Payment Assistance

The Company will look to expand Watt’s skills by integrating with other parts of the business. This
will empower customers to make informed decisions about their rates. Watt will facilitate
understanding and adoption of optional rates, that help customers save and support grid efficiency, and
will provide education and access to payment assistance options. Watt will also offer links to relevant
information on the Company’s website.

In summary, the Company’s continued enhancements to the Virtual Assistant program, combined with
ongoing advancements in this proven technology, will provide meaningful benefits to customers in
terms of an enhanced customer experience in a cost-efficient manner.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The Virtual Assistant program has a close relationship with many of the projects and programs in the
Company’s long-range plans, including DCX, CRM, and clean energy programs, in addition to our
core customer service business operations. The program will provide customers with a convenient,
seamless, on-demand means of interacting with the Company that will improve the overall customer
experience and increase customer engagement regarding clean energy programs, both of which are
critical to the Company’s long-range plans.

2. Supplemental Information

Alternatives

Alternative 1

Cease support of the Virtual Assistants program — this would require the Company to increase the
number of CSRs dedicated to customer service (above the projections included in this rate filing) to
handle the calls that would have been handled by Watt.

Alternative 2

Maintain the Virtual Assistant program as-is, without further investment — this would mean the
Company fails to maximize the full potential of its technology and result in an inferior customer
experience. The Company would not be able to scale or add additional use cases without upfront costs,
and the bot would have a limited number of transactions it would be able to handle.

Risk of No Action

Risk 1
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Customer satisfaction over time would decrease, as digital-first customers who are unable to resolve
their inquiry via traditional, non-Al-enabled self-service channels (e.g., web, IVR) would only have the
option of speaking with a CSR to complete a transaction. As customer expectations rise, the need to
speak with a CSR (and any associated wait time) will frustrate these digital-first customers.

Risk 2

Failing to take action also presents the risk of not attracting new customers to self-service options. The
Company is mitigating this risk by making the chatbot available not only on web, but also accessible
from the IVR system. Customers can therefore switch from phone to the chatbot and avoid a live agent
call while being able to self-serve in a guided platform.

Risk 3

Customers continue to see their daily transactions become increasingly easier and faster through the
use of chatbots at other companies, while at Con Edison the chatbot would not evolve. Customers can
continue to use the website and call center but the chatbot would appear outdated as technology
improves. Customers will expect the same convenience from their utility through a Virtual Assistant
that can enable them to get their transactions done without navigating the website or waiting to speak to
a CSR, but without further development Con Edison will not be able to deliver this experience.

Non-Financial Benefits

As noted above, the Virtual Assistants program will result in non-financial benefits such as increased
customer satisfaction and improved, timely resolution of inquiries, on the customer’s channel of
choice.

Summary of Financial Benefits and Costs (attach backup)

Please see Exhibit_ (CO-25) Virtual Assistants Request and Exhibit__ (CO-26) Virtual Assistants
Capital Request Detail for a detailed cost breakdown of the above activities.

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits

N/A

3. Total cost

Capital: $17,810
O&M: $11,970

4. Basis for estimate
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The Virtual Assistant program has been in place for since 2020 and, as such, we have a strong basis for
determining resources needed to develop new capital use cases and to maintain and improve the
platform.

5. Conclusion
The Virtual Assistant program is a core component of the Company’s strategy to deliver a dynamic

customer experience that will both meet evolving customer and stakeholder expectations and enable the
Company to lead the transition to a clean energy future.

Project Risks and Mitigation Plan

Risk 1

Better technology is released after implementation: Ever-changing technology means that a new
chatbot framework or tool may be released while we are working on our existing chatbot.

Mitigation plan: By selecting Microsoft LUIS, which is a cutting-edge platform, we anticipate that any
advances in the field will be made available to us via that platform. Additionally, by keeping the
infrastructure in Azure and by separating our code by use case, we have the ability to enable and
disable parts of our bot, improving and modernizing them individually while keeping the rest of the bot
online.

Risk 2

Regression in customer experience: If implemented incorrectly, the chatbot could add time and
frustration to a transaction that would have been easier in another channel.

Mitigation plan: The use cases we have chosen for the chatbot are selected based on their potential for
a better customer experience. As we did with our initial set of call deflection use cases, transactions
that we will select will be analyzed and tested to confirm that the experience is faster and easier via
Watt. We will also continue to monitor customer feedback and adjust based on pain points found in
transactional surveys.

Technical Evaluation / Analysis

The Company’s approach to the Virtual Assistant program was based on a study performed with a
leading consultant in the customer experience space. Please refer to the Company’s filings in Cases
19-E-0065 and 19-G-0066 for further information.

Project Relationships (if applicable)

The VA platform has relationships with various projects. It uses web services and APIs that are built
on DCX website infrastructure. We therefore rely on continuous DCX updates and the availability of
their APIs. The VA team has closely collaborated with DCX. In addition, all of the data and
transaction records produced by our chatbot are stored in our Customer Data and Analytics platform
(see Customer Data and Analytics white paper). With the implementation of a new CRM, our chatbot
will read and input data about customer preferences and interactions into that record so that the chatbot
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transaction can be part of the 360-degree customer view and that the chatbot can learn from the 360-
degree customer view to best serve a customer’s needs.

3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital $4,512 $3,516
Oo&M $370 $500
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital $1,410 $3,100 $5,500 $4,100 $3,700
O&M* $370 $1,900 $2,700 $3,300 $3,700
Capital Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor $641 $1,074 $2,093 $1,603 $690
M&S $0 $0 $0 $0 $0
Contract $426 $1,132 $2,092 $1,536 $2,405
Services
Other $48 $400 $352 $224 $288
Overheads $295 $494 $963 $737 $317
Total $1,410 $3,100 $5,500 $4,100 $3,700
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026
Oo&M
Capital
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*If whitepaper is supporting a capital project/ program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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Virtual Assistants Request

Capital (‘000s) 2023 2024 2025
Labor $1,074 $2,093 $1,603
M&S $0 $0 $0
Contract Services $1,132 $2,092 $1,536
Other $400 $352 $224
Overhead $494 $963 $737
Total $3,100 $5,500 $4,100

O&M (‘000s) 2023 2024 2025

IT Labor Maintenance (Business services
support, System Reliability Engineering,
Administrative Costs $1,000 $1,200 $1,350
Software Costs $650 $1,250 $1,700
Third Party Integration Costs $250 $250 $250
Total $1,900 $2,700 $3,300




Virtual Assistants Capital Request Detail

EXHIBIT___(CO-26)

Page 1 of 3

Capital (‘000) 2023 2024 2025
CRMS (Appointment

Scheduling System

IT Business Services

Development Labor $132
Electric Ops Manager $216
Web Services Manager S80
Call Center System Expert S27
Overhead $209.3
Chat Bot Developers $240
Testing $192
System Integrator $253
Report Outage

IT Business Services

Development Labor S44
Outage Comms Manager S44
Web Services Manager $40
Call Center System Expert S36
Overhead $75.44
Chat Bot Developer $80
Testing S16
System Integrator S64
Energy Services

IT Business Services $132
Development Labor

Energy Services Manager $216
Web Services Manager $80
Call Center System Expert $27
Overhead $209.3
Chat Bot Developers $240
Testing $192
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System Integrator

$254

Intelligent Credit Options

IT Business Services

Development labor $208
Credit workflow experts $176
Web Services Manager $80
Call Center system expert S54
Overhead $238.28
Chat Bot Developers $320
Testing S64
System Integrator $312
Al - Building an Energy

Advisor

IT Business Services

Development labor $260
Chat bot PM $220
Web Services Manager $100
Energy Efficiency experts $320
Overhead S414
Chat Bot Developers $400
Testing $96
System Integrator S444
EV 2024

IT Business Services

Development labor $132
Chat bot system manager $216
Web Services Manager $60
Call Center system expert $27
Data System Integration $240
Overhead $310.5
Chat Bot Developers $240
Testing $192
System Integrator $376
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Connect Home Pilot

IT Business Services $208
Development labor

Chat bot PM $88
Web Services Manager $160
Energy Efficiency experts $256
Overhead $327.52
Testing $128
Chat Bot Developers $320
System Integrator $400

Next Best Action

IT Business Services

Development labor $252
Chat bot PM $198
Web Services Manager $S90

Call Center system expert S63
Energy Efficiency experts 5288
Overhead $409.86
Chat Bot Developers $360
Testing $96
System Integrator $455

Total (Rounded) $3,100,000 $5,500,000 $4,100,000




Journey Mapping Completed Journey Improvements

Journey Mapping Improvement

Address Optimization

Description

Improved the search experience for
customers using the ConEd website

Customer Benefit
Before customers had a list of several addresses
including apartment numbers to look through
when inputting their address. Now with
improved technology customers receive a more
manageable list if not their exact address when
searching

Average Bill Amount (Online)

Developed a feature that allowed a
customer to see the average cost of
electricity at a new address.

Customers can see the average cost of energy at
their new address to help them budget, make
energy efficiency choices, enroll in auto-
payments and more.

Broken Agreement Communications

Revised content of our messaging to
customers who had broken their
payment agreement.

Customers now receive easier to understand
and more empathetic messaging when they find
themselves unable to keep up with their
payment agreements. The communications
were also revised to be COVID specific in the
help that was on offer.

Credit Cards in the Field

Enabling CFRs to take credit card
payments during the collection
process.

Customers will have another low effort option
to pay at the time of collection.

Digital communications for customers
new to service with Con Edison

Developed a set of digital
communications for new customers to
Con Edison.

Customers receive a set of digital
communications welcoming them as a Con
Edison customer with helpful tips which include
energy saving tips, how to set up MyAccount,
emergency information and more.

Digital Overdue Alerts for Payment
Agreements

Created digital alerts for customers
overdue on payment of their bill.

Customers with past due bills will get a gentle
reminder to pay their bill via a text message
with a link to the ConEd website.

€ 10 T abed
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Digital Payment Agreements

Developed a feature that allows our
customers to set up a payment
agreement online at ConEd.com.

Customers used to only be able to set up a
payment agreement through a CSR of the IVR.
Customers can now set up an agreement
completely online.

Daily Post Transaction Surveys

Stamp CIS with the customer web,
text, mobile app reflecting customer
feedback on all the channels

Previously we were only receiving customer
survey responses for IVR and CSR, we now
collect customer survey responses on text, web
and mobile app giving us the customer feedback
and sentiment we need to make CX
improvements.

iPads installed in Walk-in Centers

Installed iPads in the Brooklyn,
Queens and Westchester walk-in
centers.

iPads in the Walk-in Centers give all customers
access to the digital ConEd experience with the
help of the Centers CSRs. This enables
customers without access to technology the
opportunity to complete transactions digitally.

Payment Agreement Text Pilot

Developed and deployed a companion
SMS campaign to the payment
agreement emails, targeting COVID
impacted customers in arrears.

Customers impacted by COVID and opted into
text notifications will receive a text with a link to
our payment assistance web page.

Field Appointment Emails

Formerly email confirmations were
not sent to customers automatically
to confirm or remind about field
appointments and the technology was
updated to make emails automatic

Customers making field appointments will
receive a confirmation and reminder email
automatically unless they express they would
prefer not to receive it.

€ Jo z abed
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Proactive Moving email campaign

Created how-to emails for customers
either moving or transferring their
energy service.

Customers in more transient boroughs of NYC
receive on their 1st, 2nd, and 3rd anniversary as
a ConEd with an email with helpful tips on how-
to stop, start or transfer their service if they
plan on moving soon.
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Outage Communications Past Progress

Recent improvements to outage communications have centered around improving the frequency, clarity and
reach of messaging and making the experience of reporting an outage easier. This exhibit will list some of the
improvements that the Company has made from 2017-2021 based on customer feedback and research. The
Company seeks to further expand its ability to deliver specific and timely messaging to customers with the
platforms and updates outlined in the white paper.

Channel Expansion and Enabling Easier Outage Reporting

In the past, the primary method customers used to report an outage or to receive any updates was to call the
hotline, wait on hold and speak directly with a CSR. The company has since conducted research showing that
over 80% of customers relayed a preference for text messaging, and therefore has enabled easier self-service
reporting through additional channels via the following programs.

e Customers receive a proactive pre-event text message in preparation for an anticipated outage,
emergency or weather occurrence has made. This has made the outage reporting experience easier by
allowing customers to report an issue by simply replying “OUT” to the text they received.

0 The pre-event text messages are activated by region based on weather impact and are designed
to communicate the type of weather occurrence (heatwave, wind, snow, rain, etc.) and the time
frame (today, tonight, this week).

0 This update resulted in a drastic reduction in the number of inbound calls to the call centers
during weather-related outage events and made CSRs more available for urgent calls. It also
increased inbound reporting and allowed both control and call centers to have a better picture
of storm or event damage.

e Customers are able to receive outage and restoration updates via more channels of their choice, now
including text message and email.

0 The number of customers receiving text updates about their outage has increased from 5% of all
outage communications in 2018 to 93% in 2021.

0 This enhancement has won national recognition, being selected by the utility consulting
company Chartwell for an Excellence in Outage Communications award in 2019.

Increasing the Frequency and Types of Outage Communications

Customer research and feedback indicated a desire for more frequent communications and reassurance, as
well as more information that could help inform their decisions. In response, the Company increased the
types of outage communications we send and sends them in a more consistent cadence to increase customer
confidence and assure them that their issues are tracked. When customers receive adequate communication,
they have less need to initiate follow-ups with the Company.

Several initiatives were completed to this end:

e Customers now receive public safety related messages. To address the period of time between which
customers have reported an outage and when Con Edison has completed initial assessments and
reported restoration times to customers, customers receive a new type of message.
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In severe events with extended restoration times, the Company has created daily messages to customers
confirming that their estimated time of restoration (ETR) is still on track.

e Customers receive new types of urgent messages notifying them that de-energization is likely or has
occurred. Now customers are proactively informed before or shortly after loss of service via a text or
automated voice call.

e In response to surveys showing customers feel the cause of an outage is important to include in outage
messaging, new restoration message scripts were developed to include that information.

Additional Information and Clarity for Customers
Customers are receiving the benefits of smart meter (AMI) data in their outage communications.

e Customers are no longer asked to confirm if their power is back if smart meter data validates that power
has been restored because the Company can rely on meter confirmation.

e Additionally, customers with individual (non-network) outages can be restored more quickly. If a smart
meter does not report that power is back on after a restoration effort, the data allows control centers to
identify and address secondary issues more efficiently and inform and update customers.

e Customers are now able to access consistent outage information no matter which channel they use
because the back-end systems for mobile, web, outage map, and IVR are aligned.

e No matter what channel customers use to report or check the status of an outage, the estimated time of
restoration delivered to the customer is provided by the same source in the Outage Management
System, eliminating a point of customer confusion.

Broaden Our Reach:

The Company expanded the outage communications program by ensuring broader reach of the outage
messages.

e Instead of sending updates to only the one account holder, information is sent to multiple members of
same account/household, keeping family members, roommates and property managers all informed
about restoration progress.

Analysis for Value Assurance:

Customers can write back to the Company in response to an automated text they received requesting
feedback as to whether they felt positively or negatively about a transaction with the Company.

e The Company has new abilities to perform deeper analytics on customers’ text responses. The Company
can now identify key words that require immediate response and alert appropriate teams, for example,
when a customer has life-sustaining equipment.

e This enhancement has helped numerous customers and received national recognition by receiving
awards from Chartwell, ESource, and the Stevie Awards for Sales and Customer Service.
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Customer Operations
2022

1. Project / Program Summary

Type: [ Project Xl Program Category: X Capital X O&M

Work Plan Category: [ Regulatory Mandated [ Operationally Required X Strategic

Project/Program Title: Journey Mapping

Project/Program Manager: Kerry Lay Project/Program Number (Level 1): 22959952

Status: [ Initiation [ Planning [ Execution X On-going [0 [ Other:

Estimated Start Date: November 2017 Estimated Date In Service: On-going
B.

[ 5-Year Gross Cost Savings (5000)
[ 5-Year Gross Cost Avoidance ($000)

A. Total Funding Request ($000)
Capital: $7,800

O&M: $5,500
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)

Capital:
Work Description:

The Journey Mapping program is part of the Company’s Strategic Customer Experience Portfolio of
projects which seeks to deliver a dynamic customer experience that will both meet evolving customer
and stakeholder expectations and enable the company to lead the transition to a clean energy future.
The Journey Mapping program was launched in 2017 to enable the Company to consistently provide a
high satisfaction, low effort experience across several types of customer interactions. Journey Mapping
uses Agile project management and Design Thinking practices with customer research, data analytics,
and employee input to design enhanced experiences and deliver quick to market improvements. (For
further information on the Journey Mapping program’s process and activities to date please refer to
the NextGen CX quarterly reports filed in Cases 19-E-0065 and 19-G-0066.)

The Company has made extensive progress with the initial journeys outlined for improvement in its
2019 rate filing. The Company therefore seeks to continue its Journey Mapping efforts, including
refinement of the experience as program offerings and customer expectations change. In addition, the
Company seeks to focus on Journeys that are emerging in importance, such as the experience of low-
income customers, commercial customers and their representatives, and customers adopting clean
energy programs.

The Journey Mapping process includes repeated assessments of previously implemented solutions and
allows for continuous refinement and further improvements. An example of a proposed refinement to
an improvement we have made is to address communications with customers experiencing partial
outages. One Journey Mapping focus from the past rate case was on improving the frequency and
clarity of outage event information to our customers. Our research during this effort also highlighted
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an opportunity to improve the experience of customers with partial power issues such as flickering
lights or low voltage conditions outside of a major event, which are treated differently than complete
outages. The Journey Mapping program seeks to address communications and resolution process for
customers who report slow resolutions timelines and lack of information from the Company.

For the years 2023-2025 the Company proposes O&M and Capital funding to continue the success of
the Journey Mapping program. The company seeks additional O&M funding to expand the team and
capabilities to provide increased value to customers, as well as fund the implementation of identified
improvements which cannot be capitalized. Expanded capabilities will include additional customer
research, toolkits, and a playbook for enabling Journey Mapping principles across the enterprise, and
data analysis and project execution resources. Capital funding is also proposed to implement
technology improvements identified during the Journey Mapping process. Please see a breakdown of
the proposed funding in Exhibit__ (CO-30) Journey Mapping Request.

Examples of previously completed Journey improvements and focus areas for the 2023-2025 rate
years can be found in Exhibit__ (CO-27) Journey Mapping Completed Journey Improvements and
Exhibit_ (CO-31) Journey Mapping Focus Areas.

Justification Summary:
Journey Mapping Methodology

With experience gained during the Journey Mapping program'’s first four years, the Company
validated that Journey Mapping is an effective process improvement method that warrants
implementation as a best practice across all customer interactions.

Customer research, data analysis and customer testing, the principles of Journey Mapping, mitigate
the risk of creating long expensive projects that do not meet customers’ needs and expectations. A
dedicated Journey Mapping team that uses the methodology of researching, investigating, validating,
and monitoring improvements ensures customer experience enhancements are implemented
effectively and efficiently. The team has no operational distractions and specializes in finding and
fixing problems as the primary focus.

As part of the Company’s Strategic CX Portfolio of projects, the Journey Mapping program works
together with other programs / projects to achieve the following value propositions.

¢ Increase Customer Satisfaction even as expectations continue to rise
e Drive Cost Efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and streamlining
adoption of programs

e Facilitating understanding and adoption of optional rates which help customers save and
support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved communication
during an outage
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e Provide education and access to payment assistance when a customer experiences financial
difficulty that impacts their ability to pay for service

Specifically, Journey Mapping will help the Company meet the Strategic CX objectives by:

Increase customer satisfaction

As customer expectations continue to rise, the Company must have the ability to design and deliver
better experiences with agility. Customer satisfaction increases when customers are given the
experience they want or accomplish a desired goal. The Journey Mapping team creates journey maps
to better understand customers on an emotional level in order to design and implement meaningful
improvements like self-service and outage communications enhancements.

Drive cost efficiencies

Journey Mapping designs low effort, high satisfaction interactions that drive cost efficiency. Designed
experiences, such as lower cost self-service options, make it easy for our customers to achieve their
goal and avoid follow up calls and interactions which increase costs. Journey Mapping will continue to
improve self-service options to lower the Company’s cost of serving our customers while raising
customer satisfaction through continuous improvement of products and services.

Support statewide clean energy goals

As the clean energy transformation continues it will necessitate streamlined customer adoption of
clean energy products and programs. Mapping the customer’s experience with new clean energy
related journeys will support this goal by improving understanding of new technologies and
integrating opportunities for customers to learn about clean energy solutions at various touchpoints
with the Company (e.g., high bill inquiries or when establishing service).

Facilitating understanding and adoption of optional rates

Journey Mapping has been utilized to facilitate understanding and adoption of optional rates for the
Company’s Innovative Pricing Pilot. Journey Mapping will continue to support efforts such as these by
incorporating rate choice and energy efficiency program choice into Journey Maps. This will enable
the identification of experience gaps and opportunities to increase adoption and customer
satisfaction associated with new rate structures that are emerging as a result of the clean energy
transition. Adoption of these programs will also help customers save energy and support grid
efficiency.

Provide education and access to payment assistance

When a customer experiences financial difficulty that impacts their ability to pay for service,
Journey Mapping is used to identify how customers can better understand, access, and receive the
payment assistance needed for their situation. Journey maps give a deep understanding of what a
customer is doing, thinking, and feeling when completing a transaction, which enables the Company
to provide effective, timely education and access to payment assistance programs. This will be
increasingly important as the COVID pandemic has resulted in more customer requiring assistance.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)
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The Journey Mapping program has a close relationship with many of the projects and programs in the
Company’s long-range plans, including DCX, CRM, clean energy programs, etc. in addition to our core
customer service business operations. The program will continue to provide the Company with
customer insights and process enhancements that enable an improved overall customer experience
and targeted engagement of customers on key topics, both of which are critical to the Company’s long
range plans and clean energy future.

2. Supplemental Information

Alternatives

Alternative 1

Outsourcing Journey Mapping to third party vendors and consultants for work on customer
experience efforts on a part-time basis, only when projects are identified. This alternative would
result in less effective customer enhancements at a greater overall cost. An in-house Journey
Mapping Program manages improvements from discovery to design to implementation, which allows
for more effective and efficient implementation.

Alternative 2

Suspending or limiting the Journey Mapping team - This alternative would dramatically reduce the
potential benefits that could be gained from a scaled program that can bring together and improve
customer interaction-related processes across the Company. It would also pose the risk of the
company quickly falling behind customer expectations and meeting challenges including COVID
customer interactions and the clean energy transition.

Risk of No Action

Eliminating funding for Journey Mapping would disband the Journey Mapping program, ceasing
support for large projects and improvements to the customer experience utilizing the Journey
Mapping tools and resources. This would impact customer satisfaction and have follow-on impacts on
all the programs in the Company’s long-range plans that will be informed by and benefit from Journey
Mapping. It could also lead to a higher cost to serve our customers to the extent that sub-optimal
processes and technologies perpetuate cost-intensive and/or error-prone processes that could be
improved and increase customer service calls. The Journey Mapping program through benchmarking,
data analysis and customer research are essential to keeping up with changing customer
expectations. Without the Journey Mapping program as a resource the Company will struggle to keep
up with the evolving needs of our customers and the ability to deliver changes and improvements.

Non-Financial Benefits

e Journey Mapping creates direct non-financial strategic value through increases in Customer
Satisfaction (CSAT) and improved customer experiences, across the customer spectrum as
described in the Customer Satisfaction section.

e Improved customer experiences and increases in CSAT are essential for the Company’s brand
trust, customer value — particularly for customers that are adopting clean energy solutions,
struggling to pay their bills, or have special needs.
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e Journey Mapping designs CX improvements that increase employee engagement and increase
collaboration between departments, both which lead to more effective and efficient
implementation of customer experience enhancements.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

Capital $7,800,000
O&M $5,500,000

4. Basis for estimate — This estimate is based on the labor, materials, services, and contingency costs
of similar past projects and program expenses. Please see Exhibit__ (CO-30) Journey Mapping
Request.

5. Conclusion — With incremental increases in Capital and O&M funding the Journey Mapping program
can continue to identify and address customer experience problems and improvements. Funding for
customer research and for Design Thinking solutions enables the company to create experiences that
best meet customer needs and improve customer satisfaction.

Project Risks and Mitigation Plan

Risk 1 Delays in interdependent project launches such as the new customer service system expected
to launch in 2023 and interdependencies on other planned projects, including the Customer
Relationship Management system (CRM) and Digital Customer Experience (DCX) could cause the
allocation of resources and technologies needed for customer experience improvements to be
redirected or completely unavailable.

Mitigation plan — The Journey Mapping program would create a diverse roadmap of improvement
designs that rely on a variety of company resources and technologies. The team would iterate their
project priorities and move to projects which are not dependent on the same resources and
technologies of another key project

Technical Evaluation / Analysis

Please see the Company’s 2019 rate filing and subsequent NextGen CX quarterly reports for
information on the genesis of and recent activities in the Journey Mapping program.
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Company.

Project Relationships (if applicable)

The Journey Mapping program has a symbiotic relationship with many of the projects and programs
in the Company’s long-range plans including DCX, Customer Data & Analytics, CRM, clean energy
programs and many other Company initiatives. The Journey Mapping program is currently involved
with projects across the Company including the Innovative Pricing Pilot. Even programs not
traditionally considered to be customer-related, like back-office processes, will benefit from a
permanent Journey Mapping team during the 2023-2025 rate period. As proposed in this filing,
Journey Mapping will be able to support strategic and operational projects and programs across the

3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital $673 5786 $629 $894
O&M $650 $920 $580
Total Request ($000):
Total Request by Year:
Request Request Request Request Request
2022 2023 2024 2025 2026
Capital $600 $1,100 $2,200 $2,000 $1,900
O&M* $600 $1,300 $1,400 $1,000 $1,200
Capital Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor $200 S460 $480 $480 $480
M&S
Contract S400
Services $420 $1,490 $1,290 $1,190
Other
Overheads $220 $230 $230 $230
Total S600 $1,100 $2,200 $2,000 $1,900
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
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O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026

O&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that do not occur today (e.g., anticipated short-
term fixes/maintenance if capital is not deployed)

Project Status:

e Initiation — New project, not authorized yet

e Planning — Project authorized, not started yet
e Executing — Project in-flight

e On-going — Annual program
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Journey Mapping Request
Capital (‘000) 2023 2024 2025

IT Development and Services

— Technical PM

— Tech Architect $260 $280 $300

— Data Security Architect
Project Management and Business

— Project Manager $200 $200 $180

— Journey Experience Designer
Contract Services

— UX Designer

— Tech Architect $420 $1,490 $1,290

— PM Support

— Business Analyst
Overhead $220 $230 $230
Total $1,100 $2,200 $2,000

0&M (‘000) 2023 2024 2025

Section Manager $150 $150 $150
Scrum Master $135 $135 $135
Journey Mapping Researcher $115 $115 $115
Metrics and Value Analyst $125 $125 $125
Journey Experience Designer $70 S75 S75
Contract Services

— UX Designer

— Technical Architect $500 $550 $200

— Business Analyst

— Project Manager
Customer Research S50 S50 S40
Materials

— Workshop materials S30 $30 $40

— Training materials
3rd Party Vendor Support

— Text Messaging Campaigns

— Mail Campaigns 5120 5120 5120

— Email Campaigns
Total $1,300 $1,400 $1,000




Journey Mapping Focus Areas

Journey Mapping keeps an extensive backlog of potential projects that would alleviate customer pain points. Before launching a
Journey Mapping project, potential projects are prioritized by level of customer impact through discovery work including customer
research, operational data analysis, and benchmarking. The following are proposed potential focus areas for 2023-2025 based on this
research. Our process also allows for emerging customer needs and requirements which may have a higher level of customer impact,
superseding other projects in the rate case years 2023 to 2025.

Proposed Projects

Website FAQs Improvements

Description

Improve the website frequently asked questions (FAQ)
journey through content updates and new technology

Customer Benefit

Provide the customer with a low effort, intuitive
experience when using the website FAQ feature

Gas Customer Journey

Map the Gas Customer Journey to identify pain points and
opportunities for improvement

Improvements that provide a low effort high,
satisfaction gas customer experiences

Start Service Experience Tracker

For customers starting service with Con Edison create a
new website feature with a visualization on the progress
of their start service request

Customers will have transparency on the progress of
their request through a convenient, self-service,
digital channel

Field Crew Status Tracker

Create the technology to track field crew status for
customer appointments

Customers will have greater transparency on when a
crew will arrive at their property

Start Service Energy Efficiency Journey

Map the start service customer journey for customers
wishing to save money and maximize clean energy
options

New customers will have low effort, high satisfaction
options on how to save energy and money from the
beginning of their relationship with Con Edison

jotabed
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Low Income Customer Journey

Map the Low-Income Customer Journey to identify pain
points and opportunities for improvement to design and
implement low effort, high satisfaction low-income
customer experiences

Low-income customers will receive an easy to
navigate and personalized customer experience

Auto Enroll Credit Card Payments

Design and implement the feature of pay by credit card for
customers enrolled in automated bill pay

Customers who pay their bill through the automatic
payment service will have the option to pay by credit
card

Expand Ways to Pay: digital wallet

Create digital wallet payment features for customer bill
pay

Customers will be able to choose their preferred
payment method to pay their monthly bill

Customer Arrears Journey

Map the Customer Arrears Journey to identify pain points
and opportunities for improvement

Customer driven improvements will create a
customer experience which enhances the support
and options available to customers in need of
payment assistance

High Bill Customer Journey

Map the Customer High Bill Journey to identify pain points
and opportunities for improvement

Customer driven improvements will create a high bill
customer experience with easy to navigate and
personalized payment options

Dynamic Customer Improvements

Customer expectations are always changing - Con Edison
will meet our customer needs by taking on unforeseen
projects with speed and agility

Our customers will be provided with features and
improvements that matter most to them and meet
their evolving needs and expectations

Hqux3
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Customer Operations
2022
1. Project / Program Summary
Type: U Project X Program Category: X Capital X O&M

Work Plan Category: [1 Regulatory Mandated X Operationally Required X Strategic

Project/Program Title: Back Office Automation & Workforce Management

Project/Program Managers: Richard Brown,
Raymond Joseph, Sebastian Cacciatore, Michael | Project/Program Number (Level 1): 23242008
Falanga

Status: [ Planning [ Design [l Engineering [1 Construction X Ongoing [] Other:

Estimated Date In Service: Varies by project -
starting 12/31/23
B.
O 5-Year Gross Cost Savings ($000)
[ 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:

Estimated Start Date: 1/1/2020

A. Total Funding Request ($000)
Capital: $9,170
O&M: $4,610

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months)

Work Description:

The Back Office Automation and Workforce Management program is part of the Company’s Strategic
Customer Experience (Strategic CX) Portfolio of projects, which seeks to deliver a dynamic customer
experience that will both meet evolving customer and stakeholder expectations and enable the
company to lead the transition to a clean energy future.

The Back Office Automation and Workforce Management program encompasses a collection of
investments in software and new systems that will automate repetitive and manual back-office tasks,
improve workflow and exception management processes and enhance tools used by employees. Work
streams include implementation of robotic process automation (“RPA”) technology, automation of gas
service line inspection processes, workforce management solutions to optimize workforce efficiency,
and enhancements to tools used to control employee access to multiple operational systems.

Robotic Process Automation (RPA)

The Company continues to expand upon its RPA technology, which has resulted in process
automations that take many business rules into consideration and perform actions across several
software programs. Recent processes the Company has automated include addressing customer
accounts when there is a discrepancy in the load factor for more than two consecutive readings, closing
open workflows for different types of customer requests (e.g., meter add, meter delete, meter updates
and meter retire) and validating account information before issuing an estimated bill.

While the Company has made great strides in RPA, more work is necessary to automate more
processes, freeing up employees to conduct higher value work as opposed to repetitive back-office
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tasks. The Company plans to implement additional automation opportunities using RPA tools during
the 2023-2025 time period, based on a consideration of the effort involved in developing the RPA tool
and the associated customer satisfaction and cost efficiency value. These automations will be
concentrated in the area of exception work management, and in coordination with the implementation
of the new customer service system.

Exception work management processes are required when the new customer service system cannot
complete specific tasks automatically due task complexity or business rule exceptions, and instead
issues a citation for an employee to review. Based on benchmarking from utilities that have recently
implemented new customer service systems, it is common for a large number of exception citations to
be issued during the transition and stabilization period of the new system. In these cases, the number
of exceptions issued by the customer service system creates a backlog of work that cannot be resolved
in a timely manner through employee review. If left unhandled, exception work could drastically
increase manual work for back-office teams and increase the resolution time for customer inquiries,
including un-resolved billing inquiries, leading to customer frustration and complaints. Using RPA
technology to process these exception cases is a best practice that the Company seeks to deploy. Please
see Exhibit_ (CO-35) RPA Implementation Steps for more details.

Access Management System for Workflow Management Tools

The Company also plans on implementing an automated access management system (AMS) for its
existing back-office workflow management tools, including the Field Collection System, Load Profile
Data System and others. The AMS will act as a central controller that unifies different access rights
systems and automates employees” access to multiple applications, and allows system administrators
to add, suspend and delete permissions in a single interface. This project will enable users to access
systems needed to do their job and protect of customer data by managing the processes by which
employees are approved to access customer information in specific systems and removed when they
should no longer have access (i.e., termination or change of job responsibilities). The Company expects
the AMS to be implemented in stages from 2023-2025.

Gas Service Line Inspection Application

The Company’s gas service line inspection program was created in 2017 per Commission Order in
Case 15-G-0244, establishing an ongoing requirement for inspection of gas service lines and piping on
customer premises. Specifically, New York State local distribution companies (“LDCs”), including Con
Edison, are required to perform atmospheric corrosion inspections on gas service lines every three
years. Additionally, LDCs are required to perform leakage surveys on gas service lines annually in
business districts and every five years in non-business districts. The Commission also ordered utilities
to issue fines for customers that do not provide access for inspections and to terminate service to
customers that fail to cooperate after fines are applied. Implementing this program requires multiple
forms of communications with all residential and commercial gas customers in the Company’s service
territory.

To manage and support compliance with this mandate, Customer Operations and Gas Operations will
develop and implement an automated process to communicate with customers and field necessary
terminations, replacing the existing manual process that has presented challenges in terms of prompt
customer communications and coordination across departments. In addition, this project will include a
dashboard that will quickly identify a population of target customers and enable reporting functions.
This solution will leverage a direct two-way connection between Customer Operations” appointment
scheduling software and the Gas Inspection System (GIS), the Company’s gas operation work
management tool. Once operational, the tools will eliminate the need for Gas Operations to manually
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run reports and share them with Customer Operations, which in turn must upload the reports into its
own systems.

Finally, the project will automate the inspection-related disconnection process for gas meters, including
issuing referrals and opening service requests to operating areas, replacing the need to manually enter
and process the referrals.

Content Management

The Company will obtain Content Management software and tools to manage the lifecycle,
distribution, and use of customer content/documents received by customer service representatives
(CSRs) at the Customer Experience Centers, from the time of receipt, capture or scanning through to
archiving and disposition. Content Management will allow the organization to collect customer
content/documents, build stepped workflows, apply process governance, and create a long-term
archive solution with security and proper retention regulation. Such tools will enable departments to
manage the flow of inbound paper documents and convert them to electronic format, so they become
actionable and manageable as part of a more complete and consistent content and process
management strategy.

As part of this effort, the Back Office Automation and Workforce Management program and the Billing
and Payment Enhancements program will jointly conduct a cross-functional assessment to identify
synergies and opportunities to further streamline processes involving customer-related documents and
information. Where such synergies overlap, the programs will perform an analysis to recommend a
single set of technology improvements allowing for smarter routing and storage and a more
comprehensive means to access such customer documents faster and more easily.

Call Center Workforce Management Solution

The Company plans to procure a Workforce Management (WFM) solution to monitor call center and
back-office staffing levels, exception times (e.g., holidays, vacation, sick and training time), scheduling
accommodations and intraday performance in one centralized platform. The WEM solution will
replace the existing, inefficient management process used by our operating areas and positively impact
Customer Operations on multiple levels.

While the existing call management system enables the Company to efficiently receive and route high
volumes of calls, it does not perform the types of analytics needed to identify and adapt to changes in
call patterns (e.g., percent of calls coming in on certain days compared to historical data) on a
consistent basis.

A new WEFM tool operating in parallel with the existing call management system will provide the
advanced analytics and scheduling capabilities needed to more effectively manage call center and
back-office resources and provide a high level of service to our customers. To that end, the Company
plans to acquire, test and begin implementing a WEM tool by 2024, completing the project at the end of
2025. Please see Exhibit__(CO-35) Back Office Automation & Workforce Management Tool Assessment
Readout for more details.

The following list shows the combined project milestones expected across the Back Office Automation
and Workforce Management Program during the 2023-2025 time period:

o 2023

0 Operationalize top value RPA use cases and procure and implement exception
management tool
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0 Enhance the Gas Line Inspection Process
0 Implement top use case for Access Management System
0 Review Content Management Solution business case and technology landscape

0 Implement additional use cases for the Access Management System
0 Add use cases to RPA tool
0 Acquire Workforce Management tool, test and begin implementation

0 Additional use cases added to RPA tool
0 Additional use cases for the Access Management System
0 Workforce Management tool goes live

The capital funding requested in this white paper includes funding for implementation and
development activities, software and hardware costs for an AMS tool, Content Management tools and
Workforce Management solutions, RPAs, and Gas Service Line Inspection applications.

The O&M funding requested in this white paper covers licensing costs and support, including ongoing
training, software bug fixes, testing and code migration.

Justification Summary:

The Back Office Automation and Workforce Management program is a part of the Company’s
Strategic CX Portfolio of projects. The Strategic CX Portfolio projects work together to achieve the
following value propositions:

¢ Increase customer satisfaction even as expectations continue to rise

e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and streamlining
adoption of programs

e Facilitating understanding and adoption of optional rates which help customers save and
support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved communication
during an outage

e Provide education and access to payment assistance when a customer experiences financial
difficulties that impact their ability to pay for service

The Back Office Automation and Workforce Management program specifically contributes to these
value areas as follows:

e Increase Customer Satisfaction: Content Management will create a means to effectively capture,
index, route and archive customers’ documents, allowing processing to advance more rapidly and
giving front and back-office personnel a more complete view of the customer. Having a full view of the
customer allows call takers, specialists and other personnel to handle customer inquiries more
efficiently and with greater accuracy. Robotic Process Automation will reduce the number of customers
receiving estimated bills, or not receiving a bill, and result in bills being issued in a timely fashion. The
Workforce Management tool is expected to improve staff utilization with accurate demand-based
scheduling and drive an improved customer experience in terms of CSR availability. It will also improve
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the Company’s understanding and adaptation to fluctuations in call volumes, patterns and agent
availability, leading to shorter wait times for customers.

e Drive Cost Efficiency: Content Management will eliminate time-consuming searches for documents,
which will contribute to shorter call handle times and eliminate the need for repeated interactions by
customers, thereby improving cost efficiency. The Content Management solution will also streamline
processes across departments, create intelligent document workflows and avoid unnecessary storage
costs. Robotic Process Automation of back-office work provides the benefit of 0&M cost reductions as
repetitive work becomes automated and the need for manual employee reviews is reduced. The AMS
will improve employee productivity and help secure and speed up the provisioning of user permissions.

e Enable safe, reliable and resilient delivery of energy: The Gas Service Line Inspection Application will
enable the Company to keep in compliance with Commission requirements for safety inspections on all
gas service lines. These improvements and process automations will expedite processes and reduce risk
of human error. Implementing an AMS will also reduce the risk of human error in managing access to
important customer information systems. The improved security controls of AMS also increase
consistency and mitigate risks of users inappropriately retaining access to important systems that
contain customer information.

For each of the projects outlined in this paper, continuation of existing inefficient and manually
intensive processes will increase customer resolution time, erode customer satisfaction and reduce
operational efficiencies. Investments in Back Office Automation and Workforce Management will
contribute to a more efficient, positive customer experience while reducing costs, enhancing back-office
processes and empowering employees with the proper tools to provide exceptional customer service.
The Back Office Automation and Workforce Management systems proposed above will help to
optimize business procedures by saving time, money and human effort and will continue to benefit the
Company through data storage and manipulation, data management, data exchange, accuracy, saved
time and money and reduced costs.

Please see Exhibit_ (CO-33) Back Office Automation and Workforce Management Request for more
details of the funding request.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The Back Office Automation and Workforce Management program will contribute to increased
operational efficiency, faster resolution time for exceptions and increased customer satisfaction. This is
aligned with the long-range plan’s emphasis on improving the customer experience as a part of the
Company’s core operations.

2. Supplemental Information

Alternatives

For RPA, the alternative is to continue to manage these processes manually and have employees
review all back-office exception management tasks, which would not allow for the realization of cost
savings and resolution time benefits.
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For AMS, the alternative is continuing to utilize multiple system access tools and failing to improve
engineering controls to strengthen security of access to customer data. This in turn could put the
Company at risk for data breaches and negatively impact customer trust and satisfaction.

For the Gas Line Inspection process, the alternative would be to continue to use a time-consuming
manual process to manage work, resulting in safety risks and potential non-compliance with
Commission Orders.

For Content Management, the alternative would be to archive paper documents, which compromises
security and retention regulation. Without progressing to an electronic archiving tool, the Company
cannot manage the flow of inbound paper documents by converting them to electronic format, which
does not align with the Company’s digital content and process management strategy.

For Workforce Management, an alternative would be to build custom features on top of our existing
platform. This alternative was considered during the Company’s assessment but determined, in the
long run, to be more costly. In addition, a custom-built solution would not allow the Company to
acquire the advanced capabilities a new platform offers.

Risk of No Action

The risk of no action on the enhancements in the Back Office Automation and Workforce Management
program is eroding customer satisfaction due to inefficient processes and work practices and not
realizing the operational efficiencies associated with a more automated and efficient back office.

As an example, one of the main risks the Company will encounter in not acquiring a new Workforce
Management solution is a deficiency in its response time to customers’ calls. For example, since the
beginning of the pandemic, the Company’s workforce has migrated to a remote working arrangement
on a temporary basis. This transition in environment has increased the need for a workforce
management tool for our supervisors to monitor performance and better assist our CSRs with day-to-
day functions. A Workforce Management tool is therefore necessary to enable the Company to move
ahead with its ongoing efforts to optimize staffing and service levels.

Non-Financial Benefits

There are several non-financial benefits associated with the Back Office Automation and Workforce
Management program, as noted throughout this paper. These include increased customer satisfaction
through faster resolution of inquiries handled by CSRs and resolving back-office work in an automated
fashion. Additionally, the Company anticipates that its WFM project has the potential to improve CSR
utilization and drive improved customer experience while also helping employees better understand
their performance in real time and historically.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A
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3. Total cost

Capital $9,170,000
O&M $4,610,000

4. Basis for estimate

These estimates are based on past costs for similar efforts, and benchmarks and analysis from
experienced consultants. Please see Exhibit_ (CO-33) Back Office Automation and Workforce
Management Request for more details.

5. Conclusion

Based on the efficiencies and process improvements noted in this paper, the Company should
implement the processes and tools identified above.

Project Risks and Mitigation Plan

Risk 1

WEFM Solution: During the implementation phase, we may experience transitional issues if the new
platform affects the existing call management system. If this scenario occurs, we risk temporarily
increasing our call handle and hold times.

Mitigation plan
The Company will work closely with its implementation vendor to formulate a robust contingency
plan to minimize this potential risk during implementation.

Technical Evaluation / Analysis

Please see the Company’s testimony in Cases 19-E-0065 and 19-G-0066 for a technical analysis of the
RPA project. The analysis identified the back-office work that was feasible for automation and the
work was prioritized based on the potential benefits.

To develop its WEM proposal, the Company worked with a consulting firm to assess whether making
improvements to its current management tools or building or buying a new workforce management
solution is most feasible for the Company’s business. A total of 37 functional and technical
requirements were identified addressing system management, agent scheduling, scheduling profiles
and reporting analytics.

Below are the main areas of opportunities discovered in conjunction with this analysis:

e Currently there is no ability to create volume-based schedules automatically for customer
service or back-office case work

¢ The Company experiences challenges in consolidating call center employee sick time
information to project impacts on call answer rates and make adjustments in real time

e Currently there is no central repository to track vacation requests and project how they will
impact call answer rates

e (CSRs’ overall performance reporting is limited to raw outputs and manual input is required to
obtain a holistic view of performance across key metrics
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Managers have limited capability to view CSR activity mode (i.e., managers cannot view an
agent’s hold status in real time)

Please see Exhibit__(CO-34) Back Office Automation & Workforce Management Tool Assessment
Readout for more information on the Company’s WFM analysis.

Project Relationships (if applicable)

The Back Office Automation and Workforce Management program is related to the Digital Customer
Experience program, Enterprise Customer Relationship Management system, new customer service
system, Field Collection System, Customer Project Management System, Gas Information System,
Customer Information System and other systems.

3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
Oo&M $240
Retirement
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital $170 $1,500 $2,500 $2,500 $2,500
O&M* $110 $1,000 $1,100 $1,100 $1,300
Regulatory
Asset
Capital Request by Elements of Expense ($000):
EOE 2022 2023 2024 2025 2026
Labor
Mé&S
Contract $170 $1,500 $2,500 $2,500 $2,500
Services
Other
Overheads
Total $170 $1,500 $2,500 $2,500 $2,500
Total Gross Cost Savings / Avoidance by Year ($000):
2022 2023 2024 2025 2026

O&M Savings
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O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year ($000):
2022 2023 2024 2025 2026

O0&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
¢ Planning - Project authorized, not started yet

e Executing - Project in-flight
e On-going - Annual program
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Back Office Automation and Workforce Management Request
Capital (‘000s) 2023 2024 2025
Robotic Process Automation (RPA)
Contract Services $300 $650 $650
IT Development and Services S50 $350 $350
Access Management System
Contract Services $150 $150 $150
Gas Service Line Inspection Application
Contract Services $200 $250 $250
Content Management
Contract Services $200 $500 $500
IT Development and Services $100 $100 $100
Call Center Workforce Management
Solution
Contract Services $300 $300 $300
IT Development and Services $200 $200 $200
Total $1,500 $2,500 $2,500
O&M (‘000s) 2023 2024 2025
Robotic Process Automation (RPA)
IT Support $100 $280 $280
License Cost $360 $250 $250
Gas Service Line Inspection Application
IT Support S50 $30 $30
License Cost
Content Management
Labor $60 $60 $60
Vendor Services $250 $200 $200
Access Management System
IT Support SO S60 S60
Call Center Workforce Management
Solution
IT Support S60 $120 $120
License Cost $120 $100 $100
Total $1,000 $1,100 $1,100
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WFEFM tool assessment summary Manny Gutierrez 11:00 - 11:02
Current gaps Clinton Diamond 11:02 - 11:05
Business value John Rushing 11:05 - 11:15
Functional & IT requirements summary John Rushing 11:15 - 11:20
Build vs. buy analysis John Rushing 11:20 - 11:30
Vendor landscape John Rushing 11:30 - 11:40
Proposed WFM tool implementation schedule John Rushing 11:40 - 11:45
Vendor questions John Rushing 11:45 - 11:50

Q&A and next steps All 11:50 - 12:00
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An assessment of workforce management practices in

Customer Assistance was performed over the past six
weeks

A

In-depth workshops to
discoverbusiness and
technical requirements
with various stakeholders
from Customer Assistance

37

Functional and technical
requirements addressing
system management,
agent scheduling,
scheduling profiles/ rules
management, and
reporting and analytics

A

Vendors suggested for RFx
shortlistbasedon
capabilities important to Con
Edison

1

Build vs. buy
recommendation based
on attributes important to
Con Edison

Implementing a workforce managementtool in Customer Assistanceis foundational in accessing

benefits to operational efficiency, employee experience, performance management, and ultimately
customer experience
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— Several pain points were identified during the discovery
workshops

FORECASTING & SCHEDULING REAL TIME REPORTING

Sick exceptions,

Demand based vacation requests and Agent performance & Call patterns
schedules : o CSR activity and staffing
intra day reconciliation
» There is no ability to « Con Edison experiences * CSRs overall * Itis difficult to identify
create demand-based challenges in obtaining performance reporting is and adapt to changes
schedules for customer employee sick limited in call patterns
service or back-office exceptions inreal time - Viewing agent _(percent of calls coming
case work « Currently there is no performance is manual In on certain days and
? central repository for and cumbersome comparing to historical
< vacation requests and . con Edison has limited S22 G SRS
s access is outside the capability to view the basis
system, CSR activity mode, i.e.,
 Ability to swap shifts they cannot view an
intra-day is done agent's hold state in real
manually on time
SharePoint
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robust workforce management tool positively impacts
" n Edison on multiple levels

Improved understanding and
adaptation to fluctuations in Clear and concise daily
call volumes, patterns and Simplified review of real and weekly schedules
agent availability time, historical agent
performance, and
monitor agents
schedule adherence

CONTACT CENTER

WFM tool can improve
utilization by 15-20%
and drive improved
customer experience

Helps employees better
understand performance in
real time and historically

Improved staff utilization System alerts and notification
from accurate demand- support agents to maintain
based scheduling their schedule adherence
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Functional and IT Requirements Summary

8 Technical Requirements
3 must have

System Management & :
Administration Agent Scheduling Tools

System management and
administration includes
user management,
system set up, audit
capabilities and other key
administration tasks.

Agent scheduling tools
includes agent portals that
allow agents to view their

schedule, review
performance, request
changes or updates to
posted schedules, and the
types of scheduling and
forecasting algorithms
available in the platform.

Exhibit__ (CO-34)
Page 6 of 20

29 Functional Requirements

20 must have

Reporting and
Analytics

Reporting and analytics
includes inherent reporting
ability of forecasts vs.
actuals, staffing alerts and
exporting data to external
systems, such as a data
warehouse.

Scheduling Profiles /
Rules Management

Scheduling profiles/ rules
management includes
establishing and maintaining
business rules related to
specific schedules, shifts
and individual agents to
promote a streamlined
scheduling process.
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Build vs. Buy Analysis

ATTRIBUTE ‘ Buy CON EDISON CONTEXT

Customization Out-of-the-Box L 4 Specific
Upfront build time Short ¢ Long
Custom-built
integrations ves ¢ No

Nature of cost

SufiEy Ongoing L 4 Upfront
Software :
roadmap control Low ¢ High
Fix response time Fast — Slow
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Vendor Landscape

Scheduling Profiles / Rules
Management

O
O
S

Multichannel Forecasting / Blended
Teams

Reporting and Analytics

Robust Integration Capabilities

Ease of Use / Administration

O © 06 00O
O © 000
wll BECEN BN _
00 & S8

Al / ML Tools and Capabilities

LEGEND
. Fully developed O Partially developed O Not a capability 8




PROPOSED WFM TOOL IMPLEMENTATION SCHEDULE

Internal Approvals ] |
Confirm funding
Complete Technology Approval Process (TAP)
RFP ST L[]
Prioritize requirements
Develop RFP content
Develop RFP scorecard
Procurement review and approval
Planning NN
Complete solution design
Gather historical volume and handling data

Complete reporting design / integration planning
Develop implementation plan
Identify resource requirements
Vendor Interviews & Selection -----
Issue RFP
Narrow vendor selection, vendor capabilities presentations & scoring
Complete total cost of ownership (TCO) by vendor
Complete vendor selection
Negotiate contract / acquire license
WFM Tool Implementation -----------
Tool implementation kick-off
Set up sandbox (WFM tool and connected systems / applications)
Pre-implementation training session

Implement WFM
Post-implementation training session
Post-implementation monitoring
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Sample Vendor Questions

1.

How does the vendor ensure the ability for individuals and/ or groups to meet scheduling rules?
— Canthis be done at a schedule, shift and/or agent level?

How does the vendor provide the ability to forecast and schedule non-communications work
such as case management?

. How many different types of forecast models does the vendor solutions support?

How granular are the audit capabilities of the system (i.e., approval of schedule change,
schedule generation, shift approvals, etc.)?

How easy is the navigation of the management interface?

Describe the detail of the vendor’s future roadmap and how are the items selected and
prioritized for development and future releases?

— How are new updates released and how are they tested for backward combability, bugs,
etc. prior to release?

10
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Supplementary Key Questions

KEY QUESTION ANSWER

Are there any requirements or MVPs of the WFM
requirements that can be reasonably built by
Con Edisonand provide incremental value to the
business now?

Would the company’s Oracle CC&B system fulfill
or streamline the fulfillment of these
requirement?

Which vendors presented within the vendor
landscape have integrability with CC&B?

A full custom build system would not be possible to build in a faster
timeframe, certain requirements could be met through enhancements to
certain existing spreadsheet-based processes.

Oracle’s CC&B system does not have any functionality that can address the
fulfilment of the WFM functional / technical requirements.

All vendors presented within the vendor landscape can be integrated with
CC&B. Some configuration of APls may be required.

11
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Q&A
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Next Steps

* Determine IT acceptor and timeline

* Align with team on reviewers and approvers / timeline for requirements
document

13
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Vendor Key Capability Descriptions

KEY CAPABILITY DESCRIPTION

This capability refers to a solutions ability to provide administrators with the capability to
define and manage scheduling parameters that how an individual agent, agent group, agent
type or shift may be applied to a given schedule

Scheduling Profiles / Rules
Management

This capability refers to a solutions ability to create forecasts and schedules for non-voice
channels such as email, chat, and back-office functions and to apply these to either blended
or non-blended teams

Multichannel Forecasting/
Blended Teams

This capability refers to a solutions ability to provide robust reporting and analytics

NEPEAEEIe! AT UE capabilities in support of both real-time and historical performance management.

This set of capabilities refers to the ability of a given solution to integrate with other common

R tint ti iliti . : . .. :
obustintegration Capabilities contact center infrastructure using either native integrations or a robust set of APl's

This set of capabilities refers to the user interfaces designed to support systems
Ease of Use / Administration management and administrations as well as key WFM operations such as generating
forecasts, generating and updating schedules and administering users

This set of capabilities refers to the Al and ML tools provided by each vendor solution and

iliti : . .
Al /ML Tools and Capabilties how useful and practical these are in day-to-day operations

15
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VENDOR LANDSCAPE DETAIL




(& conEdison _ o R o
Vendor Landscape Detalil — Nice inContact

* Nice has a long and successful history as one of the oldest providers of call recording
and quality assurance tools for contact center applications. The company's products
were the “go-to” solution for quality assurance for decades

* |n 2006, Nice acquired IEX which was one of the original W orkforce Management and
like Nice in the call recording space, was widely considered the leading provider of

WFM tools

* |In 2016, Nice acquired inContact which is one of the original cloud-native CCaaS
solutions

* Through continuous development of its own solutions and successful integration of
capabilities it has acquired, Nice has created a suite of products that are unrivaled in
the industry. Nice solutions are well known across the industry for their robust and
often, leading edge capabilities

17
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Vendor Landscape Detalil — Verint

* Though Verint has not been in the market as long as Nice, it is still widely recognized
as a leader in the industry. Like Nice inContact, the company provides a robust and
well-designed designed suite of products that include WFM, QA, Employee
Engagement, and Performance Management

* Through its acquisition of Monet in 2019, Verint offers two distinct solutions to the
market

— Verint Enterprise which is a powerful set of tools offered as premise-based point
solutions for WFM, QA, Employee Engagement, and Performance Management

— Verint — Monet which is a cloud-based offering that can be implemented more
easily and at a lower price point than the enterprise offerings

18
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Vendor Landscape Detall - Calabrio

e Calabrio was for over a decade the preferred vendor for both quality and workforce
management for Cisco UCCE and UCCX solutions. In 2017, Calabrio began to make
a focused effort to expand beyond Cisco and to compete with Nice and Verint in the
broader market

* Calabrio solutions are well-known in the industry for solutions that are robust and yet
practical and easy-to-use as compared to other vendors in the market (namely Nice
and Verint)

* |In 2019, Calabrio acquired a cloud-based WFM company called Teleopti and has
since integrated this solution into their own to create a cloud-native WFM solution

19
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Vendor Landscape Detall - Genesys PureConnect
Interaction Optimizer

Interaction Optimizer is part of a suite of products that Genesys acquired through its
purchase of Interactive Intelligence in 2016

Unlike the other WFM solutions considered, Interaction Optimizer is specifically
designed for the Genesys PureConnect solution and is not available to support other
contact center infrastructure or applications

Perhaps the product's greatest strength is that it can be acquired through the purchase
of the required licenses and is automatically integrated into the PureConnect
environment — this substantially limits the cost and complexity associated with the
acquisition of a third-party solution

While Interaction Optimizer can support multichannel forecasting and scheduling, this
capability is limited to those channels that are routed and delivered to agents using
the PureConnect system

20



EXHIBIT___ (CO-35)
Page 1 of 1
RPA Implementation Steps

1 Process Design Detailed process design document leveraging Con Edison provided
Documents (PDD) template; will include:
e Current & target state process - workflow, roles, narratives
e Org model analysis
e Risk analysis
e Business continuity
2 Technical Design Detailed technology design document leveraging Con Edison
Documents (TDD) provided template; will include:
« High-level application and technology architecture
« Integration requirement (high level)
e Interface review

3 Test Cases Detailed test cases for SIT execution

4 Bots with Unit Configured and unit tested bots as per the PDD and TDD in the
Tested BluePrism environment

5 Job Aid Documents Job aid documents will include

e Summary of changes
e Known issues and workarounds/instructions on trouble
shooting



Exhibit__ (CO-36)

Page 1 of 10
Customer Operations
2022
1. Project / Program Summary
Type: [ Project X Program ‘ Category: X Capital X O&M
Work Plan Category: [1 Regulatory Mandated [J Operationally Required X Strategic
Project/Program Title: Outage Communications
Project/Program Manager: Rebecca Lessem Project/Program Number (Level 1): 25547144
Status: X Initiation [ Planning [1 Execution [ On-going U [ Other:
Estimated Start Date: January 2023 Estimated Date In Service: December 31, 2025

B.
0] 5-Year Gross Cost Savings ($000)
[] 5-Year Gross Avoidance ($000)
O&M: $875
Capital:

A. Total Funding Request ($000)
Capital: $5,680
O&M: $4,530

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months) (If applicable)

Work Description:

The Outage Communication program is part of the Company’s Strategic Customer Experience (Strategic
CX) Portfolio of projects which seeks to deliver a dynamic customer experience that will both meet
evolving customer and stakeholder expectations and enable the Company to lead the transition to a
clean energy future.

Customer and stakeholder expectations of communications capabilities related to outages are increasing.
As noted by the New York Public Service Commission (PSC) in its April 18, 2019 Order Instituting
Proceeding and to Show Cause in Case 19-E-0107, “effective communication with customers through
press releases, social media, and other customer messaging or alerts is a key aspect of how a utility
disseminates useful information.” With increased frequency of climate events and related outages, the
importance of agility and coordination to get messages out to customers will only increase.

To meet the growing customer expectations and continuously improve the customer experience, the
Company proposes capital and expense initiatives for the period from 2023 to 2025 that will enable it to
respond to the ever-evolving outage communication needs. Capital funds will be used to build new
technology platforms that enable messaging to customers and internally to organize outage event
response. O&M expenses are required to support the capital technology and to fund message delivery
and ongoing supervision of the tools. Please see Exhibit_ (CO-37) Outage Communications Request for
a breakdown of costs by area. The Company sees an opportunity to develop the new technologies and
platforms described below to provide more detailed information to targeted groups of customers before,
during and after outage events to meet safety and customer satisfaction goals.

(& conEdison, inc. 1
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Emergency Customer Messaging Center (ECMC)

ECMC will be a centralized platform that will allow the Company to identify a specific group of customers
affected by an imminent or ongoing emergency and create a customized message that can be quickly
approved and sent out to those customers. Specifically, the ECMC will deliver the following capabilities:

e Quickly identify customers affected by an imminent or ongoing emergency event and pull a very
targeted list of customer contact information (e.g., based on their geographic area, equipment
their account is associated with, smart meter status, etc.).

e Write a new emergency communication specific to the event, to be sent via text and automated
calls to customers during that imminent or ongoing emergency.

e Execute the steps above and include an approval process within one single platform in order to
get the messages out to customers as quickly as possible.

The ECMC will require building integration with the currently isolated data systems used to house
customer information to pinpoint those specific customers the Company wants to reach and pull the
customer data with precision and agility. The platform would be built to push the customer list and
text/recorded voice message to a messaging partner to send to customers. Please see Exhibit _ (CO-39)
Outage Communications ECMC for detailed plans.

Continued Investment in Qutage Messaging

Maintain and improve the current outage management communications, processes and
technologies:

In the past four years, the Outage Communications team made great strides in expanding the frequency,
volume, clarity and delivery of outage communications directly to customers and has had proven success
with resolving customer pain points. In creating new technologies and messages there has been an
increase in the complexity and maintenance of our platforms which we will need to continue to fund and
improve in response to stakeholder feedback. There are additional opportunities to further improve
technical performance and create iterative customer enhancements with greater focus on customer care
and function, including our internal message creation process, our reach and efficacy of messages, and
our customer outreach tools.

e As Con Edison has installed Smart Meters (AMI) in a large portion of its service territory, there
are opportunities to enhance and create new messaging based on the new AMI data.
e Continue to improve the Outage Map for increased reliability, performance, and features.

Expand the current outage management communications, processes and technologies:
The Company would like to expand the reach of the existing outage communications by delivering
messages in new languages, through new and preferred channels, and to specific subsets of customers.

e Expand the reach of the existing outage communications by delivering messages in Spanish.
This project will result in delivering clear and easier to understand messages for 310,000
customers, or about 10% of our customer base, who have indicated they prefer to receive
communications in Spanish.

¢ Include new channels to interact with customers about their power issues, such as the
Company’s Virtual Assistant and social media channels. The goal of this project is to make it as
easy as possible for a customer to reach the Company to report service problems and get

(& conEdison, inc. 2
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resolutions quickly and efficiently by leveraging platforms that are very familiar to the vast
majority of our customers, such as Facebook and Twitter.

e Expand the Outage Communications program to:

o Eliminate gaps in communication with master-metered customers (i.e., the approximately
400,000 renters who do not have Con Edison accounts, but whose properties are
powered by the Company).

o0 Create new touchpoints with customers facing electric problems considered “non-
outage,” such as flickering lights or low voltage issues.

e Create a comprehensive and continuous human-centered training for all Control Center and field
employees associated with the restoration process, enabling teams on the operations side to
fully understand how their actions impact our customers’ experiences and to take agency on
triggering proper communications in a timely manner.

Emergency Event Task Tool (EETT)
EETT will be an internal operational and communications task management platform focused on large-
scale predictive outages.

. Develop a centralized digital tool for a variety of outage scenarios to coordinate internal tasks for
executing customer communications. This will allow all customer-facing employees to be
prepared to collaborate and execute their tasks before, during and after any outage event

. Allinternal employees should be able to interact with the tool in real time, receive email
notifications on tasks due, and obtain updates on events

. Archiving: the tool will save a record of all event activity and tasks, including time stamps,
comments, and customer communications

Justification Summary:

The Outage Communication program is a part of the Company’s Strategic CX Portfolio of projects.
These programs work together to achieve the following value propositions:

e Increase customer satisfaction even as expectations continue to rise

e Drive cost efficiencies through improved service and resolution

e Support statewide clean energy goals by generating customer demand for and streamlining
adoption of programs

e Facilitating understanding and adoption of optional rates which help customers save and
support grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved communication during
an outage

e Provide education and access to payment assistance when a customer experiences financial
difficulties that impact their ability to pay for service

The Outage Communication program supports these value propositions in the following ways:

e Increase customer satisfaction even as expectations continue to rise

The Outage Management program will deliver the specific and timely outage communications that our
customers want.

(& conEdison, inc. 3
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Over the last several years, the Company has made great strides in expanding the frequency, volume,
clarity, and delivery of customer outage communications as detailed in Exhibit__ (CO-28) Outage
Communications Past Progress. Increasing the number of touchpoints with customers experiencing an
outage and expanding communication channels has reduced call volumes and freed up customer service
representatives to focus on customers in need of the most urgent assistance. Further justification for
continued improvements can be found by examining the progress of other utilities that have invested in
programmatic and messaging updates. Please see Exhibit_ (CO-38) Outage Communications
Benchmarking.

e Drive cost efficiencies through improved service and resolution

Optimized outage communications management will lead to resource efficiency. Today, developing
messages and communicating with customers about power issues is the responsibility of several
Company departments with overlapping tasks as well as multiple external vendors who help the
Company to program and deliver the messages. This complex ecosystem makes it difficult to coordinate
and act quickly mid-emergency and can create a disjointed experience for customers. Additionally, our
continued enhancements to self-service technologies in outage communications and reporting will
improve cost efficiency because self-service is a lower-cost channel of customer service.

The proposed ECMC and EETT solutions will consolidate and streamline internal processes to track
tasks and get customer messages prepared and approved, as well as consolidate technical and vendor
relationships and operations, making message campaigns swifter and easier to execute. Ultimately, if we
have faster and more efficient tools, we can get messages to customers more quickly.

e Enable safe, reliable and resilient delivery of energy through improved communication during an
outage

Weather and climate realities are evolving rapidly, creating a need to constantly adapt and develop more
agile processes and technologies that enable faster and more flexible communications. As the
Company’s service territory experiences unprecedented extreme weather, the Company needs the
ability to craft new, non-template messages that speak to customers about the events we all face.

The improvements proposed in the Outage Communications program are crucial to enhancing customer
communications for safety. While today we have the ability to create web banners, press releases and
social media posts, we do not yet have the ability to script a message specific to an urgent event and get
it to customers quickly via email and text. Increasing our ability to communicate with customers more
quickly will enable them to react sooner. It is also important to build digital tools that can accurately track
and record outage-related tasks and communications in real time as well as report out after events occur.

In emergency situations, the ECMC platform will provide the Company with a simple interface that
streamlines the messaging process to accomplish the following:

« Targeting a specific group of customers in geographic areas affected by an imminent or ongoing
event.

« Speed, both of automatically pulling customer contact information by indicating desired data
parameters housed in a variety of data systems, and routing for expedited approvals with required
stakeholders.

(& conEdison, inc. 4
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» Specific Custom Messaging, the ability to draft a customized message with valuable information
specific to an emergency event, especially as it progresses, without depending on pre-canned
templates.

These technologies will also allow for more personalization. For example, messaging customers in
targeted geographic areas, delivering a message specific to an ongoing or imminent emergency, or
personalizing to a customer’s preferred language or channel will meet customers’ expectations for useful,
personalized guidance.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

Outage communications strategy is crucial to the success of our long-term strategies. Because of the
realities of climate change, and despite our efforts to make our systems as resilient and reliable as
possible, the Company wants to be prepared for outages and increased demand on the system and the
increased need for engagement with our customers. Therefore, the Outage Communication program'’s
proposed improvements are critical to the Company’s customer engagement and brand trust long-term.

2. Supplemental Information

Alternatives

Alternative 1 - Use Qutage Map Vendor for All Event Communications

Many of the Company’s benchmarking peers make use of their outage map provider as the main
platform to deliver outage messaging to customers. This would mean starting the outage
communications process from scratch and losing many of the helpful customizations the Company has
built over the past several years based on feedback from customers and DPS Staff. Moving to an
outage map-based model would also force the Company to go through a lengthy and expensive
software change with substantial licensing costs. Additionally, if the Company switched to a vendor-
controlled outage communications platform, we would not have the same control over the specific
messaging, nor would we have the enhanced specificity in targeting groups of customers that is
proposed in the Outage Communication program. Additionally, this would increase our dependency on
a single provider and their infrastructure, which we have seen from other utilities can be a liability in
large emergencies.

Alternative 2 - Continue Without Centralized Program

Continue outage communications with the current structure and attempt to make small tweaks in
wording to communicate more clearly with customers. Because of the efforts of the Outage
Communication the Company has made some good strides on improving communication, but
centralized tools would allow us to make much larger strides in providing customers more detailed and
accurate information as soon as possible. The current process, unfortunately, requires time to sync
information before sending any messaging to customers, resulting in slower than optimum delivery
times.

Risk of No Action

Slow or conflicting messaging — A disjointed infrastructure in which responsibilities are dispersed
among several teams adds delays to the decision-making process during times when speed of
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response to get information out to customers is critical. There is greater chance of error or messaging
duplication caused by multiple vendors with overlapping responsibilities.

Delays in reporting and ability to distribute information internally — Providing data on the aftermath of a
large event is made more difficult by the multiple teams that execute outage communications. Without
a centralized and dedicated outage communications program that can house the record keeping for
storm and emergency response communications, these challenges will continue.

Erosion of Existing Capabilities as Software becomes Outdated — The lack of investment in continued
improvements and the technologies that enable them will cause a progressive deterioration of the
existing platforms that sustains the current outage communications infrastructure.

Non-Financial Benefits

e Opportunity for more efficiency in operations, task management, decision-making and speed of
approval processes by centralizing them in the ECMC and EETT technology platforms.

e More nimble when addressing and messaging customers about weather and other
emergencies that arise and do not fit with the standard message templates

e Increase customer satisfaction due to ability to target and message specific customer subsets.
For example,

0 Message customers targeted to more specific geolocation, equipment their account is
associated with, or smart meter status

0 Message customers who are not direct Con Edison customers such as tenants of
master-metered buildings

e Con Edison is nearing completion of Smart Meter installations in its territory. Centralized and
automated tools would free up resources to focus on the access to new data and therefore
new opportunities for communication and customer education

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

Capital: $5,680
O&M: $4,530

(& conEdison, inc. 6
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4. Basis for estimate

Capital costs and O&M costs were estimated based on labor, services, and contingency costs
compared with benchmarked projects. Project components and labor necessary to achieve was
mapped out utilizing extensive forecasting with an external consultant and our internal IT partners.
Please see Exhibit__ (CO-37) Outage Communications Request for more detalils.

5. Conclusion

Customers’ expectations for specificity and timeliness of utility communications are expanding as
immediacy of information becomes the standard in transactions with companies like Amazon, Uber and
Verizon. Utility customers expect realistic, reliable, and frequent information about their outage, via
multiple communication channels. , It is critical to expand the Company’s ability build technological
solutions, such as ECMC and EETT, to deliver communications that are more flexible, robust, targeted,
personalized and timely.

Project Risks and Mitigation Plan

Risk 1
Any delays in the New CSS implementation and changes will impact the timeline of how we are able to
pull data from that source for messaging.

Mitigation plan

The Company can work around this issue by integrating with the Enterprise Data Analytics Platform
(EDAP), which connects with the legacy customer information system and therefore will have usable
customer data.

Risk 2
We could experience delays in importing new data tables to EDAP for the purpose of selecting small
and specific groups of customers for specific messaging.

Mitigation plan
To mitigate this, the Company could send messages through the new Outage Communications
platform to broader groups, such as by zip code or borough.

Risk 3
Missing or incomplete customer information, for example cell phone or email address, which will
prevent us from communicating with certain customers.

Mitigation plan
The Company plans to send messages using the best contacts from all fields, and send both text and
voice calls, so we can reach customers even when a cell phone number is not available.

Technical Evaluation / Analysis

N/A
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Project Relationships (if applicable)

The ECMC, EETT platforms, and Continued Investment in Outage Messaging will create many benefits
for customers and the Company's internal organizations through a series of alignments and
integrations with other current and planned programs and projects, as described below:

Customer Analytics: The Customer Analytics platform will gain from the technology and outage
messaging improvements by collecting and processing data from the Outage Management System and
messaging vendors to track trends in operational response and communications that can help
continuous improvements in serving our customers. For example, if data shows persistent reliability
issues based on various criteria such as season or time of year, geolocation, type of building, etc., that
customer data analysis can help operations prioritize the work in areas that need the most attention.
The data analytics can also help determine the efficacy of messaging by reporting on customer
engagement.

DCX: The technology and outage messaging improvements teams will work closely with the Digital
Customer Experience team to develop and refine all messages and calls to action offered to customers
via the digital self-service channels. The ECMC and EETT platforms will be designed to align with
DCX on the development and management of APIs and integrations with the Outage Management
System, CRM and other internal programs and processes required for the execution and delivery of
outage transactions and communications.

Virtual Assistant: In future integrations, the Virtual Assistant program will be able to help customers
report outages and get status updates on restoration directly on the VA platform.

Journey Mapping: Journey Mapping methodology is the foundation for existing and new and improved
customer outage communications and supporting technologies. If these tools are funded, the Journey
Mapping team will be more equipped to manage and optimize new developments and improvements to
the customer outage communication journey.

Customer Outreach: Customer Outreach is one of the first responder groups for any large emergency
faced by Con Edison's customers. Centralized and agile outage communications platforms such as
ECMC, EETT, as well as messaging improvements will be of great support to the Outreach team's
efforts. They will aid their support to customers in the field by delivering a constant flow of information
both to them and customers to free up resources where they are needed most.

CRM: Once fully integrated with the Outage Management System, the CRM will allow customer-facing
employees and digital self-service channels to have quick access to electric service issues either
predicted or reported, to provide the most updated information and the best course of action to
customers. The integration between CRM and OMS will also allow the fast creation of contact lists for
various groups of customers, based on their geolocation, equipment their electric service is associated
with and other criteria, for efficient target messaging.

3. Funding Detail
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Historical Spend
Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)

Capital

O0&M
Total Request ($000):
Total Request by Year:

Request Request Request
2022 Request 2023 Request 2024 2025 2026

Capital $1,010 $1,600 $2,100 $970

O&M* $1,090 $1,040 $1,100 $1,300
Capital Request by Elements of Expense:

EOE 2022 2023 2024 2025 2026

Labor $570 $938 $1,268 $628

M&S

Contract $200 5268 $300 $78

Services

Other

Overheads $240 $394 $532 $264

Total $1,010 $1,600 $2,100 $970
Total Gross Cost Savings / Avoidance by Year:

2022 2023 2024 2025 2026

O&M Savings

O&M Avoidance $100 $200 $250 $325

Capital Savings

Capital Avoidance
Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026
O&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)
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Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn't deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e  Executing - Project in-flight
e On-going - Annual program
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Outage Communications Request
Capital ($000) 2023 2024 2025
Emergency Customer Messaging Center (ECMC)
IT Development and Services $300 $534 $790
Project Management and Business $185 $282 $478
Contract Services $200 $268 $300
Overhead $204 $343 $532
Emergency Event Task Tool (EETT)
IT Development and Services $65 $S95 SO
Project Management and Business $20 S27 S0
Contract Services SO SO SO
Overhead S36 S51 SO
Total $1,010 $1,600 $2,100
O&M ($000) 2023 2024 2025
Emergency Customer Meeting Center (ECMC)
Labor $170 $280 $280
Vending Services $360 $250 $330
Messaging Costs $100 $120 $150
Emergency Event Task Tool (EETT)
Maintenance S50 S30 $S30
Outage Messaging Expansion
Labor $S60 S60 $60
Vendor Services $250 $200 $150
Messaging Service Costs $100 $100 $100
Total $1,090 $1,040 $1,100
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Outage Communications Benchmarking

0 Southern California Edison (SCE) has invested in updating its outage operations and
communications, including forming an Outage Management and Communications Group.
Their efforts have centralized outage communications efforts so that SCE can quickly query
specific customer attributes to create custom ad hoc emergency messages in minutes. The
efficiency of having a centralized messaging platform has led to a 60% increase in staff
productivity, notification speed has increased over 80%, and wildfire mitigation efforts and

safety of their customers has been greatly strengthened.

0 Duke Energy is among the utilities that have made heavy investments in outage
communications to revise emergency communication strategies in response to more severe
climate events. Duke participates in Message Broadcast’s EONS platform that enables
crafting of ad hoc messages to send to customers specific to storms and events through
their preferred channel. They were able to increase customer satisfaction and help
customers feel safer by delivering timely, personalized, and relevant communications

during severe weather events and restoration.

0 Florida Public Utilities in 2017 created a dedicated outage communications team to
successfully execute social media strategies to ensure customers are safe and informed
throughout storms and restorations. Through these efforts they were able to make personal

connections with customers and win many new customer advocates for the utility.
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Outage Communications ECMC

Please find below more details about the proposed work for the Emergency Customer Messaging
Center (ECMC). Requirements for this platform have been created around the need for the
Company to have new agility to communicate with customers about events as they emerge and
will have impacts on customer safety and satisfaction.

Background & Pain Points:

The ECMC Platform is intended to drive centralization of customer, asset, and system operations
information and enable timely communication with customers impacted by an event with an ad
hoc or pre-scripted message. The intent is not to replace current process for Estimated Time to
Restoration communications, for example, but to supplement and enhance user capabilities to
engage with customers. The ECMC Platform will require data from several different systems
across Con Edison.

The ECMC Platform integration approach was designed to remediate some existing technical
and process gaps and challenges. Based on workshops and team interviews, three key pain points
emerged:

e Current outage and other emergent communication processes are disparate and time-
consuming. Customer communication workflows vary by customer classification and event,
making it difficult to generate customer lists and to track past communications with
customers regarding outages and other system events.

e Integrations of customer, asset, and operational data vary, and the data is not updated
consistently across different tools and platforms. Several Con Edison systems can generate
targeted customer lists, but each is configured for a unique purpose and the data is refreshed
at different intervals. This leads to questions of data quality at times when contacting the
impacted customer is most critical.

e The ability to send ad hoc messages to customers is limited, and these abilities exist in
different communications for each channel such as email or text.

Requirements and Specifications:

In the process of surveying internal users to discover scenarios when the Company may need to
send a new emergency message, the Company discussed situations such as elected official
outreach, corrective communications, and new emergency event types.
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Please see below for new custom message types that the platform will enable:

Message Types

Emergency

Instructional

Correction

Informational/Updates

Description

A message would be sent to customers because of a
potential or ongoing equipment failure or specific
dangers due to severe weather, climate events, or
other unexpected emergencies.

A message would be sent to customers if the
Company has overburdening equipment on the grid
and needs to ask those customers to cooperate in
reducing their usage.

A message would be sent due to an incorrect
message or inaccurate ETR sent to the customer.

A message would be sent to customers to provide
service information and updates in/around the
affected area.

Page 2 of 3

To build this platform, we will need to integrate with data systems we use to house customer
information so that we can access appropriate contact data, have a selection of filters to pinpoint
those specific customers we want to reach, automate a process to transfer the customer list and
text and recorded message to a messaging partner to push to customers, and build an interface for
the platform to streamline the data, message, approval and packaging process.

Required system integrations include:

Customer Contact System Information We Need

IS Phone numbers from account
opening

OKTA Phone numbers from My

Account profiles
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To enable detailed filters to narrow down the customers who should receive communications, we
will need to integrate the following data systems into the platform:

Filters to Select Specific Customers | Data System Used

Geographical/regional/zip code GIS, APS
Associated network APS

Associated device (transformer, feeder) | STAR
Associated AMI VCAP

Taking into account the technical and design needs of this project, we have developed a
preliminary estimated schedule for implementation. As project details are further determined,
timing and phases may change.

Proposed Implementation Plan:

Phase 1 Back End IT Integration
Develop requirements, design, and build data integration Q1-Q2 2023

Coordination across IT functions, forming processes across the project
Phase 2 Data Governance

Assign ownership of customer master data (i.e. contact info, preferences) [Q2-Q3 2023
Determine master data hierarchy

Outline targets for data improvements and milestones for tracking
Profiling data quality to ensure the process works

Ensure proper access and view into customer communication
Phase 3 Back End IT Development

Develop API process to pull impacted customer list and additional outage |Q3 2023 -
information from input parameters Q1 2024
Determine Licensing

Update interface to include mapping of non-AMI customers to network
Create data use cases and test them

Phase 4 Integration of Gas and Steam

Q22023 -
Integrate Gas and Steam databases and customer information Q2 2024
Phase 5 Build the User Interface
Build versus buy comparison and identify potential tool vendors Q2 2024 -
Identify front end use cases and user requirements Q1 2025

Map requirements to tool feature sets

Design and build platform interface internally or with partner
Phase 6 Change Management

Implement process changes in business functions and monitor Q1-Q2 2025
Create employee training materials and process documents
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Customer Operations
2022

1. Project / Program Summary

Type: U Project X Program Category: X Capital X O&M

Work Plan Category: X Regulatory Mandated [1 Operationally Required X Strategic

Project/Program Title: Privacy Readiness

Project/Program Manager: Richard Brown Project/Program Number (Level 1): 25524259

Status: X Planning [] Design [ Engineering [1 Construction [] Ongoing [l Other:

Estimated Start Date: 2022 Estimated Date In Service: 2023

A. Total Funding Request ($000) B.
Capital: $23,380 [ 5-Year Gross Cost Savings ($000)
O&M: $23,960 I 5-Year Gross Cost Avoidance ($000)

O&M: Capital:

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months)

Work Description:

The Privacy Readiness program is part of the Company’s Strategic Customer Experience (Strategic CX) Portfolio
of projects, which seeks to deliver a dynamic customer experience that will both meet evolving regulatory
requirements and customer/stakeholder expectations, enabling the Company to lead the transition to a clean
energy future.

The Privacy Readiness Program is a set of strategic efforts intended to position the Company to comply with
expected upcoming privacy law changes and support business and customer needs. The Company expects
compliance with these upcoming privacy requirements to have significant operational implications. Legislatures
throughout the United States are implementing legislation that would require companies to, among other things,
provide state residents the ability to request the data that companies maintain on the resident, allow the resident to
opt out of sharing information, and permit the resident to request that the companies erase their data (with certain
exceptions). These legislative efforts have features that are similar to the European Union’s General Data
Protection Requirements (GDPR) and California’s Consumer Privacy Act (CCPA). Currently, there are similar
bills pending with the New York State legislature. Moreover, the proposed New York regulations apply to
“personal information,” which is a much larger set of information than Personally Identifiable Information (PII).

While the Company has been consistently improving its privacy practices over the last five years, it will be
challenging both from a people and technology perspective to implement a framework and program structure that
effectively and efficiently provides customers and consumers the rights afforded them under regulations that New
York and other states are asserting to mirror the GDPA and CCPA. The Company has a significant population of
applications and systems that collect and store personal information and PI1, as well as numerous third-party
vendors that process personal information and PIl on the Company’s behalf.

To proactively assess and prepare for the evolving regulatory landscape, the Company engaged a third-party
consultant in 2020 to conduct a discovery phase/gap analysis and develop a Privacy Readiness Plan focused on
preparing the Company for expected compliance with anticipated privacy legislation based on leading practices.
The consultant proposed thirteen recommendations covering people, processes and technologies to bridge the gap
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and meet the expected privacy law mandates. The recommendations were based on the consultant’s
understanding of Con Edison’a operating environment and the consultant’s experiences in developing and
executing privacy readiness plans for similar organizations.

The program can be divided into two areas of emphasis: Technology Infrastructure and Governance Resources.

Technology Infrastructure

To meet customers’ and regulators’ expectations, the Company will invest in a combination of computer software
and hardware to build the technology infrastructure needed to comply with the proposed privacy laws. The
technology ecosystem will track the types of personal data collected by the Company and its uses, while giving
individuals “data subject rights” over that data, including the right to view, update and erase stored data when
applicable.

The key tools to be developed under this part of the program include:

e Standardized consent management solution to obtain, manage and store consent at all data collection
points (e.g., online, paper, or phone) and justify handling of personal information

e Enterprise Customer Preference Portal to manage customer preferences, including opt-ins and opt-outs

e Framework and platform for data subject rights management

e  Mechanism for verification of the data subject right requestor

e  Customer-facing software and workflows to allow customers to make data fulfillment, modification and
deletion requests

e Integration of the consent management solution with the data subject rights management process.

e  Mechanism to fulfill customer data requests, which would:

0 Collect the user request by presenting a user interface and an appropriate action flow

0 Manage the request, understand the type of data request and take action based on the request

0 Integrate the downstream systems and search the Company data ecosystem and retrieve the data

o0 Package the data in consumable, reportable format that can be provided to the customer as a
copy of the data that resides within Company systems

0 Complete and submit data requests (fulfillments, corrections, modifications and deletion) for

the Company to act upon the data. Upon receiving such request, the tool will be able to take the
required action at the system level and report completion.

Work to be completed under this part of the program will strengthen the corporate privacy posture and assist the
Company in complying with impending New York privacy regulations. The work will also allow the Company to
keep pace with customers’ privacy needs and expectations in an evolving marketplace.

Governance Resources

To assure efficient coordination, oversight and accountability of the privacy program, the Company has hired a
Director of Privacy Compliance (aka Chief Privacy Officer), who will build a dedicated team of three specialists.
This team will provide centralized leadership, guidance, and monitoring of privacy-related activities and controls,
including but not limited to:

Privacy governance and development of a privacy policy/procedure
Privacy risk assessment and monitoring

Privacy training and awareness

Data Subject Rights management

Notice and Consent management

Records retention and data disposition in privacy matters

Third Party management of Personal Information

Data breach and incident reporting

(& conEdison, inc. 2



Exhibit__ (CO-40)
Page 3 of 7

Capital costs required to support the Privacy Readiness program include labor and accounts payable costs
associated with implementation of the capital work described. These costs cover internal labor, vendor costs, and
software and hardware costs, as needed. To continue the progress of the program, the Company proposes O&M
funding for an Office of Privacy Compliance team as described above to implement and maintain the technology
infrastructure and processes based on the focus areas noted in this white paper.

e The Company is also proposing the following O&M costs for the Privacy Readiness program to update
some of the foundational information technology (“IT”) infrastructure, involving non-labor expenses
such as software-related fees charged by vendor support and ongoing costs for technology. The
technology fees are expected to fall into the following categories:

o0 Software as a Service fees: Identity Access Management, Preference Management, Data
Subject Right System, Workflow Tools (PEGA/Sales Force/ServiceNow)

o0 Cloud hosting fees: A cloud environment to store program code (depending on selected
technology)

o0 Maintenance fees: Web Experience Management Platform

o Contractor Services: Ancillary support functions filled by contactors to support ongoing
maintenance and support of the Privacy Program

Please see Exhibit_ (CO-41) Privacy Readiness Request and Exhibit_ (CO-42) Privacy Readiness Capital and
0O&M Request Detail for additional details of the Company’s proposed funding.

Justification Summary:

The Privacy Readiness program is a part of the Company’s Strategic CX Portfolio of programs. These programs
work together to achieve the following value propositions:

e Increase customer satisfaction even as expectations continue to rise
e Drive cost efficiencies through improved service and resolution
e Support statewide clean energy goals by generating customer demand for and streamlining adoption of

programs

e Facilitating understanding and adoption of optional rates which help customers save and support
grid efficiency

e Enable safe, reliable and resilient delivery of energy through improved communication during an
outage

e Provide education and access to payment assistance when a customer experiences financial
difficulties that impact their ability to pay for service

The Privacy Readiness program specifically contributes to these value areas as follows:

e Increase customer satisfaction: The Company will develop a mechanism to provide customers with
accurate and timely data fulfillment/correction/erasure requests regarding information the Company
holds. Additionally, the Company will develop a strong governance and compliance program that will
increase customer confidence and trust around the appropriate use and protection of their data.

e Enable safe, reliable and resilient delivery of energy: The program will strengthen the Company’s
privacy posture by implementing robust technology solutions and business processes intended to manage
and protect personal information. These measures will protect the Company against both internal and
external threats to its operations.

As noted above, the Company expects the New York State legislature to enact privacy legislation that will
dramatically affect how it handles customer data and associated privacy rights. With this program, the Company
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aims to implement multiple technology solutions and processes that will position us to meet these requirements in
a timely manner and with consideration to both operational and customer needs.

The staffing, processes, and technologies implemented as part of this program will provide the Company with the
capabilities to respect consumer rights, maximize the value and utility of data, and continue to meet evolving
compliance requirements.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives, Risk
Mitigation)

The activities proposed in this program support the Company’s long range plan objective of enabling safe,
reliable and resilient delivery of energy by strengthening the Company’s privacy posture and increasing customer
confidence and trust around the protection of their data.

2. Supplemental Information

Alternatives

Alternative 1 description and reason for rejection
Given the current state of regulatory change in New York and other states with pending and approved legislation,
non-compliance is not an alternative.

Alternative 2 description and reason for rejection

Develop a manual process with the available resources. This is not advisable as the process would be prone to
error and would not adequately ensure compliance.

Risk of No Action
There are several key risks associated with no action:

Noncompliance with legislative mandate

Increased regulatory scrutiny

Loss of goodwill and/or negative public image

Declining customer satisfaction as users become increasingly frustrated with not having control over
their data

e Inability to adapt to evolving customer and regulatory requirements

Non-Financial Benefits

Implementing the recommendations will provide the key functionalities needed to meet the imminent privacy law
requirements and by extension ensure regulatory compliance. The platform for data subject rights management
and the consent management solution will allow for better integration with business systems and strengthen the
Company’s privacy program.

e Improved customer satisfaction, through increase transparency and additional security of personal data
e Reduced risk of financial compliance penalties due to more robust compliance processes
e  Reduced risk of brand loss
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Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A.

2. Major financial benefits

Cost avoidance from penalties

3. Total cost

Capital: $23.38M
0&M: $23.96M

4. Basis for estimate

The estimates are based on projects of similar efforts, bench marking and analysis from experience consultant.
Please see Exhibit__(CO-41) Privacy Readiness Request and Exhibit__(CO-42) Privacy Readiness Capital and
0O&M Request Detail for additional information.

5. Conclusion

Based on the rapid changes of privacy laws across the country and the likelihood of similar legislation being

enacted in New York State, the Company should begin work on implementation of this program as soon as
possible.

Project Risks and Mitigation Plan

Risk 1 Mitigation plan
Changes to in flight parallel capital projects like New | Align with New CSS team
CSS
Internal IT resource availability Engage the services of a 3" party System Integrator
Legislators and regulators provide short timeline to Work closely with regulators to monitor and
implement project understand requirements

Technical Evaluation / Analysis

A comprehensive technical evaluation of the Privacy Readiness Program was completed during 2020 Phase 0
analysis by a third-party vendor. This analysis was utilized as the basis for scope, staffing, and cost estimates for
the program. The Phase 0 effort included a gap analysis, system inventory and an enterprise technology roadmap
to position the company to be in compliance with the imminent changes in the privacy laws.

Project Relationships (if applicable)

The Privacy Readiness Program is related to the Customer Data Sharing program, CSS replacement program,
Customer Data and Analytics program, Customer Relationship Management (CRM) program, Virtual Assistants
and the Company’s existing Cyber and Data Governance programs.
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3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
O0&M
Retirement
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital 3,250 12,000 4,130 2,000 2,000
O&M* 5,980 5,980 6,000 6,000
Retirement
Capital Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor 2,300 575 475 475
M&S
Contract 2,000 8,300 3,205 1,275 1,275
Services
Other 1,250 1,400 350 250 250
Overheads
Total 3,250 12,000 4,130 2,000 2,000
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2021 2022 2023 2024 2025
Oo&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Total Contingency: Total contingency expense according to the Corporate Contingency Guidelines

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)
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Privacy Readiness Request
Capital (‘000) 2023 2024 2025
System Integrator (Vendor) Consultants $4,000 $1,000 $250
Business and IT Implementation and Support $4,000 $1,500 $500
Technology Modifications Associated Fees $3,500 $1,500 $1,000
Other $500 $130 $250
Total $12,000 $4,130 $2,000
O&M (‘000) 2023 2024 2025
Law Privacy Governance Team $500 $500 $500
Business and IT Support $2,300 $2,300 $2,300
Software Maintenance Fees $3,180 $3,180 $3,200
Total $5,980 $5,980 $6,000
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Privacy Readiness Capital Request Detail
Capital (‘000) 2023 2024 2025

Data Subject Rights (DSR) Management
Contract Services $2,000 $1,000 $500
IT Development and Services $1,000 $600.6 $300.6
Consent Management (Enterprise-wide)
Contract Services $2,000 $500 $200
IT Development and Services $500 $200 $100
Pl Purpose Determination (Records of Processing
Activities)
Contract Services $200 $200 $100
IT Development and Services $180 SO SO
PI /Pll Inventory Automation
Contract Services $200 $75 $75
IT Development and Services $200 $178 $178
3rd Party Pl Inventory Automation, Technology Changes
Contract Services $1,500 $300 $100
IT Development and Services $1,000 $200 $100
Records Management and Data Disposition
Contract Services $500 $200 $100
IT Development and Services $120
Privacy Impact Assessment Process Automation
Contract Services $500 $400 $120
IT Development and Services $300 S1.4 S1.4
Privacy Notice, Policy links & website Changes
Contract Services $100 S50 S50
IT Development and Services $200 S0 S0
Security of Pll (and where applicable PI)
Contract Services $800 $100 S50
IT Development and Services $400 $25 $25
Privacy Policy and Procedures (Internal)
Contract Services $100 $100 SO
Privacy Training and Awareness
Contract Services $200 S0 SO
Total $12,000 $4,130 $2,000




EXHIBIT__(CO-42)

Page 2 of 3
Privacy Readiness O&M Request Detail
0&M ($000) 2023 2024 2025
Data Subject Rights (DSR) Management
Business and IT Support $2,000 $2,000 $2,000
License Cost $500 $500 $500
Consent Management (Enterprise-wide)
Business and IT Support $1,500 $1,500 $1,500
License Cost $200 $200 $200
Pl Purpose Determination (Records of Processing Activities)
Business and IT Support $280 $280 $280
License Cost S2 S2 S2
P1 /Pll Inventory Automation
Business and IT Support $180 $180 $180
License Cost S2 S2 S2
3rd Party Pl Inventory Automation, technology changes
Business and IT Support $170 $170 $170
License Cost $6 S6 $6
Records Management and Data Disposition
Business and IT Support $247 $247 $247
License Cost S8 S8 S8
Privacy Impact Assessment Process Automation
Business and IT Support $400 $400 $400
License Cost $5 $5 $5
Privacy Notice, Policy Links & Website Changes S0 S0 S0
Business and IT Support $172 $172 $172
License Cost S6 S6 S6
Security of PIl (and where applicable PI)
License Cost $102 $102 $122
Privacy Policy and Procedures (Internal)
Contract Services $100 $100 $100
Privacy Training and Awareness
Contract Services $100 $100 $100
Total $5,980 $5,980 $6,000
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Law

Information Technology

Customer Operations

Privacy Officer

Developers

Program Manager

Project Specialist

Project Specialist

Project Manager

Architects/Leads

System Specialists

System Specialists

Sample Roles for Project Implementation

Organization | Staff Type Role

Con Edison Business Staff Executive Sponsor

Con Edison Business Staff Program Manager

Con Edison Business Staff Subject Matter Expert (SME)

Con Edison Business Staff Product Owner

Con Edison IT Staff Infrastructure/Database (DB) Architects
Con Edison IT Staff Solution Architect

Con Edison IT Staff Integration Team Lead

Con Edison IT Staff User Acceptance Testing (UAT) Tester
Vendor/SI Business Staff Project Manager/Scrum Master
Vendor/SI Business Staff Project Manager Scrum Master
Vendor/SI Business Staff and IT Staff | Lead System Architect (LSA)

Vendor/SI Business Staff Lead Business Architect (LBA)
Vendor/SI It Staff Pega Senior System Architect (SSA) - Lead
Vendor/SI It Staff Pega Senior System Architect (SSA)
Vendor/SI It Staff Pega System Architect (SA)

Vendor/SI It Staff Data Solution Architect

Vendor/SI It Staff Data Architect

Vendor/SI It Staff Tech Lead

Vendor/SI It Staff Tech Lead

Vendor/SI It Staff Metadata Developers

Vendor/SI It Staff Artificial Intelligence(Al)/Machine Learning (ML) Lead
Vendor/SI It Staff Artificial Intelligence Developers
Vendor/SI It Staff Test Engineer

Vendor/SI It Staff Quality Assurance Consultant
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Customer Operations

2022

1. Project / Program Summary

Type: X Project [ Program

Category: X Capital X O&M [ Regulatory Asset

Work Plan Category: [1 Regulatory Mandated

X Operationally Required [ Strategic

Project/Program Title: Retail Access System Replacement

Project/Program Manager: Salvatore Flagiello

Project/Program Number (Level 1): 25543066

Status: [ Initiation X Planning [J Execution

O On-going [ [ Other:

Estimated Start Date: 6 / 2024

Estimated Date In Service: 5 /2026

A. Total Funding Request ($000)
Capital: 33,242
O&M: 7,060

B.
L1 5-Year Gross Cost Savings ($000)
[J 5-Year Gross Cost Avoidance ($000)

O&M:
Capital:

C. 5-Year Ongoing Maintenance Expense

(%000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:

Work Description:

Beginning in 2024, after implementation of the new customer service system (“New CSS”), the Company
proposes to replace its legacy Retail Access applications that were developed over 20 years ago in the
early stages of the Retail Access market in New York State. Between 2024 and 2026, the Company will
select and hire a knowledgeable and experienced system integrator, select a technology solution, and
initiate system development, including testing, training, and overall change management.

The scope for this project is focused on the continuing the Company’s functions that enable the Retail
Access market for electric and gas residential and commercial customers. This project does not include
the Company’s functions to schedule natural gas on behalf of all approved Gas Marketers. For
information on the Company’s plans related to Gas Marketers, please see the Gas Infrastructure,

Operations and Supply Panel’s testimony.

The key focus areas of the Retail Access System Replacement project are the systems that enable the
following market interactions with energy service companies (ESCOs) and Electronic Data Interchange
(EDI) providers:

- Account enrollments, de-enrollments, reinstatements, billing option selections, and supply
price changes
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- Requests for customer historical and monthly usage and the associated responses

- Exchange of customer billing cycle usage and billing determinants

- Exchange of customer profile usage

- Processing of transactions to effect changes to customer accounts requested by ESCOs

- Notifications to ESCOs of customer/account information changes initiated by the Company

- Management of ESCOs’ account information, including the total number of customers per
entity, pending enrollments and de-enrollments, and rejected transactions

- Purchase of receivables

This project will seek to implement a robust new platform that is adaptable to meet future needs
through modern technologies and infrastructure.

The capital funding requested will support the replacement of the existing Retail Access systems and
includes labor and accounts payable costs associated with implementation of the capital work described.
These costs cover internal labor, vendor costs, and software and hardware costs, as needed. To support
of the new system, the Company proposes O&M funding to maintain the technology infrastructure,
software license fees, and processes for the focus areas noted above.

The high level timeline for this effort is as follows:

- 2024:
0 RFP for technology solution and System Integrator,
0 Selection of technology solution and System Integrator

0 Requirement gathering
0 Design and Development

0 Testing
0 Release

Justification Summary:

The Retail Access Program was established in furtherance of the New York Public Service Commission’s
(PSC) goal of increasing competition in the energy markets following deregulation. The Company has
supported the Retail Access program through engagements with the growing number of ESCOs and
customers who elect to enroll in the program. Since the inception of the program, the Retail Access

market in the Company’s service territory has grown to over 600,000 electric and gas customers and over
200 ESCOs.

The introduction of the Electronic Data Interchange (EDI) framework in 2001 required the Company to
develop a suite of Retail Access-related applications that would facilitate daily market transactions with
participating ESCOs. This suite of applications - custom built over 20 years ago, when the market was
not as robust and customer adoption had not approached current levels - remains critical to our ability
to support our customers’ choice and ESCO participation. However, the technology used to build the

applications is now considered obsolete.
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The combined number of EDI transactions for account changes, price changes, and monthly and
historical usage requests is now close to 14.5 million per year. Additionally, the Retail Access program’s
rules and requirements - reflected in the PSC’s Uniform Business Practices for ESCOs and utilities and
numerous PSC orders in multiple proceedings - have evolved throughout the years. The existing suite
of applications cannot scale to meet current demands in an already-complex market, let alone future rate
or billing innovations that may be required to facilitate the clean energy transition.

This combination of complex rules and requirements, growth in volume of transactions and aging
technology is causing Retail Access transactions to fail more frequently. It is also more difficult to identify
the points of failure, and the time for recovery is increasing. While the Company has made a concerted
effort over the years to enhance its processes, modify the applications, and implement monitoring and
alerts for when transactions fail to process, there are limitations in what can be achieved because the
technologies used to build these applications are obsolete and do not integrate with more modern
monitoring tools.

To maintain compliance with the Uniform Business Practices and PSC orders as they relate to the EDI
requirements and the Company’s obligation to respond timely to ESCOs, the Company must replace its
legacy applications and improve operational efficiencies through the Retail Access System Replacement
project.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

As the clean energy transition moves forward, the foundational systems proposed in this project will
allow the Company to facilitate customer choice in the Retail Access market including clean energy
options and alternative rates. This is consistent with the Company’s ongoing commitment to
facilitating the Retail Access market and customer choice and its support for achieving the State’s clean
energy goals.

2. Supplemental Information

Alternatives

The alternative to the Retail Access System Replacement project is to continue with the as-is suite of
applications. This is not a recommended alternative considering the ongoing challenges that are
leading to operational inefficiencies and customer dissatisfaction.

Risk of No Action

The risk of not pursuing the Retail Access System Replacement project is that current systems will
eventually fail and the Retail Access market will only be able to continue with resource-intensive
manual intervention.

Non-Financial Benefits

N/A
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Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits

N/A

3. Total cost:

Capital: $33.242M

O&M: $7.06M

4. Basis for estimate

The Company has forecasted capital and O&M costs based on its best knowledge and projects for
similar efforts. Additional detail on resources and roles that contributed to the projected costs in this
whitepaper can be found in Exhibit__(CO-44) Retail Access System Replacement Request.

5. Conclusion

As described above, this project is essential to the continued functioning of the Retail Access market
and therefore should be undertaken at the funding levels proposed.

Project Risks and Mitigation Plan

Risk

Mitigation plan

Changes to timing of in-flight capital projects like
New CSS

Align with New CSS team

Internal resource availability

Engage the services of a third party system integrator

Integration testing with third parties such as ESCOs
and EDI providers

Early engagement with third parties and a rigorous
testing plan

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

This project intersects with numerous customer service-related platforms including New CSS, the EDI
platform and the Transportation Customer Information System.
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3. Funding Detail

Historical Spend

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
Oo&M
Regulatory
Asset
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital 3,842 21,700 7,700
O&M* 2,160 4,900
Regulatory
Asset

Capital/Regulatory Asset Request by Elements of Expense:

EOE 2022 2023 2024 2025 2026
Labor 438 898 299
M&S
Contract Services 3,192 19,861 7,004
Other 650 300
Overheads 212 291 97
Total 3,842 21,700 7,700

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026

Oo&M
Capital

*If whitepaper is supporting a capital project/ program this refers to implementation O&M
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
e On-going - Annual program
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Page 1of1
Retail Access System Replacement Request
Capital 2023 2024 2025
System Integrator (Vendor) Consultants S0 $2,688,000 $14,677,632
Application Development Contractors SO $504,000 $4,032,000
Testing resources SO SO $1,152,000
Business and IT Implementation and
Support SO $649,522 $1,190,292
Other SO $648,078
Total (Rounded) SO 3,842,000 21,700,000
O&M (‘000) 2023 2024 2025
System Integrator (Vendor) Consultants SO SO $960
Application Development Contractors SO SO
Testing resources SO SO
Business and IT Support S0 S0
Other S0 SO $1,200
Total 1] 1] $2,160
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Customer Operations
2022

1. Project / Program Summary

Type: X Project [ Program

Category: X Capital X O&M [ Regulatory Asset

Work Plan Category: [1 Regulatory Mandated X Operationally Required [ Strategic

Project/Program Title: Contact Center Cloud

Project/Program Manager: Sebastian
Cacciatore

Project/Program Number (Level 1): 25524247

Status: X Initiation [J Planning [] Execution

0] On-going [ [ Other:

Estimated Start Date: 2025

Estimated Date In Service: 2026

B.

O 5-Year Gross Cost Savings ($000)

[J 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:

A. Total Funding Request ($000)
Capital: $2,000
O&M: $1,000

C. 5-Year Ongoing Maintenance Expense

($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:

Work Description:

In 2026, the company’s Customer Experience Center infrastructure will reach an operational
age of ten years. According to research leaders, companies with mission-critical IT-related
systems and assets in service for such a period must evaluate the risks associated with
continued use of their infrastructure. Evaluating these risks in Customer Operations requires
an assessment of the contact center systems and technology stack to identify which
applications/systems and technologies are nearing the end of their lives, and where there
might be opportunities to rethink operations, processes, and architecture to take advantage of
cloud services. Ongoing evaluations have indicated that it is most beneficial, financially and
operationally, for the Company to transition our platform to a vendor-provided Software as a
Service (SaaS) cloud solution beginning in 2025.

The Contact Center Cloud program seeks to replace on-premises contact center voice
applications, systems and related infrastructure with cloud-based Saa$S services for a user
population of more than 1,000 employees. The existing on-premises contact center suite of
voice applications and systems processes more than 15 million inbound and outbound
interactions annually and consists of the following key components currently serviced by
infrastructure at two Company server farms:
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e Speech-enabled Interactive Voice Response (IVR) system allowing customers to
perform a variety of self-service transactions, ranging from bill payments to outage
reporting, via telephone. Customers can interact with the IVR using their voice or
telephone keypad.

e Automatic Call Distribution (ACD) routing engine, which allows various types of
inbound and outbound calls and email interactions to be intelligently routed
throughout the contact centers, connecting customers to the appropriately skilled next
available Customer Service Representative (CSR).

e Call and screen recording technology and infrastructure that records all customer
service calls and screen content under our record retention policies.

e Computer Telephony Integration (CTI) technology allowing for screen-pop
functionality so that CSRs are presented with caller information, including account
data, reason for call, and other information that helps CSRs handle calls efficiently.

e Robust reporting and analytics that provides access to a variety of out-of-box and
customized reports that the Company uses to monitor and track call volume, real-time
queuing activity, and much more.

In the current rate plan, the Company commenced an effort to perform a proof of concept of
moving the contact center platform to the cloud and use it for disaster recovery purposes.
The Company successfully completed this effort and will use these lessons as it starts
planning to migrate the full contact center production platform to the cloud in the 2023-2025
time period.

We anticipate a 2-year window from identifying a SaaS provider to the transition to a cloud-
based platform.

e (12025 - Vendor selection and award contract

e Q22025 - Discovery

e Q32025 through Q1 2026 - Design and implementation

e Q22026 through Q4 2026 - Training, testing and go live

The Company is requesting $2,000,000 capital funds in 2025 and $1,000,000 in O&M funds in
2026 to support the move to a cloud-based platform.

The Company will use capital funding for development and vendor costs associated with the
initial effort to transition the environment to the cloud. The Company proposes O&M
funding for ongoing licensing and maintenance costs. For additional details on the proposed
funding, please see Exhibit__(CO-46) Contact Center Cloud Request.

Justification Summary:

The Company’s on-premises contact center systems depend on hardware and software
infrastructure owned by the Company. The existing contact center voice applications are
supported by infrastructure residing at two Company-owned server farms. On-premises
contact center solutions are becoming out of date and require high availability / reliability
infrastructure, which is expensive to own and maintain. The Company requires upfront
capital to design, purchase, implement, and test the hardware, software, and applications.
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Post go-live, O&M dollars are required to fund service contracts and salaries of personnel
who support, maintain, and upgrade all the infrastructure (hardware and software) needed
during the lifespan of the applications.

In contrast, the proposed SaaS solutions use a pay-as-you-go model for service subscriptions,
and all the technology and infrastructure are owned and maintained by the SaaS provider.
An obvious benefit of subscribing to a SaaS contact center solution is not having to own and
maintain complex layers of infrastructure as you would with an on-premises model. For all
critical applications, Con Edison’s contact center uses three types of physical infrastructure
environments, including development, testing, and production environments. These are
needed to support the daily operational needs of the organization and system changes
initiated by business areas or regulatory mandates. Having a third-party vendor maintain
and upgrade the platform achieves cost efficiencies over maintaining the on-premises
infrastructure.

In addition to cost efficiencies associated with moving to a cloud-based platform, the
transition will allow the Company to keep up with industry-leading technologies while
investing in a resilient, reliable, and agile product. Given the critical nature and function of
the contact center, it is important that cyber protections are well designed and monitored. As
the platform is moved to the cloud, we will achieve enhanced cybersecurity capabilities due
to best practices implemented by SaaS providers, while also achieving a more geographically
diverse design.

Finally, moving to the cloud supports the Company’s ability to scale the platform during
period of high use, such as after a major storm. This will support increased availability for
platform users and customer traffic during the peak usage period and allow for this scaling in
a cost-efficient manner.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

Migration of the Company’s on-premises contact center infrastructure to a cloud-based software as a
service platform will allow the Company to keep up with industry-leading telecommunications
technologies while investing in a resilient, reliable and agile product. This effort is aligned with the
Company’s long-range plan emphasis on strengthening core operations so that customers continue to
benefit from safe, reliable and resilient delivery of energy.

2. Supplemental Information

Alternatives

An alternative to a cloud platform is continuing to invest in the on-premises infrastructure . However,
on-premises systems require continuous updates and maintenance, which takes time and personnel
away from the business needs and is not on par with emerging industry trends. Additionally, the
ongoing costs of maintaining the on-premises platform are higher than moving to the cloud.
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Risk of No Action
Risk 1

Continual use of the existing I3 product and infrastructure, with no further investments, will
eventually lead to an obsolete platform and system that is no longer supported by vendors and hinders
our ability to service customers over the phone. This includes our ability to effectively manage and
respond to emergency situations.,

Risk 2

Customer satisfaction will decrease if the Company remains in the past and does not keep up with
industry-leading trends and technologies.

Risk 3

System outages resulting from obsolete platforms can tarnish the Company’s image and cause a loss of
trust with our customers and the communities we serve.

Non-Financial Benefits

e More functionality and flexibility in operating the call center.

e Alignment with other channels throughout the Company, including further enhancement and
continued development with Artificial Intelligence and existing automation technologies
offered through the IVR.

e Improved cybersecurity.

e Improved relationships with external stakeholders and customers by implementing the most
reliable and current platform and keeping up with emerging industry trends.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A

2. Major financial benefits
N/A

3. Total cost

Capital: $2,000,000

O&M: $1,000,000

4. Basis for estimate

The Company leveraged its experience with SaaS to estimate costs associated with moving to
the cloud and the professional services involved in maintaining the platform. Although
cloud-based solutions require less capital for infrastructure, the applications that reside on
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such infrastructure are customized and need funding to be built in the cloud and integrated
with external systems to satisfy business rules and customer needs .

The Company makes its capital estimate based on historical knowledge of costs associated
with developing IVR and ACD applications via third-party professional services. The
Company explored contingency plans before COVID-19 to assess basic ACD solutions in the
event of an on-premises failure. During the COVID-19 pandemic, we studied the O&M costs
associated with a cloud platform, though the full production environment would require a
more sophisticated ACD solution which would increase O&M cost. Furthermore, there will
be additional O&M costs associated with IVR functionality.

5. Conclusion

This project is critical to the continuity of quality customer service. Transitioning to a cloud-
based platform in 2026 will coincide with the 10-year lifespan of our current on-premises
Customer Experience Center infrastructure. Leading industry research has shown that after
10 years, mission-critical IT-related systems and assets should be reevaluated. Moving to a
cloud-based platform will reduce costs; increase reliability, resiliency, flexibility and safety;
and improve cybersecurity. This will allow employees to spend more time supporting the
Company’s business needs, increase customer satisfaction and improve relationships with
stakeholders.

Project Risks and Mitigation Plan

Risk 1 More extensive front end, mid-tier, and back-end development services than
initially anticipated

Mitigation plan: Diligent discovery to accurately define scope of work to avoid unanticipated
changes that may cause delays with subsequent phases of the project

Risk 2 Challenges with training the user community leading to setbacks in go live

Mitigation plan: Leverage best practices around training methods and training materials to
achieve desired outcome and allow ample time for the user community’s training.

Technical Evaluation / Analysis

The Company already uses cloud services, and the IT organization forecasts that cloud technology will
continue to play an important role in the overall IT strategy. As on-premises infrastructure and
maintenance costs increase and as cloud services become more prevalent, robust, and affordable, the
transition to the cloud becomes a more obvious choice. Our analysis reveals manufacturers of existing
voice products used in the contact center are already transitioning their portfolio of products to the
cloud. Additionally, as critical contact center suppliers and vendors who currently have a footing in
the cloud further plans to merge, there can be a significant benefit to the Company to help reduce the
cost of migrating to the cloud.
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Project Relationships (if applicable)

e Customer Service System

e DCX

e Virtual Assistant

e Customer Data and Analytics

e Back Office Automation and Workforce Management

3. Funding Detail

Historical Spend ($000)
Actual 2017

Actual 2018 Forecast

2021

Historic
Year
(O&M only)

Actual
2020

Actual
2019

Capital
O&M
Regulatory
Asset

Total Request ($000):

Total Request by Year:

Request 2022

Request 2023

Request 2024

Request 2025

Request 2026

Capital

$2,000

O&M*

$1,000

Regulatory
Asset

Capital/Regulatory Asset Request by Elements of Expense:

EOE

2022

2023

2024

2025

2026

Labor

M&S

Contract
Services

$2,000

Other

Overheads

Total

$2,000

Total Gross Cost Savings / Avoidance by Year:

2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
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Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026

Oo&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e  Executing - Project in-flight
¢ On-going - Annual program
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Contact Center Cloud Request
Oo&M
Operating Server . Montf.ily Est. Annual
. Quantity | Recurring
System Size Cost
Cost
Production | Windows Extra 26 $400 $124,800
Large
Production Windows Large 20 $325 $78,000
O&M Production Linux Extra 4 $415 $19,920
Platform Large
Development/ |\ ows | small 10 $185 $22,200
Test
Development/ | . Small 2 $200 $4.800
Test

Concurrent
License NA NA 550 $165 $1,089,000

Subscription
o&m Named License NA NA 150 $200 $360,000

Services Subscription

Dedicated
Support NA NA 1 $25,000 $300,000
Resources

Subtotal (Rounded) $2,000,000
Less current funding for on-premises solution | ($1,000,000)
Request for Contact Center Cloud Migration $1,000,000




Capital
Est.
Est. Quantity Est. Labor Annual
Rate
Cost
Discovery 500 $225 $112,500
Design &. 1400 $250 $350,000
Documentation
Software
Development,
Installation & 3000 5250 »750,000
Configuration
Testing & 3500 $225 | $787,500
Training
Total Capital Cost: | $2,000,000

EXHIBIT__(CO-46)
Page 2 of 2
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Customer Operations
2022
1. Project / Program Summary
Type: X Project [1 Program Category: X Capital 1 O&M

Work Plan Category: [1 Regulatory Mandated X Operationally Required [ Strategic

Project/Program Title: Site Safety Program

Project/Program Number (Level 1): 10101045-
0010/ 25524248

Status: [ Initiation X Planning [ Execution [ On-going U [ Other:

Project/Program Manager: Art Hudman

Estimated Start Date: January 2023 Estimated Date In Service: September 1, 2023

B.

L] 5-Year Gross Cost Savings ($000)

[J 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:

A. Total Funding Request ($000)
Capital: $1,400
O&M: $

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months) (If applicable)

Work Description:

The Company has a requirement in its Electric Emergency Response Plan filed with the Public Service
Commission (PSC) to protect the public from downed wires during an overhead electric emergency.
To meet this requirement and protect the public, the Company has developed a comprehensive Site
Safety program that manages the resources needed to address reports of downed wires. Specifically,
Site Safety resources are dispatched to a downed wire location, make the area safe and stay at the
location until additional Company personnel arrive who have the means to fix or de-energize the
downed wire. Approximately 3,000 Company employees have storm assignments that relate to Site
Safety.

The Company proposes funding to update to all Site Safety program training material (e.g.,
eLearnings, training videos, customer materials) and system applications (Site Safety Management
System and Site Safety Mobile App) in the 2023-2025 time period. The latest update to Site Safety
training and systems took place in 2019. Several improvements were also identified following Tropical
Storm Isaias in 2020. Additional updates to the Site Safety systems and mobile app are required to
integrate with new mobile technology, meet cybersecurity requirements and improve ease of use and
efficiency. The Company proposes to make these enhancements so that the many employees
performing Site Safety can do so safely, efficiently and in accordance with changes to the Site Safety
process that have already been communicated to the PSC.

Enhancements to the Site Safety Management System and mobile app will include:

e The capability to integrate with non-company personnel (i.e., contractors) who support Site
Safety efforts.
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e Development of automated responses and tracking to more effectively monitor deployment of
wire guards in the field.

e Reporting improvements, which will replace the current manual process of exporting
information from various systems and sorting through data to determine Site Safety post storm
performance for PSC reporting purposes (i.e., Storm Scorecard and Part 105 reports).

e Improved ability to track downed wire tickets and wire guard resources and account for Site
Safety personnel’s time in the field. The management system will also allow for automatic
distribution of work/tickets to wire guards, eliminating manual distribution.

e Integration with the Company’s emergency callout system, which asks employees to report for
Site Safety emergency assignments, including the ability to automatically mark employees
active for a shift when they respond “yes” to the callout.

e Enhanced location information for downed wires to enable more accurate routing of
personnel.

e Improvements to in the mobile app for personnel to view downed wire ticket remarks.

e A Site Safety tutorial incorporated into the mobile app.

e Ability for field personnel and contractors to take and send photos of downed wire locations
and equipment to the Company’s internal applications.

Justification Summary:

Enhancements to technology systems will enable the Company to more efficiently respond to downed
wire reports from municipal authorities and from Company forces. In the aftermath of Tropical Storm
Isaias, the Company evaluated response time to downed wires and identified potential improvements
to both technology and processes that would facilitate better performance. For example, the Company
found that there were delays in releasing wire guards due to unexpected technical issues in the
existing Site Safety Management System.

The identified enhancements to the Site Safety Management System and Mobile Application will help
the Company respond to downed wires faster and more efficiently and protect customer and public
safety while crews work to restore power as quickly and safely as possible. These improvements are all
the more necessary as we anticipate an increase in overhead outage events in the future due to climate
change.

The proposed investments will also enhance communication between Site Safety teams in the field
(both Company personnel and contractors) and those in the office, which in turn will increase
transparency between field personnel and the community, as wire guards are often approached by
local residents with questions about power restoration. The more information that is available, the
better equipped the Company will be to protect the public and provide up-to-date information.

Additionally, it is critical to update and maintain the various Site Safety training documents so that all
employees and contractors are trained on new processes, system and application features and can stay
informed and perform their work safely. Keeping Company employees knowledgeable about the work
they are performing during a storm is essential to keeping themselves and the public safe when
watching downed wires.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

Consistent updates of processes, training guides, Site Safety Management System and Site Safety
Mobile Applications will help the Company achieve its goal of responding to weather-related events in
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a safe and swift manner and assigning site safety representatives in a timely manner in conjunction
with the Emergency Response Plan (ERP). Remaining stagnant in procedures and technology will
cause safety risks to employees and the public, increased restoration times and cause the Company to
not be in compliance with its ERP.

2. Supplemental Information

Alternatives

Alternative 1 description and reason for rejection -

The Company could choose not to enable integrations so contractors can use the technology.
However, this would leave a significant portion of our Site Safety workforce without access to crucial
technologies that will ensure all deployed wire guards are accounted for and have access to
information critical to safe and timely emergency response.

Risk of No Action

Risk 1

Leaving eLearning modules and site safety videos without crucial updates to processes will result in
uninformed personnel who are not aware of process changes. This will put themselves and the public
at risk. It will also cause the Company to be out of compliance with its ERP.

Risk 2

Not updating the Site Safety technology will delay restoration times and cause delays in wire guards
arriving at downed wires. It will also keep the many contractors and non-company personnel we work
with unable to access our technology or receive important information. This is a safety issue that will
negatively impact employees, non-company personnel and the public.

Risk 3

If there are not any enhancements to Site Safety Management System and the Site Safety Mobile
Application, some process functions will continue to be performed manually. This is a time-consuming
process that could result in safety issues, delayed restoration time and PSC reporting challenges.

Non-Financial Benefits

Updating the Site Safety training materials and implementing system enhancements will allow all
Company personnel and contractors to become more comfortable with their role and the enhanced
process updated based on lessons learned from Tropical Storm Isaias. System enhancements will
allow more process automation and efficient dispatching and tracking of wire guards. Improved
information flow will allow wire guards to provide the best available information to the public.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

N/A
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2. Major financial benefits
N/A
3. Total cost

Capital - $1,400,000
O&M - $0

4. Basis for estimate

The estimate is based on costs related to updating training materials and costs related to enhancing the
Site Safety Management System and a compatible mobile application system. Ongoing enhancements
to the Management System and mobile application will be necessary to keep up with technological
trends and continue to enable safe, efficient and timely responses to Site Safety events.

5. Conclusion

The Site Safety Program is necessary as it provides safety to the public by guarding down wires during
weather events that impact the overhead electric system. The updates to the training related to the Site
Safety program are crucial to informing Company employees on their role during a weather event and
safety related topics to keep in mind while performing Site Safety duties.

The updates to the Site Safety Management System and mobile application will allow dispatchers to
better track and keep accountable wire guards in the field and efficiently utilize personnel to keep the
public and employees safe and relieve crews and damage assessors that may be the first on site.
Additionally, the updates will allow for smoother interactions with contractors, as they will have
access to the Site Safety Management System and mobile applications.

Project Risks and Mitigation Plan

Risk 1
Updating Site Safety trainings is more costly or takes longer than expected.

Mitigation plan
Bi-monthly meetings with The Learning Center and vendor to ensure that the content is correctly
updated and that the updates stay within budget.

Risk 2

There may be some information technology issues that prevent certain technology updates from being
implemented or additional costs incurred based on the work required. Integration from one system to
another requires a lot of initial time, coding, and analysis to ensure that all the correct information is
being captured and presented to the user.

Mitigation plan
Weekly meetings with the various organizations to ensure that progress is being made on the system
updates and address any issues that may arise.

Technical Evaluation / Analysis
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N/A

Project Relationships (if applicable)

N/A
3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
O0&M
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital 350 350 350 350
O&M*
Capital Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor 25 25 25 25
M&S 25 25 25 25
Contract 300 300 300 300
Services
Other
Overheads
Total 350 350 350 350
Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2021 2022 2023 2024 2025
Oo&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M
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Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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Customer Operations

2022

1. Project / Program Summary

Type: U Project X Program

Category: [ Capital X O&M O Regulatory Asset

Work Plan Category: [ Regulatory Mandated [1 Operationally Required X Strategic

Project/Program Title: Credit Modeling Tool

Project/Program Manager: Kirsy Veloz

Project/Program Number (Level 1): 10103465/0001

Status: [ Initiation X Planning [] Execution [] On-going [ [J Other:

Estimated Start Date: February 2022

Estimated Date In Service: February,2022

A. Total Funding Request ($000)

B.
[ 5-Year Gross Cost Savings ($000)

help prioritize accounts for field collections.

is a leader in this area.

maintain and enhance the model as noted.

gggﬁilﬁ 600 [J 5-Year Gross Cost Avoidance ($000)
! O&M:
Capital:
C. 5-Year Ongoing Maintenance
Expense ($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
\Work Description:

Con Edison has been using a predictive analytics credit modeling and customer behavior risk scoring
tool since 2018. The tool helps identify accounts most likely to close with a high balance and prioritizes
them for field collection activities, which helps to mitigate uncollectible bills losses which, in turn,
benefits all customers. Similarly, it assigns a low score to customers who are likely to pay and will not
require a field visit, helping to avoid customer disruption and allowing the Company to maximize the
efficient use of field resources. The existing behavioral score algorithm uses internal account attributes,
factors, and patterns to make three main predictions and translates these into a composite overall risk
score. The three predictions are: 1) whether an account will close and be set to “Final” status with the
existing balance, 2) the time between field collection and “Final” status, and 3) the total amount due at
the time of the account’s “Final” status. The score is assigned when an account is ready to be fielded to

The company proposes funding to maintain and enhance the credit modeling tool, which will allow for
more frequent updates to the model and enable more accurate field prioritization. In addition to routine
maintenance and updates, enhancements will include the use of machine learning models that capture
relationships among known data factors and use data mining, statistics, modeling, and artificial
intelligence to make predictions. In addition, new data will be incorporated into the model to improve
the accuracy of the algorithms. The Company plans to work on this effort with a vendor, Experian, who

The requested O&M funding will be used to pay for vendor services and support internal staffing to

Justification Summary:
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The proposed maintenance funding and enhancements to the credit modeling tool will help ensure the
Company can continue to manage field collections resources in an effective manner and achieve the
resulting benefits for customers. These benefits include the mitigation of overall uncollectible bill write-
offs, which place upward pressure on all customers rates if not managed properly. The Public Service
Commission expects utilities to effectively manage customer arrears and field collections and take
prudent steps to collect balances from customers when all other avenues have been exhausted (including
working with customers on flexible payment agreements and following the provisions of the Home
Energy Fair Practices Act). The Commission has reinforced this expectation by proposing and ultimately
adopting in the Company’s current rate plan an incentive for the Company to reduce uncollectible bill
write-offs. The credit modeling tool is consistent with the Commission’s expectation that the Company
will act prudently to collect customer arrears.

The Credit Modeling Tool reduces uncollectible bill write-offs by effectively identifying customers who
have arrears that are likely to result in uncollectible bills and prioritizing these accounts for field
collection. This in turn prevents additional arrears and results in lower overall balances for accounts that
do become uncollectible. In addition, the credit modeling tool helps identify customers who are likely to
cure their arrears or enter into payment agreements avoid disruption of service. Since 2018, the
Company has validated that the credit modeling tool mitigates uncollectible bill write-offs, while treating
customers fairly.

The proposed enhancements to the Credit Modeling Tool will be important in the upcoming years to
help reduce the risk of uncollectible bills resulting from the COVID-19 pandemic. As of December 31,
2021, residential customers in arrears greater than 60 days increased approximately 40% compared to
2019 and accounts receivable balances have increased over 147% compared to 2019. The impact is even
higher on commercial customers with an increase of over 95% of customers in arrears over 60 days and
balances increased approximately 417% when compared to pre-pandemic levels in 2019. Given the
unprecedented number and balances of customers in arrears, proactively using the Credit Modeling Tool
to identify customers early in the arrears process will assist in maximizing our field resources and
mitigating uncollectible bills, providing value to all customers.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

This tool will help mitigate the Company’s risk of customer non-payment resulting in final bill balances

that must be written off to uncollectible. This is directly aligned with the Company’s long range plan
objective of managing costs and the associated bill increases.

Alternatives

The alternative to the proposed maintenance and enhancement funding is to use the current credit
modeling tool without proper maintenance and enhancements. This would create the potential for the
tool to no longer work properly due to the lack of updates and maintenance. The Company would then
lose the value this tool provides in reducing uncollectible balances.
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Risk of No Action

Continued reliance on the existing credit tool would prevent the Company from leveraging data
attributes, factors, and patterns to more accurately predict which customers are likely to have an
uncollectible final bill balance. By not using advanced machine learning technology, this will result in a
suboptimal credit and collections process that will not mitigate the forecasted impact of COVID-19 on
uncollectible bills. In turn, this will lead to upward pressure on rates for all customers.

Non-Financial Benefits

The non-financial benefits of the credit modeling process include the fact that the process creates a fair
and repeatable process for field collection prioritization, which incorporates the fact that some customers
will resolve their arrears and are at low risk to result in uncollectible write-offs.

Summary of Financial Benefits and Costs (attach backup)

1.Cost-benefit analysis (if required)

N/A

2. Major financial benefits

N/A

3. Total cost

O&M - $1.6M

4. Basis for estimate

Based on Experian licensing fees for data on projected number of transactions annually, as well as

internal staffing support. On an annual basis approximately $260,000 is required for Experian fees, while
$140,000 is required for internal staffing support.

5. Conclusion

The technology and data strategy proposed in this program will enable the Company to offer proactive
help to customers earlier in the credit cycle, making it less likely that they will fall behind on payments
and have a final bill balance that is deemed uncollectible. This outcome is in the interest of both the
customers in arrears and all other customers that carry the cost of uncollectible bill write-offs. Given that
the Company estimates that COVID-19 will have a financial impact similar to that of the 2008 recession,
now is the right time to make this investment.
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Risk 1

Mitigation Plan

Project Risks and Mitigation Plan

A key risk is that the algorithms produce unintended consequences due to the algorithms not operating
as intended after they are updated.

The Company will mitigate this risk with an extensive testing plan and quality control review.

N/A

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

3. Funding Detail

Historical Spend

Actual 2017

Actual 2018

Actual 2019

Actual 2020

Historic

Forecast

Year
(O&M only)

2021

Capital

0&M

N/A

Regulatory
Asset

Total Request ($000):

Total Request by Year:

Request 2022

Request 2023

Request 2024

Request 2025

Request 2026

Capital

O&M*

$400

$400

$400

$400

Regulatory
Asset

Capital/Regulatory Asset Request by Elements of Expense:

EOE

2022

2023

2024

2025

2026

Labor

M&S

Contract
Services

Other

Overheads

Total
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Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026

O0&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:

¢ Initiation - New project, not authorized yet

e Planning - Project authorized, not started yet
e Executing - Project in-flight

¢ On-going - Annual program
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Customer Operations
2022
1. Project / Program Summary
Type: U Project X Program Category: [ Capital X O&M [ Regulatory Asset

Work Plan Category: [1 Regulatory Mandated [ Operationally Required X Strategic

Project/Program Title: Replevin and Final Bills

Project/Program Number (Level 1):
Project/Program Manager: Kirsy Veloz Final Bills 10103465 /0001
Replevin 24374812 /0001

Status: [J Initiation 00 Planning [] Execution X On-going [ Other:

Estimated Start Date: 2023 Estimated Date In Service: N/ A
. B.
A Zg;lt:l?ndmg Request (5000) [J 5-Year Gross Cost Savings ($000)
O&M: $29.2M [J 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

A temporary increase in operations and maintenance (O&M) expenses is being proposed to support
increased costs in the Inactive Gas Replevin and Final Bills processes in 2023 and 2024. These processes
are intended to protect customer and public safety and reduce uncollectible losses, respectively, which
benefits all customers.

The Inactive Gas Replevin process is used as a final resort to ensure the safety of the Company’s
customers and mitigate operational, financial, and regulatory risks associated with unlocked gas service
without a responsible party. The process involves the request of an order through the courts to remove a
meter when we are not able to gain access to the premises and are not able to cut service in the street. For
each request the Company pays court fees and in some cases marshal fees to physically remove the
meter.

The Final Bill process is the Company’s last attempt to collect unpaid bills. The Company works with
collection agencies using to help collect from customers who closed an account with an unpaid balance
and have not opened a subsequent account. When the customer closes an account and does not open an
new account in the Company’s service territory after a period of approximately 41 calendar days, Con
Edison refers the account to a collection agency to collect outstanding balances on the Company’s behalf
for a commission.

The Company anticipates increased costs in these two areas due to the COVID-19 pandemic. In the case
of Inactive Gas Replevin, the Company has not been able to pursue court requests because courts have
been closed. As such, there is a growing list of cases that will need to be addressed once the courts re-
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open, and the Company intends to pursue these cases expeditiously in order to protect customer and
public safety.

Similarly, the Company voluntarily suspended collections activity for all customers in March 2020 and
plans to slowly resume the Final Bill process in 2022. During the disconnection moratorium both
residential and commercial customers have collectively built up a very large arrears balance. As of
December 31, 2021, residential customers in arrears greater than 60 days increased approximately 40%
compared to 2019 and accounts receivable balances have increased over 147% compared to 2019. The
impact is even higher on commercial customers, with customers in arrears over 60 days increasing more
than 95% and balances increasing approximately 417 % compared to pre-pandemic levels in 2019. The
Company anticipates that this will result in a backlog of Final Bill cases when collections resume. It is
important that the Company pursue these Final Bill cases in order to mitigate an increase in bad debt
write-offs, which ultimately are paid for by all customers via uncollectible bill costs in rates.

To meet these needs the Company proposes temporary O&M increases of $1.7 million in 2023 and $1
million in 2024.

Justification Summary:

Increasing funding for Inactive Gas Replevin and Final Bill costs is in the best interests of the Company’s
customers’ safety and financial well-being.

Con Edison employs a multilevel program to manage its inactive gas accounts including

landlord/ occupant outreach, in-person visits by field personnel to attempt to identify a premises’
occupant, discontinuing gas service at the meter or cutting and capping service from the street, and the
replevin process wherein the Company petitions the courts to secure its property, the gas meter, from a
premises. This final step is necessary to protect the safety of our customers and the public and mitigate
operational, financial, and regulatory risks associated with unlocked gas service without a responsible
party. Without an increase in funding for replevin-related fees, the Company risks a backlog of inactive
gas cases that will remain open as the Company continues to leverage the replevin process within the
limits of its existing budget. Recent DPS Staff gas safety audit findings (see, e.g., DPS Staff’s May 21, 2019
letter in Case 16-G-0061) highlight the importance of accessing and locking inactive gas meters, as well as
the risk in letting meters remain unlocked without a customer of record for long periods of time. The
funding sought by the Company will allow it to fulfill this important safety goal in a timely manner and
avoid a years-long delay in addressing the most difficult-to-reach inactive cases.

The Company is forecasting an increase in uncollectible bills over the next five years due the economic
impact of the COVID-19 pandemic. As noted above, current trends indicate an unprecedented increase in
the number of customers in arrears and the balances associated with those accounts. The Company
expects that the financial impact of the pandemic will surpass the impact of the 2008 recession during the
2023-2025 time period, especially because the recession had a lesser impact on customer arrears. Given
these factors, the Company anticipates higher final bill balances which will translate to higher
commission to be paid to collection agencies. Without an increase in collection agency costs as requested
the Company will not be able to pursue former customers who owe substantial sums of money, which
will increase the burden of higher uncollectible balances on all customers.

Relationship to Broader Company Plans and Initiatives (e.g., Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The funding requested in this paper addresses both gas safety and customer non-payment risks.

2. Supplemental Information
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Alternatives

Alternative 1 description and reason for rejection

Continuing to pursue the Inactive Gas Replevin process within the confines of existing budgets will
delay mitigating the backlog of inactive gas cases that have accumulated during the pandemic.

Alternative 2 description and reason for rejection

Without an increased utilization of collection agencies as requested, the Company will not be able to
pursue former customers who owe substantial sums of money, which will increase the burden of higher
uncollectible balances on all customers.

Risk of No Action
Risk 1

\With the rising number of inactive gas meters we have seen and will continue to see, the Company risks
not being able to secure gas meters to resolve the safety issues they pose.

Risk 2

No action will result in former customers who owe unpaid balances going unaddressed and the
Company not being able to take steps to reduce uncollectible costs. The sooner we can get the collection
agencies involved in the Final Bills process, the better chance the Company has to recover the funds.

Risk 3

Final bill balances are predicted to be higher as the Company has been facing the inevitable increase in
arrears due to COVID-19. No action will increase uncollectible bill costs which will have to be recovered
in rates, and increase all customers” energy burden, which puts further pressure on customers that are in
- or close to being in - arrears.

Non-Financial Benefits

e Continued protection of customer and public safety via the inactive gas process.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)

IN/A

2. Major financial benefits

IN/A

3. Total cost
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O&M: $29.2M
4. Basis for estimate

The Company is projecting a 41% increase in backlog of accounts in Replevin as a result of minimal
Replevin cases completed in 2020 and 2021. (Note that the 41% increase is net of the reduction in volume
as a result of AMI remote disconnect capability.) The Company is also projecting a 43% increase in Final
Bills Collection Agency fees/commissions, account match/recovery files, etc. due to increased dollars in
arrears.

5. Conclusion

The funds requested in this white paper are necessary to protect customer and public safety and enable
the Company to recover unpaid final bills which are increasing at an unusually high rate due to the
COVID-19 pandemic. This proposal will help mitigate key risks associated with gas safety and
uncollectible bills.

Project Risks and Mitigation Plan

N/A

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

N/ A
3. Funding Detail
Historical Spend
Actual 2017 ([Actual 2018 |[Actual 2019 [Actual 2020 [Historic Forecast

Year 2021
(O&M only)

Capital

O&M $5,347 $5,717 $3,920 $5,300 $3,110

Regulatory Asset

Total Request ($000):

Total Request by Year:
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Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital
O&M* $5,300 $7,000 $6,300 $5,300 $5,300
Regulatory
Asset

Capital/Regulatory Asset Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026

Labor

M&S

Contract Services
Other

Overheads

Total

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings

Capital Avoidance

Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026

O&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet

¢ Planning - Project authorized, not started yet
e Executing - Project in-flight
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¢ On-going - Annual program
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The number of utilities removing credit card fees
for residential payments continues to increase

Utilities charging no fee for payments via credit card for residential customers

25%
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19%
! . I
2016 2018 2019 2020 2021
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Source: 2016-2021 Chartwell Credit Card Fees, Processors and Acceptance Audits
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The percentage of customers paying via credit card
has steadily increased

Q: What percentage of customers post payment through this method? (YTD 2020)

50%

- 46% 46%

«=@==ACH and/or EDI (all Form 820)

26% ec

.: 24% 24% «=@==Check

° - Credit/Debit card
13% 16%
11% ’
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Source: 2020 Chartwell Billing Survey, n=48
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Source: Chartwell 2018-2021 Residential Consumer Surveys

..and this interest is the highest in 2020-21 it has
been in years

Interest in paying with credit card with no fee

48%

44%
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Customer Operations
2022
1. Project / Program Summary
Type: [ Project X Program Category: [ Capital X O&M [ Regulatory Asset
Work Plan Category: X Regulatory Mandated [J Operationally Required [ Strategic
Project/Program Title: Customer Outreach and Education
Project/Program Manager: Jon Minners Project/Program Number (Level 1): 101009070003

Status: [ Initiation [ Planning [ Execution X On-going [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing

B.
L1 5-Year Gross Cost Savings ($000)
[J 5-Year Gross Cost Avoidance ($000)

A. Total Funding Request ($000)
Capital:
O&M: $25,600

O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)

Capital:
Work Description

The Company’s Customer Outreach and Education program has been in place for many years
and was developed to provide customer outreach, education activities and materials for
programs to educate the Company’s customers regarding their rights, responsibilities, and
options as utility customers. The program has been expanded to help customers learn more
about energy safety, scam awareness, new program initiatives, energy management, energy
efficiency and other clean energy topics, energy savings and financial resources available to
them.

Increased funding for this program is needed for the following activities:

e Increasing staff capacity to deepen and expand relationships in the community as part
of the targeted Regional Outreach program outlined in the Company’s 2020 Regional
Outreach and Education Plan filed on August 31, 2020 and further described in the
Company’s 2021 Annual Outreach and Education Plan filed on April 1, 2021 in Cases
19-E-0065 and 19-G-0066. This will allow Con Edison to have a more targeted
approach that provides culturally competent, sensitive, and relevant services to
constituents year-round, in person and through hybrid/online engagement. Increased
staffing will also expand our reach during emergencies related to increased storms and
heat events.

(& conEdison, inc. 1
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e Increasing translation capabilities for communications and marketing campaigns aimed
at our low-income communities as part of the targeted program outlined in the
Company’s 2020 Low-Income and At-Risk Outreach and Education Plan and 2021
Annual Outreach and Education Plan. This will enable enhanced segmentation for
digital educational campaigns and provide highly targeted, language-specific
information to diverse low-income and at-risk customers impacted by financial
constraints.

e Expanding the Work Notice Information System (WINS) to enhance customer emails
related to important construction work, placement of generators in the community, load
shedding during heat events, and other important energy-related matters that need to be
addressed in an expedited manner. Increased funding will allow the Company to
maintain the system and provide instantaneous communication with customers during
these large-scale projects. This expansion will upgrade our messaging capabilities in
WINS so that emails can be sent to location-specific groups of customers quickly.

e Developing additional personalized online (website), offline (email and direct mail),
and mobile (apps) engagement campaigns that provide customer-specific and
actionable information to targeted audiences, including languages besides English and
Spanish.

e Expanding generalized email campaigns, including those associated with key customer
journeys such as electric vehicles, payment agreements and self-service tools.

e Paying increased costs for direct mail campaigns and educational awareness materials.

e Maintaining our current level of engagement with the communities we serve through
the development of multichannel communications.

e Expanding customer notifications, including e-mails and texts, around credit and
collections activities.

For a detailed breakdown of the Outreach and Education budget, please see Exhibit__ (CO-52)
Customer Outreach and Education Request.

Justification Summary:

As part of its ongoing commitment to enhancing the customer experience, the Company
believes the best way to communicate with customers starts with understanding their most
pressing needs and providing customized, seamless services. As Customer Outreach works to
implement its Targeted Outreach and Education Plan, the team has deepened its understanding
that what affects a customer in one community is not the same as what affects customers in
other communities. To avoid a one-size-fits-all approach to customer outreach and education,
a more personalized effort is required and can be achieved through increased staffing that
provides communities with a consistent staff member they can rely on to answer their
questions and address customer concerns. In addition, New York City and Westchester County
face increases in weather-related emergencies (e.g., storms and heat events); it is important to
expand our staffing to address customer concerns during regional and system-wide
emergencies.

COVID-19 has had a significant financial impact on our customers. Regular communications
during this unprecedented period were important to help customers navigate the Company’s

(& conEdison, inc. 2
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self-service tools to set up payment agreements and keep up with their increased bills due to
working and schooling from home. It was crucial to let customers know the Company was
there to help them by providing timely, clear information on available programs. These
customers will continue to face challenges and we will be there to help beyond the immediate
end of the pandemic as they navigate self-service tools, set up payment agreement plans,
maintain payment agreement plans, and understand other benefits that can help them get
manage and address their arrears.

Low-income customers can expect an expanded outreach approach consistent with our 2020
Low-Income and At-Risk Outreach and Education Plan. Our customer research reflects
customers are most engaged by communications that are personalized and provide actionable
information, such as personalized messaging for customers who speak another language aside
from English and Spanish. A segment of low-income customers come from immigrant
communities. We include a language block to help these customers, but if we are to address
their concerns more effectively, we must expand this effort to include communications to low-
income customers in the languages they speak. Doing so will drive engagement with the
Company and help further educate our customers about the programs and resources available
to them.

In addition, an expansion of our Work Notice Information System (WINS) will help us further
address customer pain points related to construction performed by the Company, the use of
generators in a community and other important energy-related matters that need to be
addressed in an expedited manner. It is important that WINS is updated and maintained so that
notifications are continually refreshed to remain current and useful to customers.

Sustained messaging is needed to increase customer understanding and awareness of energy
safety, energy savings, scam awareness and the various Company resources and programs that
are available to customers. The Company provides this information through the Customer
News bill insert, email blasts, direct mail, paid advertising, and informational brochures;
online at coned.com; and via media messaging. Additional communications will keep
customers informed in the face of increased weather-related events.

Increasing credit and collections alerts/notifications and sending them via email and text
channels will allow the Company to keep customers more informed and help them stay current
with their account. The proposed communications will provide customers with updated
information on the status of their accounts and the offers available to them. It will make it
easier for customers to get the credit-related help/assistance they need, especially as the New
York region continues to recover from the pandemic. This effort will also help the Company
proactively communicate with customers in a faster way. Currently, Con Edison sends most of
its credit-related communications via USPS mail. Increasing email and text alerts/notifications
will provide customers with real-time information on the channels they prefer.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

(& conEdison, inc. 3
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The Outreach and Education program will support achievement of the State’s clean energy
goals by promoting energy-savings tips through a variety of channels, including email blasts,
customer newsletters, smart meter engagement communications, brochures, and web content.
In addition, Customer Outreach will promote the Company’s Electric Vehicles offerings
through flyers at community events like the event Con Edison hosted in Staten Island on
October 26, 2021. Customer Outreach will also promote energy conservation through the
Company’s Energy Marketplace and by sending weatherization kits to low-income customers.
Customer Outreach will also promote the Company’s Home Energy Assessment tool as a way
for customers to lower their energy usage and save money on their bill. As new offerings are
made available to promote the Company’s own clean energy goals, Customer Outreach and
Education will provide that information to customers to boost engagement in these offerings.

2. Supplemental Information

Alternatives

Limit outreach and educational materials within our current budget, without revisiting new,
emerging, and popular platforms for media and communal gathering, and without increasing
messaging capacity and efficacy based on customer data. If it foregoes updating and
improving outreach methods, the Company will be unable to increase communication and
transparency regarding energy safety, scam awareness, new program initiatives, energy
management, energy efficiency and other clean energy programs, energy savings, financial
resources available and weather-related events and outages.

Risk of No Action
Risk 1

The Company’s ability to quickly and effectively communicate with customers before and
during potential outages would not keep pace with increased risks posed by observable shifts
in weather patterns that affect our customers’ well-being. In addition, the effectiveness of
critical messaging related to safety and customer support would diminish by not adapting to
customers’ preferred languages, communication platforms, and formats.

Risk 2

Failing to act would hinder the Company’s ability to engage customers on clean energy topics,
which would slow adoption of the technologies needed to achieve the State’s goals. It would
also frustrate customers that are concerned about their energy footprint but do not feel
supported by the Company to make important changes in energy use.

Non-Financial Benefits

o Improved customer satisfaction, safety, and trust.
o Improved community relations, which builds trust in our service territories and allows
the Company to address constituent concerns more effectively.

(& conEdison, inc. 4
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o Increased relevance and adoption of tools and programs designed to assist customers,
particularly customers who are struggling to pay their bills.
o Increased customer adoption of clean energy programs and technologies.

Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits

N/A

3. Total cost

Capital: N/A
O&M: $25,600

4. Basis for estimate

O&M costs were based on estimates of increased email campaigns, hiring four additional
resources, and fees for non-Spanish language translation. As an example, we anticipate a
continuing trend related to rising costs in weather-related email communications as weather
patterns continue to change, with associated costs increasing from $87,000 in 2020 to
$172,000 in 2021 (through October). Additionally, the cost for a marketing campaign to low-
income customers in English and Spanish was $130,000 in 2021. A similar marketing
campaign over six months, including print and out-of-home advertising in multiple languages,
would cost $600,000. Four additional human resources is the minimum needed to expand our
coverage over the entire service territory. Please see Exhibit_ (CO-52) Customer Outreach
and Education Request for further information on these costs.

5. Conclusion

The communities we serve are changing, and their needs are expanding. Immigrant
communities need the same outreach often provided to English-speaking residents. While the
Company does consistently provide information in Spanish, additional resources must be spent
to target customers that speak other languages who are greatly impacted by financial
difficulties while also often being subject to scams. In addition, as climate change continues to
impact our service territory, we must be better equipped to communicate with customers in
times of weather-related emergencies.

Project Risks and Mitigation Plan

(& conEdison, inc. 5
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It is unlikely, but possible, that the Company may experience delays in reaching out to its
customers due to time constraints related to the design, translation, and delivery of customer
communications. To meet the demand, Outreach is planning smaller campaigns to better target
communities in the languages they speak and to ensure that those communications are
delivered in a timely manner, in addition to larger campaigns that will be run throughout the
service territory.

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

Work Notice Information System (WINS)
Gas Operations public safety awareness initiatives
Clean energy programs

Digital Customer Experience (DCX)
Journey Mapping

Customer Data and Analytics

Customer Relationship Management (CRM)
Billing & Payment Enhancements
Customer Data Sharing

Outage Communication

Virtual Assistant

©C 00 0O 0O 0O 0O 0O o0 oo

3. Funding Detail

Historical Spend ($000)

Actual 2017 | Actual 2018 | Actual Actual Historic Forecast
2019 2020 Year 2021
(O&M only)
Capital
O0&M $4,390 $3,462 $3,597 $3,270 $3,020 $4,356
Regulatory
Asset
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital
O&M* $4,500 $5,200 $5,200 $5,300 $5,400

(& conEdison, inc. 6
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Regulatory
Asset

Capital/Regulatory Asset Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026

Labor
M&S
Contract
Services
Other
Overheads
Total

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:

2022 2023 2024 2025 2026

Oo&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program

(& conEdison, inc. 7
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Program Description

2023

2024

2025

Variations

Direct Mail

Direct mailings to life-support equipment
(LSE) customers, community organizations,
medical professionals and master-metered
buildings with elevators; energy-safety
mailings to direct and indirect Con Edison
customers.

$781

$781

$783

2023 - 2025 - Fluctuation from year to year due to
scratch and sniff mailing every other year to master
metered buildings and some increases expected in
postage and printing costs.

Customer Outreach
Events

Energy and community-themed events at
which Outreach Advocates distribute
literature and speak with customers about
energy efficiency, safety, the programs and
services offered by Con Edison and other
related topics. Participation in 90+ energy-
themed and community events per year;
collateral for distribution at events;
association dues for community advocacy
groups.

$251

$251

$251

2023- 2025 - Increased costs are projected for
collateral.

Educational
Awareness/
Literature and
Publications

Bill inserts, including Customer News — the
Company's multi-topic newsletter, which is
sent quarterly to all customers; Spotlight —
the Company's biannual newsletter for
elderly, blind and disabled customers;
brochures, flyers and other printed material
for distribution at Company events and
upon customer request.

$138

$139

$141

2023 - 2025 - Increased costs are projected for
printing and postage costs.

Educational Media Me|

Annual energy education ad campaign;
online videos on billing-and-payment-
related topics; blast email campaigns
(general education and storm-related);
energy and safety program for
schoolchildren; kids mobile applications.
Low Income Regional Plan including
Resource Direct labor.

$1,967

$1,967

$1,968

2023 -2025 -increased costs to expand energy
management information and tools and increased
email blast campaigns.

Employee Education

Web-based "eLearning" modules centered
on Enhancing the Customer Experience and
other important topics; educational videos;
employee-engagement campaigns;
Diversity and Inclusion.

$142

$142

$142

2023 - 2025 - Increased costs for training in
customer experience, and other topics (e.g., D&I,
REV).

Market Research and
Customer and
Stakeholder Focus
Groups

Focus groups; Company-sponsored
customer opinion surveys; subscriptions to
utility customer satisfaction studies.

$170

$170

$170

2023 - 2025 - Increased costs for research (surveys,
focus groups) and subscriptions to studies.

Website Improvement

conEd.com/kids upgrades and
maintenance; maintenance and
enhancement of the My Energy Calculators
suite of online bill analysis tools; continued
support of the mobile-optimized version of
conEd.com and the My conEdison mobile
app; Customer Central website
enhancements.

$196

$196

$203

2023 - 2025 - Cost eliminated due to migration of
energy calculators to DCX platform.

Labor

$1,554

$1,554

$1,642

Full Time Employees

Totals (Rounded)

$5,200

$5,200

$5,300
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Current Low Income Discount Amounts

Tier1 $21.73 $21.73 $92.62 $7
Tier 2 $30.82 $30.82 $114.42 S7
Tier 3 $59.80 $47.50 $131.10 $7
Tier 4 $41.91 $38.56 $122.16 S7

Current Low Income Discount Budget

Total Electric Discounts $118,818,606

Total Gas Discounts $35,393,093

Combined Total $154,211,699



Customer Service Performance Mechanism Incentive Targets
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Indicator Maximum Revenue Threshold Level Revenue Adjustment
Adjustment
</=20 N/A
- . $9 million >20-</=22 $2,000,000
Commission Complaints >22.</=24 $5.000,000
>24 $9,000,000
$18 million
Customer Satisfaction Surveys >/=85.2 N/A
Emergency Calls (electric only) $6 million <85.2->/=822 $1,500,000
<822->/=792 $3,000,000
<79.2 $6,000,000
>/=88.5 N/A
Customer Satisfaction Survey $6 million <88.5->/=86.5 $1,500,000
of Phone Center Callers <86.5->/=845 $3,000,000
(non-emergency) <845 $6,000,000
Customer Satisfaction Survey $6 million >/=89.0 N/A
of Service Center Visitors <89.0->/=87.0 $1,500,000
<87.0->/=85.0 $3,000,000
<85.0 $6,000,000
Communication Timeliness; $300,000 per
Outage Notification $8 million Communication Content communication activity
Gas Emergency Calls $3.3 million <=88.4% to <89.0% $0 to $3.3 million
Rate Year 1:
>/=66.3 N/A
<66.3->/=645 $1,000,000
<64.5->/=62.8 $2,000,000
<62.8->/=61.0 $4,000,000
<61.0 $5,000,000
Rate Year 2:
>/=66.6 N/A
$5 million <66.6 - >/=64.8 $1,000,000
Call Answer Rate < 64.8 - >/=63.1 $2,000,000
<63.1 ->/=61.3 $4,000,000
<61.3 $5,000,000
Rate Year 3:
>/=67.0 N/A
<67.0->/=65.2 $1,000,000
<65.2->/=635 $2,000,000
<63.5->/=617 $4,000,000
<61.7 $5,000,000
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2021 Commission Complaint Drivers (SRS cases)

108 Intermittent Out Of Svc. 9
590 Other 9
595 Consultant Case 254 300 Dangerous Company Facility 8
200 High Bill 150 402 Disputes Special Charge on Bill 3
212 Inaccurate Bill 47 400 Svc Class 7
278 Back Billing 45 219 Wants Refund On Overpayment 6
205 Estimated Bill 43 155 Svc Disconnect Request Not Done 5
130 Delayed Service - New Service 36 ) .
112 Property Restoration / Debris Removal 20 271 Billed For Svc Doesn't Have/Didn't Order 5
315 & 405 Meter / Regulator Safety Inspection 29 138 Disconnected In Error 4
100 Svc Outage 19 206 Incorrect Reading 4
107 Delayed Repair 18 815 Svc. Terminated/ Limited
830 Svc. Susp/Term/Block Threat 18 118 |Missed Scheduled Appointment (other than 3
236 Smart Meters 16 repair/installation)
110 Voltage Levels / Gas Pressure 12 122 Street Light Problems 3
140 Relocation Of Facilities 12 800 Deferred Payment Agreement 3
241 Transfer Balance 12 250 Budget 2
221 Wants Breakdown Of Bill 10 840 Application Denied 2
235 Cross Meter/Billing 10 125 Tree Trimming 1
246 Responsibility 10 225 Meter Inaccuracy 1
234 Net Metering 1
433 New Construction Charges 1
556 Life-Line/Low Income Program 1
872 Threat of Termination w/in 72 hrs. 1
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Proposed Customer Service Performance Mechanism Incentive Targets
Maximum
Indicator Revenue Threshold Level Revenue Adjustment
Adjustment

</=20 N/A
- . - >2.0-</=22 $2,000,000
Commission Complaints $9 million 592-</=24 $5.000.000
>24 $9,000,000

>/=3.55 N/A
Customer Satisfaction Surveys of $10.65 million <355->/=34 $2,250,000
Emergency Interactions ' <34->/=325 $4,500,000
<3.25 $10,650,000

>/=3.75 N/A
Customer Satisfaction Surveys of - <3.75->/=3.6 $2,250,000

. $10.65 million

Non-Emergency Interactions <3.6->/=3.45 $4,500,000
<3.45 $10,650,000

>/=65.0 N/A
<65.0->/=63.2 $1,000,000
Call Answer Rate $5 million <63.2->/=615 $2,000,000
<61.5->/=59.7 $4,000,000
<59.7 $5,000,000
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CSPM Target Supporting Data
Commission Complaints
Commission
Number of Complaints per
Escalated 100,000
Year Complaints customers
Proposed 2023-2025 NA 2.0
2021 858 2.0
2020 702 1.6
2019 730 1.7
2018 768 1.8
2017 633 1.5
2016 630 1.5
Customer Satisfaction Surveys
Emergency Interactions Non-Emergency Interactions
Year Responses Avg. Score 1-5 Responses Avg. Score 1-5
Proposed 2023-2025 NA 3.55 NA 3.75
2021 1942 3.82 31348 4.04
2020 1157 3.83 31236 4.10
2019 641 3.65 18067 4.07

Call Answer Rate

Year Call Answer Rate
Proposed 2023-2025 65.0%
2021 67.0%
2020 66.6%
2019 66.3%
2018 67.7%
2017 67.1%
2016 64.3%




2021 AMI Estimated Bill Percentages

FY 2021
4,500,000

4,000,000
3,500,000
3,000,000
2,500,000
2,000,000
1,500,000
1,000,000

500,000

Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21 Jul-21 Aug-21 Sep-21 0ct-21 Nowv-21 Dec-21
m Total Cycle Bills 3,165,944 3,289,298 3,393,806 3,470,712 3,621,263 3,722,916 3,805,745 3,898,998 3,981,339 4,016,245 4,112,670 4,167,658
i Estimated Bills 119% 1.08% 1.04% 0.95% 1.00% 1.10% 1.36% 1.05% 115% 0.97% 0.87% 147%

mmmm Total Cycle Bills =t Estimated Bills

TjoTabed
(85-00) 1qux3g
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Shared Services Panel

General Equipment

Exhibit SSP-1
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Shared Services Panel Year Total
General Equipment - Capital (SSP-1) Current Budget
Total Dollars ($000)
RY1 RY2 RY3 3 Yr. Total

XM 1-Office Furniture and Equipment $ 700 | $ 700 | $ 700 | $ 2,100
XM 2/XM 13 - Vehicles and Equipment $ 55,527 | $ 58,015 | $ 75,910 | $ 189,452
XM 3 - Stores Equipment $ 437 | $ 437 | $ 437 | $ 1,311
XMA4 - Shop Equipment $ 360 | $ 360 | $ 360 | $ 1,080
XM 5/ XM15 - Lab and Test Equipment $ 4,134 | $ 3,000 | $ 3,000 | $ 10,134
XM 6 -Tools and Work Equipment $ 10,482 | $ 4,000 | $ 4,000 | $ 18,482
XM 7 -Miscellaneous Equipment $ 900 | $ 900 | $ 900 | $ 2,700

Total General Equipment| $ 72,540.08 | $ 67,412.36 | $ 85,307.10 | $ 225,260

Note this exhibit also contains Corporate Instruction 610-1, which is provided for reference.
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Utility Shared Services / Facilities and Field Services
2022
1. Project / Program Summar
Type: O Project X Program Category: X Capital [0 O&M [ Regulatory Asset
Work Plan Category: [0 Regulatory Mandated X Operationally Required [ Strategic
Project/Program Title: XM 1 - Office Furniture and Equipment
Project/Program Manager: Katrina Benites Project/Program Number (Level 1): 10025701

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing
) B.
A. Total Fu.ndlng Request (5000) O 5-Year Gross Cost Savings ($000)
Capital: 3,402 .
O&M: 0 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

The XM-1 budget represents the portion of the Capital Budget devoted to the purchase of business
machines, general office furniture, modular office partitions, carpeting, drafting room equipment, safes,
security containers, bookcases, cabinets, and window air conditioners. Facilities Planning administers
the XM-1 budget. Corporate Architectural Design Policy: 200-6 governs that all items are in compliance
with state and local building codes to safeguard life, health, property and public welfare.

An organization requiring purchase of capital General Equipment classified as XM-1 submits a request
to Facilities Planning for purchasing such equipment, along with a justification. That organization, in
conjunction with Facilities Planning, will review the request and identify any available options to include
what is in the recycled inventory. Additionally, the request is reviewed to confirm that it is cost-effective
and compliant to the Company’s policy and procedures before purchasing.

Justification Summary:

Business machines, furniture, partitions, and other equipment categorized as XM-1 in the General
Equipment capital budget are necessary to replace defective and unusable equipment. It is also used to
purchase equipment for renovated spaces that better optimize workspace for our workforce. As part of
Con Edison’s goal to maintain an operational and safe environment, this program focuses on being cost
effective, meeting the needs of the workforce and selecting safe/ergonomic equipment.

(& conEdison, inc. 1
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Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The equipment in this category of spend supports both operational and safety needs. Equipment like
window AC units that cool critical infrastructure and charging cabinets for field equipment are essential

to the operations. Employees need useable and ergonomic furniture. Those with medical conditions
require special furniture that supports their work.

2. Supplemental Information

Alternatives

Our operations require proper working and compliant working business machines and equipment.
There are no alternatives, per se, but the Company does employ various mitigation efforts. Facilities and
Field Services recycles desks, chairs, and office partitions as a general practice and extend the life of the
equipment whenever possible. Furniture and office equipment are evaluated before being replaced;
items found to be in good operating condition are stored onsite and become part of the recycled
inventory to be reused in temporary work assignments, remote office trailers, shops, etc. Only those
items that are deemed beyond economical repair and have no salvage value are disposed of.

There are several contracts available to purchase new furniture; these contracts were competitively bid,
and whenever possible, new orders are consolidated to take advantage of volume discounts.

It should also be noted that at times, organizational priorities may be shifted to meet organization’s
requirements and available funding. Each organization identifies their equipment requirements. This
includes forecasting temporary deployment of extra crews in the field that would require office
furniture. Organizations submit corresponding requests for the following year’s General Equipment
during the capital budgeting process. Then the XM-1 group works to prioritize those requirements.

Risk of No Action

The Company’s work forces would be prevented from meeting their objectives in an efficient and safe
manner without functioning business machines and equipment. Employees with medical conditions are
accommodated so that they can do their job effectively.

Non-Financial Benefits

Procuring the appropriate office furniture for the Company will create a safe working environment for
employees by replacing broken and damaged furniture. In addition, procurement of ergonomic
furniture can positively impact productivity by reducing potential injuries, such as repetitive strain
injuries, and minimize lost time due to such injuries.

Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

(& conEdison, inc. 2
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3. Total cost
$3,402,000

4. Basis for estimate

The final invoice price for specific furniture that will need to be purchased or replaced is typically not
known for future years. Replacement in future years is based on the anticipated needs of each operating
organization, the aging of furniture/equipment and historical spending.

Project Risks and Mitigation Plan

N/A
Technical Evaluation / Analysis
N/A
Project Relationships (if applicable)
N/A
3. Funding Detail
Historical Spend
Actual 2017 Actual 2018 Actual | Actual Historic Forecasted
2019 2020 Year 2021
(O&M
only)
Capital 4,353.0 2,150.3 | 1,461.7 823.8 777.0
Oo&M
Regulatory Asset
Total Request ($000):
Total Request by Year:
Request 2022 | Request 2023 Request 2024 Request 2025 Request 2026
Capital 602 700 700 700 700
O&M*
Regulatory Asset
Capital/Regulatory Asset Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor - - - - -
M&S - - - - -
Contract Services 542 630 630 630 630
Other 30 35 35 35 35
Overheads 30 35 35 35 35
Total 602 700 700 700 700
Total Gross Cost Savings / Avoidance by Year:
3

(& conEdison, inc.
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2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026

Oo&M
Capital

*If whitepaper is supporting a capital project/ program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance cost
relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-term
fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program

(& conEdison, inc. 4
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Utility Shared Services / Facilities & Field Services
2022
1. Project / Program Summar
Type: O Project X Program Category: X Capital 00 O&M

Work Plan Category: [0 Regulatory Mandated X Operationally Required [ Strategic

Project/Program Title: XM2 - Vehicle Replacement Program

Project/Program Manager: Salvatore Tarantola Project/Program Number (Level 1): 10025750

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing
A. Total Funding R t ($000) B.
. Total Funding Reques g .
Capital: 258,052 [0 5-Year Gross Cost Sav1.ngs ($000)
O&M: [0 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:

C. 5-Year Ongoing Maintenance Expense ($000)
O&M:
Capital:

D. Investment Payback Period:
(Years/months) (If applicable)

Work Description:

The XM-2 capital vehicle replacement program categories provide for the annual replacement of mobile
equipment such as cars, SUVs, heavy trucks, cranes and construction equipment used throughout Con
Edison Operations. The control agent for this equipment, as set forth in CI 610-2, Capital General
Equipment Budgeting, Ordering and Control, is Facilities and Field Services’ Automotive Engineering
section. The Company owns approximately 4,200 over-the-road, self-propelled vehicles, in addition to
other pieces of mobile and mounted equipment, such as trailers, knucklebooms, winches, generators,
and compressors, bringing the total number of assets to approximately 5200 individual assets.

Justification Summary:

Maintaining an annual vehicle replacement program reduces vehicle maintenance costs and vehicle
downtime by providing Operations (Electric, Gas, Steam, etc.) with new vehicles and equipment which
displace older, unreliable, and potentially unsafe vehicles and equipment. New vehicles and equipment
facilitate the operating organizations” ability to perform routine system maintenance, as well as the
ability to respond to system emergencies and other emergent events, and prevent the slow-down of
response times due to vehicles that are unavailable because they are in the garage for repairs. The annual
vehicle replacement program also introduces new vehicles into the fleet that meet the latest fuel
efficiency, emissions, and safety requirements. The most currently available advances in
safety/technology on vehicles that will be purchased include lane-departure alert systems, front, rear,
and side cameras, traffic warning systems, and tailpipe emissions/noise-reduction systems. These latest
technologies enable the operating groups to be more productive and work more safely, but they also
significantly drive up procurement costs. In general, the average purchase price of replacement vehicles
has gone up significantly, regardless of propulsion fuel types. Overall, purchase prices on average have
increased 34 % since 2016, with several individual vehicle types increasing as much as 67% since 2016.

(& conEdison, inc. 1
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In addition to the foregoing, in 2014 Con Edison made a commitment to allocate part of the annual
vehicle replacement program funding toward the purchase of plug-in hybrid electric vehicles (PHEVSs)
and electric power take off (ePTO)-equipped bucket trucks. Additionally, in support of our Clean Energy
Commitment, in 2020 we began to transition replacements of our fleet of light-duty vehicles from
gasoline-powered to electrified vehicles. To support that transition, 100% of new light-duty vehicles
purchased will be electrified and we will expand the availability of fleet charging stations to align with
the procurements of these electrified vehicles. Our long-term goal is for 100% of our light-duty fleet to
be electrificed by 2035. We will also explore, through R&D, alternative technologies to reduce fossil fuel
consumption for medium and heavy-duty trucks. The Clean Energy Commitment and the Energy Policy
Act (EPAct) compliance requires additional funding, as electrified vehicles and medium/heavy truck
procurements are higher-dollar. In addition, electrified vehicles also require the engineering and
installation of charging station infrastructure which also increase costs.

Further, the company is required by law to comply with the petroleum reduction regulations under
EPAct, which is managed by the U.S. Department of Energy’s Vehicle Technologies Office. EPAct sets
forth, under its Standard and Alternate Compliance programs, the fuel consumption reduction
parameters the company must meet in our vehicle replacement program.

Fleet Additions: There are also three phases of fleet additions addressed in the XM2 Capital Vehicle
Budget:

1) Operational requirements have necessitated the procurement of 52 additional vehicles to support our
energy systems for this rate case. We estimate an additional cost of $12,151,106 for these procurements
and $703,979 for the maintenance of these additional vehicles in RY1.

2) The Company plans to use reasonable business efforts to purchase up to 100 additional overhead
bucket trucks to assist in restoring service after a storm. The rationale for the trucks is provided by the
Electric Storm Response and Resilience Panel.

3) As more fully explained by the Company’s Electric Infrastructure and Operations Panel, the Company
will require additional employees to perform the capital work related to the Company’s core, clean
energy, and resilience investments. The Company will need to provide these employees with additinal
vehicles for this work.

The funding for category 2 and 3 is not included in the revenue requirement and will be provided in the
preliminary update.

Please see attached table for additional details.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

This project will help achieve the Corporate Clean Energy Commitment/Vision, by supporting the
2035 electrification of the light duty fleet.

2. Supplemental Information

(& conEdison, inc. 2
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Alternatives

The sole alternative to the fleet replacement program is extending the service life of incumbent vehicles
instead of replacement. Extension of vehicle service life will drastically increase maintenance costs, as
well as the potential for these vehicles to become unsafe as they age, and obsolete in design/functionality
as automotive and equipment technology advances will continue and not be incorporated into our fleet.
Additionally, under EPAct requirements, the company must replace older vehicles with newer-
technology/alternative fuel vehicles to avoid penalties and fines. There are no other acceptable
alternatives.

Risk of No Action

Risk of no action would mean older, less reliable equipment would remain in service. Vehicle availability
would decrease substantially, and in some cases equipment would age beyond our ability to purchase
replacement components. The consequences could have an adverse effect on Operations’ ability to
respond to emergencies efficiently, and have a negative impact on maintenance and capital projects. If
vehicles and equipment are not available to respond to emergencies, it could adversely affect the
Company’s ability to achieve Reliability Performance Mechanism (RPM) targets. It's also conceivable
that continuing to operate aged equipment could put the public and our employees at risk due to
catastrophic failure of aged components, and the potential for environmental releases due to failed
fittings, gaskets and seals.

Non-Financial Benefits

Ongoing, timely replacement of fleet vehicles and equipment helps to ensure their reliability, in order to
to meet applicable motor vehicle safety standards and incorporate the latest vehicle technology designed
to reduce fuel consumption and tailpipe emissions. The back-ends (i.e., aerial devices, cable pulling
apparatus, cranes, etc.) of work trucks also incorporate the latest design technologies that improve
performance and efficiencies of the units, as well as incorporating features that allow for their safe
operation and reductions in noise levels. Additionally, the accelerated incorporation of electrified
vehicles into our fleet aligns with the PowerReady infrastructure program, which aims to provide
incentives to our customers for the installation of electric vehicle charging stations, promotes the
purchase of electric vehicles, and provides for Con Edison to lead by example by utilizing electrified
vehicles on the street.

Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits

Regarding electric vehicles, there are alternative fuel vehicle tax credit programs that may be available,
however, these tax credits are dependent upon legislative approval and purchase dates. Further, there
are fuel cost savings related to the use of gasoline versus electric energy: for example, by subtracting the
Company’s internal electric rate (assuming $.12/kWh & 3.3 mil/kWh = $.04/mil) from the projected
price per gallon of gasoline (assuming $3.50/gallon & 25 mil/gal = $.14/mil), and then using the
approximate average annual vehicle mileage (gasoline-powered cars - 9,000 miles), we can estimate
petroleum fuel savings in terms of cost. For example, the cost to fuel a battery electric vehicle (BEV)
would be $360/yr. vs. $1,260/yr. for a gasoline-powered equivalent vehicle. In addition to vehicle fuel
savings, Con Edison will realize annual maintenance savings of approximately $150/vehicle/yr. as a
result of no oil changes necessary for BEVs.

(& conEdison, inc. 3
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3. Total cost
$258,052,000

Project Risks and Mitigation Plan
N/A

Technical Evaluation / Analysis
N/A

Project Relationships (if applicable)
Procurements of electrified vehicles directly aligns with the company’s efforts through the Electric

Vehicle Charging Expansion Project, to introduce more electric charging stations throughout the service
territory for both our employees and electrified fleet vehicles.

3. Funding Detail

Historical Spend
Actual 2017 Actual 2018 Actual 2019 Actual 2020 Historic Forecast
Year 2021
(O&M only)
Capital 53,672.2 42,251.7 33,306.4 66,668.1 38,900.4
Oo&M $40,781 $41,736 $35,443
Total Request ($000):
Total Request by Year:
Request 2022 Request 2023 | Request 2024 | Request 2025 | Request 2026
Capital 32500 55,527 58,015 75,910 $36,100
O&M* $39,987 $41,564 $42,335 $43,396 $43,396

Capital Request by Elements of Expense:

EOE 2022 2023 2024 2025 2026
Labor 325 555 580 7,590 361
M&S 975 1,666 1,740 2,277 1,083
Contract Services - - - - -
Other 29,900 51,085 53,374 69,837 33,212
Overheads 1,300 2,221 2,321 3,036 1,444
Total 32,500 55,527 58,015 75,910 36,100

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
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Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026
o&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance cost
relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-term
fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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2023-2025 CECONY RATE CASE FLEET ADDITIONS
RATE YEAR | SPEC | Average Fuel SPEC DESCRIPTION Category Qty |LOADED COST EACH -{‘2}?5':}:2: 08{22:;2:?;:“ To.{g}ﬁ:ﬂﬁ?“ ORG DEPARTMENT | SECTION REGION
2023 334 600 FULL-SIZE PICKUP LIGHT DUTY TRUCKS 6 |S 54,491 | S 326,946 | S 3,196 | $ 19,176 CUSTOMER OPS 301 217 Customer Ops
2023 373 900 SPLICING CARGO VAN LIGHT DUTY TRUCKS 11]$ 55,318 | $ 55,318 | $ 3,196 | $ 3,196 ELEC OPS 566 943 Sl Transformer Shop
2023 678 1800 REEL LOADER UG PRIMARY CABLE TRUCKS 3|S 358,813 | $ 1,076,439 | $ 20,000 | $ 60,000 ELEC OPS 325/312 653/503 BW Under
2023 666S 1600 CABLE PULLER UG PRIMARY CABLE TRUCKS 2 |S 435,425 | S 870,850 | S 20,000 | $ 40,000 ELEC OPS 325/313 653/504 BW Under
2023 473 1100 SPLICING STEP VAN MEDIUM DUTY TRUCKS 5|$ 149,900 | $ 749,500 | S 8,371 $ 41,855 ELEC OPS 325 653 BW Under
2023 440 300 RACK TRUCK-SMALL MEDIUM DUTY TRUCKS 5SS 78,449 | S 392,245| S 8,371 | $ 41,855 GAS OPS 760 629 BW Gas Const
2023 224 390 SUV - PHEV PASSENGER 3|S 42,178 | S 126,534 | $ 3,196 | $ 9,588 GAS OPS 760 629 BW Gas Const
2023 311G 1300 WINDOW VAN LIGHT DUTY TRUCKS 1S 57,511 $ 57,511 | $ 3,196 | $ 3,196 GAS OPS 760 629 BW Gas Const
2023 674 600 DIGGER DERRICK AUGER/DERRICK OH 4 |S 454,137 $ 1,816,548 | $ 22,300 | $ 89,200 ELEC OPS 720 652 BW Over
2023 662 1200 MATERIAL HANDLER TWO MAN BUCKET & MAT HANDLER 8|S 377,080 | S 3,016,640 S 25,100 | $ 200,800 ELEC OPS 720 652 BW Over
2023 560 1000 ONE-MAN BUCKET ONE MAN BUCKET EMERGENCY #9 3|$ 225,016 | $ 675,048 | $ 20,000 | $ 60,000 ELEC OPS 720 652 BW Over
2023 674 600 DIGGER DERRICK AUGER/DERRICK OH 2 |S 454,137 | $ 908,274 | S 22,300 | $ 44,600 ELEC OPS 722 477 BQ Over
2023 662 1200 MATERIAL HANDLER TWO MAN BUCKET & MAT HANDLER 3|S 377,080 | $ 1,131,240| $ 25,100 | $ 75,300 ELEC OPS 722 477 BQ Over
2023 560 1000 ONE-MAN BUCKET ONE MAN BUCKET EMERGENCY #9 3|S 225,016 | $ 675,048 | $ 20,000 | $ 60,000 ELEC OPS 722 477 BQ Over
2023 427U 1000 STEP VAN w/COMPR MEDIUM DUTY TRUCKS 3|S 198,678 | S 596,034 | S 8,371 | $ 25,113 ELEC OPS 711 302 Sl Electric
52 TOTALREQUIRED $ 14,345,301 $ 773,879
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Utility Shared Services / Facilities and Field Services
2022
1. Project / Program Summar
Type: O Project O Program Category: X Capital [0 O&M [ Regulatory Asset
Work Plan Category: [0 Regulatory Mandated X Operationally Required [ Strategic
Project/Program Title: XM3 - Stores Equipment
Project/Program Manager: Balvinder Gaeta Project/Program Number (Level 1): 10025788

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing
) B.
A. Total Fu.ndlng Request (5000) O 5-Year Gross Cost Savings ($000)
Capital: 2,124 .
O&M: 0 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

The XM-3 budget represents the portion of Con Edison’s Capital Budget devoted to the purchase of
storage bins, pallet racks, pipe racks, shelving, and strapping/wrapping equipment used for storeroom
operations. Facilities and Field Services” Operations Services group administers the XM-3 budget.

An organization requiring purchase of capital General Equipment classified as XM-3 submits a request
to Facilities Operations Services for purchasing such equipment, along with a justification. Facilities
Operations Services will review the request and identify budget availability and confirm that it is cost-
effective and compliant to the Company’s policy and procedures before initiating the procurement.

Items covered under the XM-3 category are typically replaced when they are found to be in an unsafe
operating condition and deemed beyond economical repair, or if a procedure or specification is revised,
requiring an enhancement in the equipment currently used. Additionally, some equipment is purchased
to increase operational efficiency. For example, shelving systems, wrapping & banding machines as well
as cable reels have been purchased as upgrades for the replacement of existing equipment, which allows
for faster wrapping, banding and equipment delivery to job locations.

Justification Summary:

Stores equipment that is categorized as XM-3 in the General Equipment capital budget are necessary to
replace defective and obsolete equipment and required in order to facilitate the efficient handling of
material used by Company work forces in the replacement, reinforcement, and / or refurbishment of the
electrical, gas, and steam systems.
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Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

This category of spend is required to safely store material and equipment in the Company storerooms
and Facilities” locations.

2. Supplemental Information

Alternatives

There are no alternatives, per se, but the Company does employ various mitigation efforts such as
maintaining the existing equipment beyond its useful life. This would result in increased maintenance
and repair costs, potential delays to the operating organizations, and increased risk of employee injury.
In addition, without these funds, the ability to take advantage of new equipment technologies, such as
advanced shelving systems, would limit efforts to improve ergonomics and operational efficiencies,
potentially having an adverse effect on employee productivity and safety.

Risk of No Action

The tools and equipment purchased through the XM-3 budget would need to be maintained beyond
their useful life, provided the manufacturers still produce the parts needed to make repairs.

Non-Financial Benefits

Procuring the appropriate equipment is necessary for the safe storage and transport of materials needed
throughout the Company. For example, wrapping and strapping machines allow for the quick and safe
packaging of materials for transport. Without these machines, employees would need to find other
means of packaging materials, which may be slower (impacting productivity), or place additional
unnecessary physical stresses on employees, resulting in potential injuries.

Summary of Financial Benefits and Costs (attach backup) N/A

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

Non-financial Benefits:

Procuring the appropriate equipment is necessary for the safe storage and transport of materials needed
throughout the Company. For example, wrapping and strapping machines allow for the quick and safe
packaging of materials for transport. Without these machines, employees would need to find other
means of packaging materials, which may be slower (impacting productivity), or place additional
unnecessary physical stresses on employees, resulting in potential injuries.

3. Total cost
$2,124,000.
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4. Basis for estimate

Specific XM-3 Stores equipment to be replaced and their final invoice price are market driven and
therefore not known for future years. Replacement in future years is based on the anticipated needs of
each operating organization and historical spending in addition to an applied percentage for inflation
and overheads

Project Risks and Mitigation Plan
N/A

Technical Evaluation / Analysis

XM-3 Equipment is evaluated before being replaced, and only those that are deemed beyond economical
repair, or unrepairable, are replaced. However, there are occasions when equipment is purchased due
to operating or work practice changes, requiring a new type of storage that addresses the new
requirement. In addition, the majority of contracts utilized to purchase new equipment are competitively
bid and, where possible, orders are consolidated to take advantage of volume discounts.

Project Relationships (if applicable)
N/A

3. Funding Detail

Historical Spend

Actual Actual 2018 Actual Actual Historic Forecast
2017 2019 2020 Year 2021
(O&M only)
Capital 772.2 559.2 238.7 276.6 376.3
Oo&M
Regulatory Asset
Total Request ($000):
Total Request by Year:
Request Request Request Request Request
2022 2023 2024 2025 2026
Capital 376 437 437 437 437
O&M*
Regulatory Asset
Capital/Regulatory Asset Request by Elements of Expense:
2022 2023 2024 2025 2026
Labor - - - - -
Mé&S - - - - -
Contract Services 338 393 393 393 393
Other 19 22 22 22 22
Overheads 19 22 22 22 22
Total 376 437 437 437 437
3
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Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026
o&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance cost
relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-term
fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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Central Operations / Construction
2022

1. Project / Program Summar
Type: O Project X Program Category: X Capital [0 O&M [ Regulatory Asset
Work Plan Category: [0 Regulatory Mandated O Operationally Required X Strategic
Project/Program Title: XM4 - Shop Equipment
Project/Program Manager: Edson White Project/Program Number (Level 1): 10025803

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Estimated Date In Service:

B.
O 5-Year Gross Cost Savings ($000)
X 5-Year Gross Cost Avoidance ($000)

A. Total Funding Request ($000)
Capital: 1,800

O&M: O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

Construction Service’s Shop Operations is the Control Agency for XM4 Shop equipment. The XM4
budget is primarily designated for the purchase of equipment utilized at the Van Nest Shop Operations’
facility. Equipment is also purchased for the Company’s transformer shop in Astoria and the automotive
repair shops. The equipment includes floor grinders, compressors, lathes, milling machines, scribers,
brazing and welding equipment, Computerized Numerical Control (CNC) machinery, jib cranes and
hoists. The purchase and use of the equipment is based upon the work load, which includes routine
fabrication and maintenance as well as emergency fabrication and repair of specialized parts such as:
turbines, boilers, pumps, motors, switchgear and bus work, gas regulating stations, and permanent
support structures and work platforms. The Van Nest Shop supports the steam generating stations,
electric and gas distribution operations, substation, and transmission operations. The impact of not
having equipment funding to support this work would have a severe impact on steam production,
electric and gas distribution as well as substation and transmission operations.

Justification Summary:

This shop equipment is required to maintain system reliability as it provides the workforce with the
assets to effectively provide improvements to Company facilities and to quickly return power generation
equipment, transmission and distribution, and gas regulating equipment to service in an expedited
manner. This reduces the risk of extended down times and forced customer outages.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)
N/A
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2. Supplemental Information

Alternatives

Alternative 1 description and reason for rejection

An economic and time-based comparison is made between contracting the work out vs. performing the
work in-house. In most cases, on an emergency basis, contracting out is not cost effective due to the
premiums applied for the short notice associated with emergency work. Another factor is the time lag
involved with getting a contractor and equipment on-site within the specified time frame needed to
perform the work on an emergency basis.

Alternative 2 description and reason for rejection

Often during projects, a change of scope or an unexpected condition will emerge. Having a shop
equipped with extensive capabilities allows additional work to be performed in house and in a rapid
fashion. This keeps contract extras to a minimum and helps to maintain the schedule of a project. Not
having this capability would be costly to the Company.

Risk of No Action

The machinery and equipment would need to be maintained beyond their useful life, provided the
manufacturers still produce parts needed to make repairs. No action would have an adverse effect to the
electric, gas and steam system reliability. Without funding for replacement equipment, the Company
would risk not being able to restore equipment in a timely, or cost effective, fashion during an
emergency.

Non-Financial Benefits

Having a well-equipped facility allows for prototypes of specialty tooling to be designed and fabricated.
Examples of such items include gas bypass carts, that allow us to avoid interrupting gas service to a
customer when maintenance is being performed on the main supply. Safety shields for substation
breakers allowing for protection in the event of an electrical flash.

Our fabrication shop frequently fabricates stairs and handrails for many of our older facilities bringing
them in compliance to new OSHA fall protection regulations. We often go beyond these regulations
when improving the facility enhances employee safety. Having an in-house group performing these
enhancements makes this process simpler for our facilities. There is a cost savings as using Company
resources for these smaller jobs avoids expenses for preparing specifications and contract oversight.
Some of our recent capital purchases were for equipment in this area of our shop.

Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

3. Total cost
$1,800,000
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4. Basis for estimate

5. Conclusion
N/A

Cost is based on estimated cost of new capital tools.

Risk 1

Project Risks and Mitigation Plan

Mitigation plan

equipment.

Risk 2

Delay in the purchase or replacement of needed

Extend the life of existing equipment with an
increase of maintenance costs and rent needed
equipment until a purchase can be made.

Mitigation plan

Lack of capability to perform certain work.

Have contacts in place to perform this work.

N/A

Technical Evaluation / Analysis

N/A

Project Relationships (if applicable)

3. Funding Detail

Historical Spend

Actual Actual Actual Actual Historic Forecasted
2017 2018 2019 2020 Year 2021
(O&M only)
Capital 1,173.3 748.3 334.8 333.2 471.2
Oo&M
Regulatory Asset
Total Request ($000):
Total Request by Year:
Request Request Request Request Request
2022 2023 2024 2025 2026
Capital 360 360 360 360 360
O&M*
Regulatory Asset
Capital/Regulatory Asset Request by Elements of Expense:
3
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EOE 2022 2023 2024 2025 2026

Labor 20 20 20 20 20
M&S
Contract Services 305 305 305 305 305
Other
Overheads 35 35 35 35 35
Total 360 360 360 360 360

Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026

O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance

Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026

Oo&M
Capital

*If whitepaper is supporting a capital project/ program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance cost
relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-term
fixes/maintenance if capital isn’t deployed)

Project Status:
¢ Initiation - New project, not authorized yet
e Planning - Project authorized, not started yet

e Executing - Project in-flight
¢ On-going - Annual program
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Utility Shared Services / Facilities and Field Services
2022
1. Project / Program Summary
Type: O Project X Program Category: X Capital [0 O&M [ Regulatory Asset
Work Plan Category: [0 Regulatory Mandated X Operationally Required [ Strategic
Project/Program Title: XM5/XM15 - Lab and Test Equipment
Project/Program Manager: Balvinder Gaeta Project/Program Number (Level 1): 10024870

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing
) B.
A. Total Fu.ndlng Request (5000) O 5-Year Gross Cost Savings ($000)
Capital: 15,414 .
O&M: 0 5-Year Gross Cost Avoidance ($000)
O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

The XM-5 budget is designated for the replacement of portable electronic measurement instrumentation,
including volt meters, ammeters, gas testers, recorders, analyzers, pressure gauges, etc. These devices
are used to safeguard the safety of employees, and to manage, monitor, and operate the gas, electric, and
steam systems. Facilities and Field Services” Operations Services group is the control agency for XM-5.

Items covered under the XM-5 category are typically replaced when they are found to be in an unsafe
operating condition and deemed beyond economical repair, or if a procedure / specification is changed,
requiring an enhancement in the devices currently used.

An organization requiring purchase of capital General Equipment classified as XM-5 must submit a
written request to Facilities and Field Services” Operations Services for purchase of such equipment. The
organization’s XM budget coordinator reviews each request to ensure that the total cost is within the
budget and then initiates the procurement process.

Justification Summary:

Lab and test equipment that is categorized as XM-5 in the General Equipment budget is required in order
to facilitate the measurement and testing requirements needed to be performed by Company work forces
in the replacement, reinforcement, and refurbishment of the electrical, gas, and steam systems.

The Company will need to significantly increase the number of vehicles purchased in the XM-2 category
during a three-year rate plan. The Company’s request falls into three categories: 1) trucks to meet current
employee and needs, 2) bucket trucks for storm response, and 3) vehicles for new hires required to meet
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the increased capital spend by Electric Operations. For each of these categories of equipment the vehicles
will require fitting of XM-5 equipment such as ground fault equipment and air monitoring equipment.

The funding for category 2 and 3 is not included in the revenue requirement and will be provided in the
preliminary update.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The equipment in this category of spend is required to help crews to carry out safety and diagnostic

testing and in turn help crews maintain and repair the Company’s energy systems through scheduled
maintenance and/or during unplanned outages e.g., heat and storm events.

2. Supplemental Information

Alternatives

Maintain existing equipment beyond their useful life. This would result in increased maintenance and
repair costs, potential delays to the operating organizations, and increased risk of employee injury. In
addition, without these funds, the ability to take advantage of new instrument and equipment
technologies, such as noise reduction, ergonomics, and operational efficiencies, would be limited,
potentially having an adverse effect on employee and public safety.

Risk of No Action

The instruments and equipment purchased through the XM-5 budget would need to be maintained
beyond their useful life, provided the manufacturers still produce the parts needed to make repairs.
Additional information on the risks of this option is addressed in the Alternatives section.

Non-Financial Benefits

Equipment in this category is necessary to safeguard employees in the field through measuring and
monitoring environmental conditions in the field, and alerting employees to potential hazards. In
addition, some equipment in this category is used to measure and monitor conditions on the electric,
gas, and steam systems, and assist in identifying potential issues.

Summary of Financial Benefits and Costs (attach backup)
1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

3. Total cost
$15,414,000

4. Basis for estimate
Specific instrumentation and test equipment to be replaced and their final invoice price are not known
for future years. Replacement in future years is based on the anticipated needs of each operating
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organization, the addition new fleet vehicles, and historical spending as well as an applied percentage
for inflation and overheads.

Project Risks and Mitigation Plan

N/A

Technical Evaluation / Analysis

XM-5 Instruments and equipment are evaluated before being replaced, and only those that are deemed
uneconomical to repair, or devices that are obsolete with repair parts no longer available are replaced.
However, there are occasions when equipment is purchased due to operating or work practice changes,
requiring a new type of device that addresses the new requirement. In addition, the majority of contracts
utilized to purchase new tools and equipment are competitively bid and, where possible, orders are

consolidated to take advantage of volume discounts.

N/A

Project Relationships (if applicable)

3. Funding Detail

Historical Spend

Actual | Actual 2018 Actual Actual Historic Forecast
2017 2019 2020 Year 2021
(O&M only)
Capital 7917.7 3,627.5 2,897.0 7,388.2 5,441.1
Oo&M
Regulatory Asset
Total Request ($000):
Total Request by Year:
Request Request Request Request Request
2022 2023 2024 2025 2026
Capital 2,280 4,134 3,000 3,000 3,000
Oo&M*
Regulatory Asset
Capital/Regulatory Asset Request by Elements of Expense:
EOE 2022 2023 2024 2025 2026
Labor - - - - -
M&S - - - - -
Contract Services 2,052 3,721 2,700 2,700 2,700
Other 114 207 150 150 150
Overheads 114 207 150 150 150
Total 2,280 4,134 3,000 3,000 3,000
3
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Total Gross Cost Savings / Avoidance by Year:
2022 2023 2024 2025 2026
O&M Savings
O&M Avoidance
Capital Savings
Capital Avoidance
Total Ongoing Maintenance Expense by Year:
2022 2023 2024 2025 2026
o&M
Capital

*If whitepaper is supporting a capital project/program this refers to implementation O&M

4. Definitions

Total Funding Request: All funding requested for program or project over program/ project lifecycle or
for on-going programs the five-year requested amount, including all capital, O&M, retirement.

Cost Savings: Reductions in costs that are currently being incurred (e.g., reduced annual maintenance
cost relative to today)

Cost Avoidance: Reductions in anticipated future costs that don’t occur today (e.g., anticipated short-
term fixes/maintenance if capital isn’t deployed)

Project Status:
e Initiation - New project, not authorized yet
¢ Planning - Project authorized, not started yet

e Executing - Project in-flight
e On-going - Annual program
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Utility Shared Services / Facilities and Field Services
2022
1. Project / Program Summar
Type: O Project X Program Category: X Capital [0 O&M [ Regulatory Asset
Work Plan Category: [0 Regulatory Mandated X Operationally Required [ Strategic
Project/Program Title: XM 6 - Tools and Work Equipment
Project/Program Manager: Balvinder Gaeta Project/Program Number (Level 1): 10025830

Status: O Initiation [ Planning [ Execution X On-going [ [ Other:

Estimated Start Date: Ongoing Estimated Date In Service: Ongoing

B.
O 5-Year Gross Cost Savings ($000)
X 5-Year Gross Cost Avoidance ($000)

A. Total Funding Request ($000)
Capital: 25,622

O&M: O&M:
Capital:
C. 5-Year Ongoing Maintenance Expense
($000) N/A D. Investment Payback Period:
O&M: (Years/months) (If applicable)
Capital:
Work Description:

The XM-6 budget is designated for the replacement of tools and equipment used for general construction
and repair, such as portable pumps, chain saws, hydraulic jacks, pneumatic hammers and drills,
hydraulic cutting and crimping tools, tire repair equipment, etc. These devices are used to manage and
operate the gas, electric, and steam systems. Facilities and Field Services” Operations Services group is
the control agency for XM-6.

Items covered under the XM-6 category are typically replaced when they are found to be in an unsafe
operating condition and deemed beyond economical repair, or if a procedure or specification is changed
requiring an enhancement in the tools currently used.

An organization requiring purchase of capital General Equipment classified as XM-6 must submit a
written request to Facilities and Field Services” Operations Services for purchase of such equipment. The
organization’s XM budget coordinator reviews each request to ensure that the total cost is within the
budget and then initiates the procurement process.

Justification Summary:

Capital tools that are categorized as XM-6 in the General Equipment capital budget are necessary in
order to facilitate the efficient repairs to be performed by Company work forces in the replacement,
reinforcement, and refurbishment of the electrical, gas, and steam systems.

The Company will need to significantly increase the number of vehicles purchased in the XM-2 category

during a three-year rate plan. The Company’s request falls into three categories: 1) trucks to meet current
employee and needs, 2) bucket trucks for storm response*, and 3) vehicles for new hires required to meet
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the increased capital spend by Electric Operations*. For each of these categories of equipment the
vehicles will require fitting of XM-6 equipment such as battery-operated crimper/ cutting/bending tools,
chain hoists, emergency personnel retrieval devices, and other tools required for their daily work
operation.

The funding for category 2 and 3 is not included in the revenue requirement and will be provided in the
preliminary update.

Relationship to Broader Company Plans and Initiatives (e.g. Long-Range Plans, CLCPA Initiatives,
Risk Mitigation)

The equipment in this category of spend is required to help crews maintain and repair the Company’s
energy systems through scheduled maintenance and/or during unplanned outages e.g., heat and storm
events.

2. Supplemental Information

Alternatives

Maintain the existing equipment beyond their useful life. This would result in increased maintenance
and repair costs, potential delays to the operating organizations, and increased risks of employee injury.
Without these funds, the ability to take advantage of new tool and equipment technologies, such as noise
reduction, ergonomics, and operational efficiencies, would be limited, potentially having an adverse
effect on employee and public safety. Additionally, the additional Mutual Aid vehicles would not be
equipped with the necessary tools required for the crews to perform their work.

Risk of No Action

The tools and equipment purchased through the XM-6 budgets would need to be maintained beyond
their useful life. Additional information on this option can be found in the Alternatives section.

Non-Financial Benefits

The tools in this category of equipment support the construction and repair activities of employees
throughout the Company. For example, hydraulic cutting tools allow employees to cut through cable of
various sizes quickly and with a minimal amount of physical effort, reducing the potential for strains
and injuries. These tools allow employees to perform these activities efficiently and to minimize the
potential for injury.

Summary of Financial Benefits and Costs (attach backup)

1. Cost-benefit analysis (if required)
N/A

2. Major financial benefits
N/A

3. Total cost
$25,622,000

4. Basis for estimate
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Specific work tools and equipment to be replaced and their final invoice price are not known for future
years. Replacement in future years is based on the anticipated needs of each operating organization, the
addition of new fleet vehicles in 2023, and historical spending as well as an applied percentage for
inflation and overheads.

Project Risks and Mitigation Plan
N/A

Technical Evaluation / Analysis

Tools and equipment are evaluated before being replaced, and only those that are deemed beyond
economical repair are replaced. However, there are occasions when equipment is purchased due to
operating or work practice changes, requiring a new type of device that addresses the new requirement.
In addition, with the consolidation of several contracts utilized to purchase new XM-6 tools and
equipment, to take advantage of volume discounts, several contracts are now under a single one-stop
shop Supplier.

Project Relationships (if applicable)
N/A

3. Funding Detail

Historical Spend

Actual | Actual 2018 Actual Actual Historic Forecast
2017 2019 2020 Year 2021
(O&M only)

Capital 7,611.2 4,649.5 3,521.0 5,06