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Key Communication Themes

« Financial Assistance
— Programs and support for low-income customers
— Customer Education

« Customer Experience

— Options for customers to obtain information, manage billing and
payment options

* Customer Safety
— Winter safety advice, recommendations and support

« Energy Efficiency
— Comprehensive programs available
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Financial Assistance

« 2017 Program Year federal LIHEAP funding for Illinois
— $165 million

 [lllinois ranks 4th in federal funding levels
« Approximately 330,000 lllinois LIHEAP recipients
* PIPP was reinstated September 1, 2016

 LIHEAP advocacy

— February 15, 2017 - LIHEAP action day
— August LIHEAP action month
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Financial Assistance

« Ameren lllinois
— Warm Neighbors Cool Friends

« MidAmerican Energy
— | Care

WARMING HEARTS & HOMES

* Nicor Gas
— Sharing Program

* Peoples Gas/North Shore Gas
— Share the Warmth

FE®FLES GAS" N®&RTH SHORE GAS
MATURAL GAS DELIVERY MATURAL GAS DELIVERY

WARM NEIGHBORS @ COOL FRIENDS
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Financial Assistance - Customer Education

» Customer education about
financial assistance options is
priority. We use multiple
channels:

— Advertising

— Customer inserts/brochures

— Customer service center

Financial Assistance Radio Ad

Morth Shore Gas
LIHEAP applications ara now available for seniors (60+) & peopla with

* disabiliies ow ynUvT30304b0

athere'sheb to be had, we're here to help.
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ElderCARE
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Housing Opportunities & Maintenance for the Elderly

Helping People. Chonging Lives.
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Financial Assistance - Customer Education — Cont.

Channels Cont.

— Call center refresher training

— Community Action Partnerships
— Elected official events

— Emails/texts

— Informational sessions throughout
IL

— IVR

— Media

— News release
— Outbound calling

— Partner outreach . I ——————

888 NicordU (saz 5745)

— PIPP customer support
— Social Media
— Utility resource fairs

Energy Assistance is
Available

Help is available if you need assistance paying
your natural gas bills
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Customer Experience

« Multiple billing and payment options
— Electronic billing and payments
— Budaget billing
— Payment plans
— Company-specific options
— The lllinois Patriot Plan

A —
r//A Ameren Corporate Home | About Ameren llincis | Media | Careers | Contact Us

“7Ameren

ILLINOIS Home | Customer Service Center | Residential | Business | Community | Energy Efficiency | Business Partners

Direct Pay. Bill Payment Made Easy.
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RESIDENTIAL SERVICE
BUSINESSADVANTAGE BOTTOM

POWER OUT?
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Customer Safety

« Fire prevention Ameren lllinois Safety
« CO safety Video
« Safe removal of ice and snow

build-up CUSTOMER

- connection
« Billing scams
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MidAmerican Energy Company ' : o
I e s KEEP Ventts & Meters CLEAR
; If you have a high-effidency furnace, powervented
Carbon monoxide gas is coloriess. cdorless and tasteless. Keep your water heater or cther natural gas appliance that vents
home safe by installing a CO detector on each level of your home, out the side of your home, remember to keep the vent
especially near bedrooms pipe clear of ice and snow.

It’s alsoimportant to keep natural gas meters clear of
ice and snow for safety and acoessibility during service

CARBO N Mo Nox‘ DE (CO) calls and_emn_argenc:}r situations. Folleow these sinple

staps this wintar:

Po Iso N I N G REMGOVE HANGING ICICLES to pravent dripping

water from refreezing on your meter.

MEVER SHOVEL SNOW UP AGAINST YOUR VENT
3 ORMETER or |et excessive snow cover it.
co REMOVE SNOW AND ICE from your vent and meter
DETECTOR by hand arwith a broom. Shovels and other tools can
darmage the equipment.

CANT BE CANT BE CAN'T BI CAN BE
SEEN SMELLED HEARD STOPPED
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https://www.youtube.com/watch?v=tcASw-VPfQ0

Customer Safety

Utility companies warn A, Ameren linots anereings Gt 12

customers about utility 7@ SCAM ALERT- Champaign: Caller claims

billina/ t . Is WfA_meren, demanc_is payment by
lHiing/payment scams using prepaid card or will disconnect. Report to

traditional and social media us 800.755.5000 & police.

channels.
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https://youtu.be/R8BoPy-CrqY
https://youtu.be/R8BoPy-CrqY

Customer Safety
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Customer safety is a priority for all lllinois utilities.
Social media as well as traditional communication methods are used

to share gas safety information.
Winter season safety is eminent.

Nicor Gas @Nicor_Gas - Oct 10

mas= Smoke / CO alarms should be replaced
every 10 years. ¥ Share this post if you
learned something new.
#FirePreventionWeek

t1

Don’t Wait —
Check the Date!l

Replace Smoke Ala
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Peoples Gas [@FeoplesGasCHI - Sep 20

September is National Preparedness
Month. Make sure to keep your family safe
with our safety tips this month
ow.ly/9PHv30405M1




Winter Preparedness Outreach

« Natural gas utilities « Content/Topics:

communicate about winter- _ Upcoming heating season
storm safety and preparation
— Natural gas costs

through multiple channels:

— Grassroots: Informational — Natural gas savings (tips)
satellite fairs about storm — Natural gas safety
safety and winter

— Storm safety

preparedness. _ _
— Winter preparation

— PR: Press releases, social
media, media inquiries,
news conferences

— Marketing: Advertising,

newsletters, website,
collateral
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Questions
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