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PROGRAM PROGRESS: Customer Enroliment

Total As 2024 Program Enrollment
of 2023 January | February March April May June Cu:t(:)tranlers
Actual Actual Actual Actual Forecast | Forecast | Forecast
Move-in 646 5,332 4,641 5,000 5,000 5,000 25,978
Targeted Migration Population* 31,000* 31,000
Total 471 1,568 6,113 5,510 5,500 5,500 36,500 61,152

*Targeted customer segments for the first migration group in June 2024 include a mix of bill impact levels and include 3000 EV, 2100 low-income, and 5000 solar customers.

Approximately 61,000 customers (6%) expected fo be on
Time-Of Day rates by June 2024.
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PROGRAM PROGRESS: Customer Enroliment

Active TOD Accounts — Source
TOD Opt In Activation Source (n=2,999)

MyAccount
36% Mobile App

42%

Data Not Yet Available
3% Questline

0,
Customer Service 0%

19%

Customer Opt Outs — Source
Source of Request for Choosing Flat Rates (n=1,026)

Data from customers staying on current rate & new customer opt outs

MyAccount
22%

Customer Service
32%

Questline
2%

Mobile App
44%

Data Sources: GridX Active TOD Accounts, GridX Active TOD Accounts, CAS via Data Warehouse

Majority of customers use self-service fools fo opt-in
or opt-out of Time-Of-Day.
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CUSTOMER ENGAGEMENT: Migration & Marketing Schedule

We are here

9

Info emails G190-Day G1 60-Day G1 30-Day e “ GO'Pay “ 30-?ay
(G1)* emails emails emails v emal . eman .
G2 90-Day G2 60-Day G2 30-Day
G1 90-Day G1 60-Day G1 30-Day Mail Mail Mail
Mail Mail Mail Miarati
igration G3 90-Day G3 60-Day
Well((i:tc;me emails emails
G3 90-Day G3 60-Day
pw— Mail Mail
o st bi
G1 M_|gratlon on TOD G4 90-Da
on Bill Cycle rate emails Y
G4 90-Day
Mail

Welcome Kits for New and Move-in Customers

*A subset of Group 1 migrators received awareness emails in February as part of A/B testing to analyze customer response
**Beginning in March, customers moving and setting up a new account will also begin receiving welcome kits with Time-of-Day information
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CUSTOMER ENGAGEMENT: Customer Outreach & Education

How to Save on
Time-of-Day
= 0

All new Time-of-Day customers (opt-in,
new, move-in and migrated customers),
receive a welcome kit with additional
information about Time-of-Day.

Pre-migration customer communications = sl T et N
are tailored communications for benefiters, - e, [ F
and EV/Solar/NEM customer.

PSEG Long Island’s website

Resources, tips, and rate information:
psegliny.com/TimeOfDay.
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CUSTOMER ENGAGEMENT: Call Center Volume in Relation to Marketing

Total TOD Inbound Handled Calls
January 2, — March 18, 2024

2/20: group 1 awareness
email, no call to action

2/13: Group 1 awareness
email, no call to action

— N\

3/13 group 1 90-day email

3/14 group 1 90-day email
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Minimal impact on call volume thus far, but calls fake longer.




CUSTOMER RATE COMPARISON TOOL: Via CSR, App, MyAccount

Personalized Insights for Customers

* PSEG

Good Afternoon
33EGTHST -

$127.00

Due Immediately

Current Electric Usage

AL Daily Avg: $4.33
T Total: $121.22 (s CD

(1) 13.3% vs This TimeLast Yoar

Select Plan

Rate Change Information

General Use®
Rate 180

est Savings

$2031 yr
est Cost

Keep Current Plan

Optional 4 hour Peak®
Rate 195

$ 335 yr. $1696 fyr.
est Savings est Cost
Select Plan

Best Pla

Bill

Default 4 hour Peak®
Rate 194

$137 jyr.

est Savings

I
Usage

£1894 jyr.
est Cost

14

Qutage

Morg
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Select Plan

Opticnal 4 hour Paak
Rate 1%
$335 $ 1696 jyr.
st Savings est Cost

Peak - 3 PM to 7 PM Mon to Fri, sxcluding
halidays

Super Off Paak - 10 PM to & AM every day
Off Peak - All ather haurs

Additional Informatien:

©nee on this rate, you are automatically
aligikde for the Risk Free Guarantee for up
to 12 months.

Back To |
Comparison

) PSEG 15 [y Bl & Usage: Weys To Save Duksge Moin

& L0

Choose the Plan that Works lor You

Chonse the ratz plan that suits haw and when yau use your alectricty. Cast esfimates arz based an your energy usage over the kst year Leam mare

RATT COMPARISON Time-af-Day Time-af-Nay
THBLE Standard Super Off-Peak
2 Period 3 Period
Estimated Annual - - -
Savings by swilching
Estimated Annual $5124/ yoar $5573 / yuar
Cost
Plan Delails LTI T Pusk 3 137 P Bon A
(TR S 01 o - 16 itz £
gty
O¥-Foak - Al b e
Rata Plan R 44 Baskde hne-oh 0oy, Wokorss, TEOTESTSH8 LIG AT

St 3 pato

i comparisans shown ars basad m actml usaga dor the last 17 mardhs: Your anraral ensts may ha mara o loss dapanding on yuil
Wiew Hee Detsiks

Need Help?

O PSEG % My Aozount Bils & Usage

w2

P oG
m,(] ISLAND My Accoust. Eills & Usage Ways To Save Dutinge Muring

Warys To Save

Choose the Plan that Works for You

Mew Plarc  Tisse-of-Day Standand 2 Period
Estmated Aenual Savings By Swtching
Estimated Anrusal Cost: 55124/ year
Timeof Day:  Peak - 3 PM o 7 PM Mon I Fri, asruing Ssdersl olidas
CIff-Pask - Ml other hours
Addiforal Informatione  Once on his rafe, you e automss

igitle for Fisk-Fr for up to 12 months.

BACK TO COMPARISON

Rale 104; Resigenal, Time-oe-Day, Stansar. 2 period

P00 D86 (R N (] 4t Py 300 Wm0 1539 electTity, (st estimes e Desed] on YOUF B0 wHage 1or 1 15t 12 mantte.

Welcome, TITESTH 19 LK 0T &

tutage Maving &2

f®E & n

0 Copyight L P Sarvies Entars (ras Nk | Websi s & G

o Thank You!

our rate change is in progress. Rate changes typically process within 4-6 business days A conimation emai has besn sent o the esall adiress on tle.

D 10V3V202

N Riata; Tim-cf-Diay Standand 2 Pariod
Estimatid Anfusal Savings: -

Estimatad Anmal Goat: $5124 { year

FRINT CORFIRMATION |m

Need Help?

Beras




CUSTOMER SUPPORT: Support for Time-of-day Customers

Key customer-facing employees received in-depth subject matter expert training on new processes,
in-depth call support, and billing changes and processing. Additional CSRs continue to receive in-depth
Time-of-Day training.

All PSEG Long Island employees have been trained on Time-of-Day basics to be able to provide
customers with high-level information about Time-of-Day as needed.

The project team holds presentations and briefings with community organizations to further
educate community members.

|

PSEG Long Island launched a comprehensive customer outreach campaign, with direct emails and
letters, Welcome Kits to new Time-of-Day customers, links to additional information and quick
actions like opting into the rate or opting out of migration.
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Questions?




TIME-OF-DAY PROGRAM TIMELINE

November 2023 January 2024 June 2024 January 2025

#

* { 2) 44 sk

TOD Rate Voluntary TOD Off-Peak is the 1st Customer Migration Continued Migration of
Enroliment Opens New Standard Rate Population Rate 180 Customers

November 16, 2023 January 29, 2024 June, 2024 2025
+ Two Time-of-Day rates launched for « Customers moving into the service + ~31,000 Rate 180 (flat rate) customers | + Additional groups of Rate 180

residential customers for voluntary territory or transferring service to a will be transitioned to the 194 “Off- customers will be moved each month.

enrollments. ?SZV‘!g%a’gon |\2’/’”||2bte assigned to the Peak” Rate. - 900,000 customers planned for

-rea ate « The sample group will include various transition by December 2025.
« Customers have option to select an customer segments so the project
alternate qualifying rate, if desired team can learn about the customer

+ Flat Rate 180 remains an available experience with the new rate.

option

@ PSEG | tone isiano
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IT TIMELINE

2023

2024
05 06 07 08 09 10 1" 12

2025
1 12 01

01 02 03 05 | 06 07 08 09 10

lAuto-migration of Group 1
Release 1 (TOD ready for opt-in) — Completed

Release 1.1 (Email) -
Completed

Release 2 (New account standard rate + expanded bill
protection) — Completed

Release 2.1 (Billing exceptions) — Completed

Release 3 (Rate change automation, migration enabled)

Enhancements — Future Release(s)

‘ Release 1 ‘ Release 2

Release 3 (5/29/24)
« Standard 2-period and 3-period TOD rates available for opt-in * New customer move-ins and service changes will be on the new standard 2-period TOD - Rate change process automated
+ Bill protection guarantee available rate ) ) ) » Confirmation emails for opt-in and opt outs
+ The opt-in and opt-out feature for MyAccount and Mobile app * Scope expanded to add bill protection for new move in customers « Actively mitigating schedule risk to pull in task timelines
Enhancements — Future Release(s) (TBD
. . o » Enhance billing exception functionality *
» Direct email communication and enabled acceptance of opt-outs

Based on prioritization of existing enhancement requests and
results of Post-Production Needs Assessment

‘Comple’re
% PSEG ‘ LONG ISLAND T D
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CLOSE OUT REASONS via CSRs

March 1, 2024

» Call center introduced close out reasons to track calls at a more

granular level.
March

« Close out reasons tracked 325 total calls related to TOD questions,

this equated to 5 calls per business day on average.

» 3 Recoverable opt out calls in March, their AHT was 20 minutes.

Close Out Reason Volume

160
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0

TOD Complex TOD TOD Move In TOD TOD Opt Out
Explanation Informational Opt Out Recoverable
Opt Out
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March Close Out Reason Frequency

1% 77 449,

= TOD Complex Explanation

33%‘\ = TOD Informational

= TOD Move In Opt Out
TOD Recoverable Opt Out

45%
= TOD Opt Out

March AHT Minutes by Close Out Reason
14.4

18.2
= TOD Complex Explanation

= TOD Informational
= TOD Move In Opt Out
TOD Recoverable Opt Out

10.3 = TOD Opt Out
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