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Company Profile

320,000 Accounts
288,000 Residential, 35,000 TOU
32,000 Comm./Indus.
20% Delinquent

40% Indoor Meters

Mew Haven Horth
Easton Trumbull Branford

Fairfield

New Haven — Bridgeport, CT
17 Towns in 330 Square Miles
Incorporated in 1899

CT Deregulated in 2000
726,000 People — 21% of CT Wires Only Co. - No Generation
7 Major Universities and Colleges o

1/3 Population Transient

Joe Thomas
The United llluminating Company

October 18, 2006



Process Based Organization
UTI’s Process Model

STAKEHOLDER®S

CORE PROCESS CORE PROCESS CORE PROCESS CORE PROCESS

Provide Fulhill
Promote Ul's . ) Customer
: Deliver Customer
Business .. Requests &
- Electricity Products and :
Environment Acquire

Programs
£ Revenue

Governing Processes Enabling Processes

Joe Thomas
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Fulfill Requests & Acquire Revenue

>

<2

Client
Relations
Center

October 18, 2006

Income
[ ]
¢—  Customer Care ———— | Payments
Customer
A&
2 T Usg,
P 22 Customer Usage Gi/,io’he,-
Infromation g
(Cellnet)
Legend
[ ] cClient Relations Center (CRC)
[ Credit & Collections (COLL)
[ standard Field (SF)
[ Revenue Meter Systems (RMS)
[ Billing (B)
Joe Thomas
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Fulfill Requests & Acquire Revenue

Customer Calls to Call Center 804,704

Activity

Interactive Voice Response Volume (IVR) 414.279
Work Orders — Electric System 22,000
Work Orders — Client Fulfillment 121,994
Daily Meter Reads 110,000,000
Monthly Invoices 320,000

Joe Thomas

The United llluminating Company
October 18, 2006



Technology Drivers — Past

= Customer Expectations

The Demand for Information — Usage & Account Management
Flexible Billing Model

Credit Card

New Products & Services

* Industry Drivers

Deregulated Energy / Delivery Model

NAICS Code (Old SIC Code Update)

Supplier Rate Implementation — 200 to 1,200 New Rates
Federally Mandated Congestion Charges

Conservation & Load Management Bond Securitization

= Inflexible Technology

Unsupported Systems
Islands of Information — Multiple Interfaces

Costly to Maintain

Joe Thomas
The United llluminating Company
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Technology - Present

Ongoing 2001 2002 2002 2002 2003
Emerging Network Call WorkSuite = Supervisory Fiber
Technology Meter Center Control and Backbone
Reading Work Data
System Scheduler Acquisition

Joe Thomas
The United llluminating Company
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Technology - Present

September  November = November = November ' February May
2003 2003 2003 2003 2004 2004
Off Interactive Customer Field Voice Call
Peak \Voice Information = Automation Over Center
Water Response system Wireless Internet Disaster
Heater Mobile Recovery
Control Dispatch Center
\\ J
Y
Customer Interaction
Center

Joe Thomas
The United llluminating Company
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Technology - Present

December
April Jul October November
2(?06 200)(,5 2006 2006 2006
: Theft Remote Online
Knowledge Virual : : Customer
Base & Queuing Dete_ctlon Disconnect Energy and
Customer Solution Algorithms Bill Mgmt
Self
Service

Joe Thomas
The United llluminating Company
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Benefits - Operation

= Information Availability and Access

Robust Information and Analysis Capabilities
Information Available to All End Users
Automated Outage Reporting
Customer Information Systems are Available 7 x 24
SAP
Field Automation (FA)
Interactive Voice Response (IVR)

= Enhanced Billing/Invoice Edits/Functionality

October 18, 2006

Supplier Management — Electronic Data Interchange (EDI)
New Rates/Suppliers due to Deregulation

Rate Analysis for Call Center (What — If — Billing)

Virtual Disconnect Process
Remote Disconnect Process
|ldentity Theft Risk Mitigation
Theft of Service Detection
Ground Level Inspection (GLI)

Joe Thomas
The United llluminating Company




Benefits - Company

= Minimal Customization
Allows for industry wide upgrades - All stakeholders will benefit
Reduced future upgrade cost due to minimal customization
Supports changes for deployment of new products and services

Order Entry / Completion
Improved office / field workflow and information
Drop down options available to minimize errors
Improved workflow assignments

Improved Business Continuity
Mobile Computing — Anytime, Anywhere, Any Place
Disaster Recovery

Accountability
Significantly Improved Audit Trail
Increased Billing Controls _ R
Improved Customer Data Accuracy ar:!' P S

Joe Thomas
The United llluminating Company
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Benefits - Company

= Energy Policy Act of 2005
Daylight Savings Time
Net Metering Offerings
Time-of-Use Rates
Demand Response Programs

Smart Metering Technology
Data Presentment for Conservation and Awareness

* Flexible Billing/Accounting Programs
Daily Sales of Energy
Real Time Billing (hourly) for Large Commercial
and Industrial Customers
Reduced DSO and Increased Profitability
Easier Daily and Monthly Balancing
Sarbanes-Oxley Compliance

Joe Thomas

The United llluminating Company
October 18, 2006




Benefits - Company

Unbilled Revenue

[Day 12 3 45 6 7 8 9 10111213 14 1516 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31
Billing Cycle 1 - Closes Jan 2 Estimated; Unbilled
Actual; Billed %
Billing Cycle 2 - Closes Jan 4 Estimated; Unbilled
Actual; Billed—" "
Billing Cycle 19 - Closes Jan 29 Actual; Billed

Estimated: Unbilled””

Billing Cycle 20 - Closes Jan 31 Actual; Billed

For the January 31st month-end close, about half the revenue is
actual, and half is estimated. (The billed and unbilled totals are
derived from the sum of data from the 20 billing cycles.)

New methodology eliminates unbilled estlmates by recelvmg actual
reads at end of month for every meter. : e TR

Joe Thomas
The United llluminating Company
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Benefits - Call Center

increased

Load and Usage Analysis
Pinpoint when and possibly
why a customer’s usage

H

h Bill Resolution

Bill Comparison
Accurately
explain a sudden
bill increase

Quick Guide
Explain
estimates,
budget billing,
and other billing
issues that
confuse
customers

MAIN S‘;j OSHKOEH, Wi\a4901

JOE LISER at 100
Account #: Bill Dagte:
|aoo7aas - | | 1204004 - |

iiw Quick Guide
[~ Billing Summary
[~ Change alerts

[~ Usage Estimator

[ Send Report

Averane Usage
Chance; Identify
Incresse, Reasons,
Westher, Biling Days,
Applisnces, Living
Habits, Home

b »

Customer Offers
Paymert Cptions
Billiny Sptions
Change Service

/

Link1

-

-

-
Charges

&= Bill Comparison'| Compare with: Rtk

qas Meter 294354 | Rate Class: GRG-R

Bill Dates: 12/30/2004
Bill Days 29 Days
Customer Charge $9.50

$0.955 / Therm
5.32 Therms/Day

Average Cost
Average Use

Other Service $0.00

Total $156.80

LONMAIN ST - 9997445

Service Details

Service:

I Gaz - 204254 - I

Send Report

Home Appliances

Meter Reading

(G SES

1270172004 Impact
3z Days * 17,28
$9.50 Mo change
$1.082 / Therm *419.69
263 Therms/Day 4 $93.36
$0.00 Mo change
$100.41 4 $56.39

Rate Change

Billing Per}éd

Budget /

Weather
(Default)

*

+

Close Session

$19.70
§17.28
Budget

§ 29 - 48

Alerts

Quickly identify
the most
important billing
issues

[

iiw Bill History | Gas - 294354

Bill Date Gas Used {Therms)
3/f30/2005 373072004 135.5 95.6
370172005 370272004 154.5 151.9
172872005 2/02f2004 179.7 171.0

1273072004 1/02/2004 154.3 125.5
1270172004 1270372003 g4.0 107.5
1170172004 10/30/2003 39.0 39.1
973072004 10/02/2003 20.0 211
873072004 9/037/2003 15.1 121
772972004 8/04/2003 19.1 211
673072004 7/02F2003 0.1 24.3

Customer Offers

Targeted guidance on
programs to promote

/

September 19, 2000

Total Gas Charges =
$184.67 $121.64
$191.08 $175.08
$217.60 $190.73
$192.80 $142.29
$136.41 $127 .40
§77.29 $69.91
$61.97 $60.52
$61.92 $53.49
$63.21 $60.40

$64.90

$64.37

=

p—

Bill History (side by side)
Reassure a customer who believes their bill
is out of line with bills from past years

15




Benefits — Call Center

Virtual Queuing — Managing Call Volumes

Sawed Minutes Summary — Includes VirtualQueue, VirtualQueue wia Web and ResQueue Reconnect calls

Successful Reconnect 5,433
Total Saved Minutes 78,009

Average Saved Minutes
J/ Return Call 14

Total Dollar Savings @
S0.10 / minute $7,800.90

Average Dollar
Sawvings / Call %1.40

Saved Minutes
4
.--.--_-.-—'

o o o
R i i i i i i o C A
W oV et et o et e > VAt eV et e oY et q{@‘ q‘:.,y‘ ﬂ,ﬂ:\.\ ﬂ,{,fp\d,{;a-"‘q{,,e"q?b" g\.{m"‘d’{p‘ “\.-,9‘ q\qo"‘
Date
Joe Thomas
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Benefits — Dispatch

Service

Order Crew and

Status AD-FS Dispatcher Workstation Mary Smith : S5ystem Administrator Order
Wind()w Subspsterns  Actions  Miew Window Help M . /

(7 Al q (= apping
5 o =
! SF2EE B ‘PP
All Orders View - 24 Orders =] EF || s All Orders View - 25 Drders : Crews Working Emergencies

| Il [l | IR 51 [ [

1
B All Orders View - 25 Orders : All Cr Logged On... [H[=] E3

Priarity CIS Calltaker Order Descl =

lcon

Tracking | FSMS Order#

Status

s Assign 000000734 CADWEST SERVER ID Shared Meter Pro
5 Dsptch 000000138 CREW1 CADWEST SERVER ID MRGZ  Werify Meter # am
s Dgptch 000000143 CREW2 CADWEST SERVER ID SCO6  Remove Meter O
1 Worked 000000189 CREW2 CADWEST SERVER ID MRFE  Pickup Meter Re:
1 Enrout 000000205 CREWS CADWEST SERVER ID SC05  Disconnectand |
s Assign 000000207 CREW4  CADWEST SERVER ID MR40 | Health Impairme _

_________ _—— :

ispatch I Feassign | Heschedulel Help |

Crew Status
Window

=
W Status Order Number Time Crew Name
RE' '3 | Logged On 0152002001 08:21:20 | Patty Thomas
CREY 4 Logged On 0152002001 08:21:22 | Robert Lawson |02 i)
CREWS  Enroute 000000205 01/2002001 08:25:00  Cheryl Hahn 01 01
REWE  Logged On 0172002001 08:21:28 | Steve Whiternan | 01 ili}
Cll?E\p ‘8 Comnplete 000000176 | 0152002001 08:29:11  Georae YWarner 03 01
4
|Far Help, press F1
Scheduling 1o W6 Service Scheduler [Jan/19/2001 - Jan/22/2001] - [W-6 Engineers Gantt]
En ine ”% File Edit Wiew Task Gantt Toolks ‘Window Help 8=
g | 014204070 10:14 AM | Jan/2042001
| Wame D | F:00 &M 0:30 Ak 07:00 Ak 07:30 At 08:00 Ak 08:30 Ak 05:00 Ak 05:30 At 10:00 Ak 10:30 A

3

CREWZ  Patty Thomas |000000788)| 000000198

§i CREW?  Tom Oliver

a SWCSURP  Jeny Guthrie 000000190
& CREWZ2 Eil Banes 000000143 000000206 -
q | K| »
|

Jan 2001 | Feb 2001

O o5 | o7 | o3 | o9 [ 40 | A4 [ 42 | 13 [ 14 | 15 | 16 | 47 | 18 | 49 | 20 | 24 | 22 | 23 | 24 | 25 | 26 | 27 | 28 | 20 | 30 | 31 | o4 | oz | 03 |
|For Help, press F1 In Domain: |Tasks: 32 |Scheduled: 30 [Engineers: 22,

Joe Thomas
The United llluminating Company
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Benefits - Customer
Daily Reads - kWh

& O @ DEH @

el 20 view | 3D wiew | Groups | Left | Sel. up | Sel. down | Right | First selection
Daity Meter Read 04./18/2004 - 05/17/2004

(s

S

=)

| Regist

| Register A000

I ONPEAK

= OFFFEAK _
L SHOULDER __ __

I apood R HeeH ] H h—H B H H— H b—H
|| 20000 H M HH | | |

i || I | I || I I

| o I

Diaity read date
WOMNPEAK CIOFFPEAK ESHOULDER

sof I

r-m 2 Microsg... - r-IEI Microsoft P... r-" 5 SAPLo... - r-ﬁ' Daily_read...

Joe Thomas
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Provides Easy Benefits - Customer

Escalation
Channel :
=L Knowledge Base & Customer Self Service
Easy to Use
Fﬂ{}s ﬂskaﬂuestinn My Profile Search
A
Customer Type € Topic € Search Text (optional) Search Tips
| Residential v/ |Biling v 'High Bill | [_search |
L | Underztanding “our Bill V| anmdwm
Sy

142 Answers Found Page: of 10 '

T Have a question about your online bill?
V] Why does Ul have to obtain a new generation contract?
F BE] s there information available for consumers regarding energy related topics in Connecticut?
SN What can | do to help offset the coming price increase?
S Why is my electric bill so high?
T How do 1 enroll in Ul's online bill payment?
Order Based How do | start service with UIY
on Historical | need more time to pay. YWhat are my options?
Usefulness ] How can | save money on my home energy costs?
w510 Where can | pay my bill in person?

PETE] How can | contact UI?

PEF] Why did my bill due date change?
Can | pay by debit card or credit card?
P How do | transfer my senice?

PE] What payment options are available?

Joe Thomas
The United llluminating Company

October 18, 2006



Benefits - Customer

What If Bill — Bill Comparison

What-IT Billing Simulation
Bl HICO@ CHE ST O8 BEE @
What-If Billing Simulation

RESIDENTIAL/RATE R
100000137704
CHIEFFD, RALPH
15 COUNTRY WAY NORTH HAVEN CT

Contract Accnt:
Customer Mame: RES. OFF PEAK/RATE A

RS TIME OF USE/RATE

Sevice Address:

IR EREREEIEEEEEEI

Simulation Results

From date

To date

Total days

Consumption

RESIDEMTIAL/RATE R

RES. OFF PEAKIRATE

RS TIME OF USE/RATE ..

03/26/2005

0412712005

33

611

T78.26

F7.80

T1.37

02/25/2005

03/25/2005

28

670

85.02

8411

TT.46

01/27/2005

02/24/2005

29

718

90.51

8928

8239

12/23/2004

01/26/2005

35

876

108.61

106.25

9874

11/23/2004

12/22/2004

30

815

101.62

99.70

92.41

10/21/2004

11/22/2004

33

774

96.92

95.29

88.21

o9/2zr2004

10/21/2004

30

629

8376

8296

79.68

0a/24/2004

09/21/2004

28

575

83.36

83.86

87.24

07/28/2004

08/23/2004

27

801

118.60

111.98

118.28

06/25/2004

0712712004

33

856

127.18

118.87

125.83

05/27/2004

06/24/2004

29

G605

86.24

85.81

87.80

04/27/2004

05/26/2004

30

558

7218

7211

65.91

&% Simulation of contract 3000576313 completed with document number 4000012186

October 18, 2006
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Account
Summary

Promote TOU
and Conservation
programs

How did
weather, rate,
appliance or
lifestyle changes
affect my bill?

September 19, 2005

Benefits - Customer

Jon Doe [(My Accounts)
Account #: 1234567

Bill Center

[Update Profile) Service details at:
123 Something Ave, City Mame, ST 12345 ||

wielocome! Review your bill, your energy usage and factors that caused changes from your last bill,

Account Summary
i | 1234567

Account Status as of 102672004

Last Payment
Received 9/12/2004 - Thank yaoul - $197.65

Account Balance %£218.33
Payrent Histary Make Payment

Bill Summmary ending 27122004

Prewious balance 0
Total current charges $218.33
Amount Due 103172004 $218.33

Set notification of your bills through email and pay
vour bills online. Register for e-hilling.

Time-Of-Use Program

Learn more about our new tirme-of-
use program and how you can sign
up.

Load Shift Calculator

Identify numerous options to shift
vaur energy usage to lower cost
periods,

Bill Highlights
123 Something Lane

4 The weather increased your bill $13 - $22.

4 Other "non-energy"™ charges totaling
F# 2% 2% are included in this bill.

@ An estimated gas reading was used for this bill.
4 Tour gas usage increased for this bill.

Bill Analysis

How did the weather affect my bill?

Hows does my usage compare?
173 Sormething Lane

Usage Comparison

B Electricuse [ Gas Use

12.2
15 o e

)
therms,
day

ot 2004 Ok Z003

Tor
Wiew up to 18 months of bills and usage graphs...

Hows does my home use energy?
123 Something Lane = =]

Annual Total Energy Cost

Cooling $173.60

= Hot Water $109.64
‘Other £20.17

= Cooking $23.79

Heating $628.75

B Food Storage $27.47
Lighting $120.44

@ Total ) Gas () Electric

My Appliances

Provide some details on your appliances and
we can tell you how vou are spending your
energy dollars.

How does my home compare?
123 Sormething Lane

Annual Toetal Energy Usage

Avg. Home
Uses 51?20 Uses
Eherery B — —
My Home
1460

(#) Total () Gas () Electricity

Detailed Analy
Zongratulations! Your home used less
energy than the average similar home.

Wwhen does my home use energy?
123 Something Lane

Total Daily Energy
kb [ Tokal

fl 1]

Choose meter: [12345 - ELECTRIC ||

¥iew Details

vou could have saved $30 this month an
timme of use. Find out how to enroll in time-
of-use, shift your use to offpeak hours, and
save,

How did my
home/facility
use energy?

Leverage NMR
data to provide
load analysis.

21



Benefits - Customer

Average Measured Streetlight Energy

0.6
1000 Watt Lamp /‘ -
0.5 -
b o] 0.47
c
£
a 0.3 250 Watt Lamp g
S
< 02 ]
0.1 |_100 Watt Lamp ™\ / -
70 Watt Lamp ’
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24
Hour

Joe Thomas
The United llluminating Company
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Revenue Protection

= Revenue Protection Drivers
Rising Energy Costs
Obligation to Ratepayers, Stockholders, Suppliers, and Employees
Improved Data and Theft Detection Technology
Increase in Unbilled Usage as a Result of Virtual (Soft) Disconnects

= |t Makes Good Business Sense
Helps Prevent Safety Hazards for Public Service Agencies
High Return on Investment (ROI) — 245.14% 2006 (YTD)
Protects Against Fraud
Detects Theft Occurrences
Assists in Reducing Uncollectibles

= What Needs to be Done?

Need to Focus on Revenue Protection (Staffing, Data Mgmt, Remote Disconnect)
Need for Legislative and Regulatory Changes

Need to Share Best Practices Among Utilities

Support & Participate in NURPA & IURPA

Increase Revenue Protection Staffing Levels

Joe Thomas
The United llluminating Company

October 18, 2006



Revenue Protection

Sample Usage of Pinned Disk (2 Month Period)

70

60 -

Pining on Weekends — No Power Outages

kWh

:M \ /\ | | /
U\

WM AT A A

10

-
<

0

PSS S S P I 0 S 0

AN AN U U\ L LR SRS U VRS U RN LN \\\\\\\\\\
(b\\(o «®q®%\®¢b®(ﬁa®(§®@®%\ NSRRI, N RSSO op KRR AR P L P GRS G

R R

Joe Thomas
The United llluminating Company
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Revenue Protection

E] vl Network Meter Reading Reporting System - [Tllegal
File Edit Insert Records Window Help

Establish

Detection
H& SRy | & 2BRe |2 88 Parameters Hl

& Main Menu W

P

- : : Usage Since
|_lllegal Usage Tracking Form | Losd Dates | Disconnect Report ge >
Service
Device Lookup: - Lookups and Filters .
Buss Part Lookup: Status Filter: |Mew ;I Ciny, Tilter: : Clear DlsconneCted
POD (CI5 Acct #): Account Type Filter: -] Diconnect Date Fil. e Filters
Contr Acct Lookup: : Disconnect Type Filter: : Usage Filter: @l
Service| Disco | Cur Mtr | Total
Device 1DV |Buss Part |POD (CI5 Act #) | Contract Actl Buss Part Name IE\uss Part Address | City | End Dt| Read | Read | Con Usagel T‘;’Del Status Commen15|

£ 20005 218-0040 020 [100000501873 BRIDGEPORT |05/30/06 5213 | 1 IR, -
) 20005 182-0012311-023 1000008 EAST HAVEN [11/18/05 1 VIR i
s 200056 11000008 MILFORD 05/12/06 40 IR Bi
) 2000326524 5 1000005 HAMDEN 05/ 1 WIR -
) 2000302085 7 1000004 BRIDGEPORT 01/ 1 IR [~
) BRIDGEPORT 12/ 1 IR Bi
IS MILFORD 1 PHY B
) MILFORD 1 VIR -
[{o|o12011220 BRIDGEPORT 1 IR B
| O|o120228 100000017 NORTH HAWE 1 WIR [~
) BRIDGEPORT 1 WIR =i
1] BRIDGEPORT 1 VIR <
Ju] BRIDGEPORT 1z 20 IR .
] NEW HAVEN |08/ 11222 | 12861 | 1 PHY = Identlfy
£ HAMDEN 05/ 1 21285 | 1 IR - Q
) BRIDGEPORT |08/02/08| 25 26550 | 1 VIR B Vlrtual VS.
E VWEST HAWEN| 06/ 18 2 1 PHY : Physical
= VWEST HAWEN| 07/ 16 1 1 IR =
Ju] BRIDGEPORT |10/ 20 2 1 IR - 3
) 2 1000001 BRIDGEPORT 0%/ 34 3 1 IR Bi DlsconneCt
EE NEW HAVEN |05/ 1 1 VIR [~
) 1000006 MEW HAWEN [127 3 1 VIR Bi
) 1000005 BRIDGEPORT |08/ 2 1 VIR B
s 10000020154 BRIDGEPORT |07/ 2 1 WIR [~
) 100000618515 ] BRIDGEPORT |08/ 1 [ 22 IR Bi
z 100000047102 VWEST HAVEN|O 40 | 1780 | VIR : §
= 100000018868 | ANSONLE 1424 | WIR =] 3
5] 10000027 NEW HAVEN 1 o1 | VIR = a
15 100000223807 NEW HAVEN 1 spE | VIR -] ~

Total Humber of Melels:

Interaction Center I

fb'startl | & 23 | Gearge Balsama ... | (£ MURPA 2006

Joe Thomas
The United llluminating Company
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Revenue Protection

Man stole 14 years’ worth of power, utility claims

By MATTHEW HIGBEE
mhigbee@ctpost.com

ANSONIA — For 14 years,
a former city man tapped into
a United Illuminating Co.
power line, diverting tens of
thousands of dollars in free
electricity to his home and

KWHRS

8000

garage, power company offi-
cials say,
, 49, of
East Haven, stole $36,136 in
power since 1992, Ul spokes-
man Al Carbone said Tues-
day
I who Carbone
said has a background as an

electrician, escaped the utili-
ty's attention until an anony-
mous tip to the company led to
an investigation.

I s arrested on
a warrant charging him WIth
first-degree larceny.

On Feb. 8, 2006, UL investi-
gators and Ansonia police’exe:

cuted a  search-and-seizure
warrant at for-
mer home on Kathy Lane in
Ansonia.

Tracing the power line from

the utility pole, authorities
found a breaker panel onh the
side of the house, where TN
B had allegedly tapped in

Consumption History

aHead ‘of The “electric meter,
Carbone said.

The unmetered electrict‘l'y'
from the breaker panel ssups

plied power for heat and.air
contlitioning in the house,
well as a detached garage with

» Please see POWER on A6

Exhibit 4

o
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Revenue Protection

Aggregated Revenues
2000-2005

$9,299,000

$10,000,000 -

$9,000,000 -

$8,000,000 -

$7,000,000 -

$6,000,000 -

$5,000,000 -

$4,000,000 -

$3,000,000 -

$2,000,000 -

$1,000,000 -

$0 -

2000 2001 2002 2003 2004 2005 Aggregate

‘ E2005 W2004 (02003 02002 W2001 E2000

Joe Thomas
The United llluminating Company
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Overall Benefits

REERE
Protection

Customer
Billing

Major Industry
Drivers & Benefits RuEST:

Processes

Better
Information

Customer
Marketing

Joe Thomas

The United llluminating Company
October 18, 2006



Future Technology Utilization

= Credit Card Payments
Phone, Web, Field

= QOutage Management System
Improved Power Restoration Process
Enhanced Outage Information & Accessibility

= Street Light Management System
Automate Street Light Failure Detection
Improve Asset Management & Location of Assets

* Increase Customer Self Service Functionality
Connect Process — Contractor/Inspector/Homeowner
Full Service — Move In/Move Out, Update Acct Information, etc.

= [ncrease Conservation Initiatives
TT, Education, Solar

= Improve Transformer Load Analysis

Joe Thomas
The United llluminating Company

October 18, 2006



Technology Platform

¢ ¢ cellnet
/) /) e
SPL : SIPL T
ClickSoftware — Outage Management — u-:%‘;ﬁ
Field Automation System e )

A
a

Network Meter Reading
== = eMm

mss.vml |
ﬂ Remote Disconnect

Credit Card
Customer Service

a
\

Payment

I cis

NEXUS R ASPECT
Online Customer ’W VIRTUAL HOLD® 2

Self Service TECHNOLOGY

dhe world won't wall.

Virtual Queuing

Joe Thomas
The United llluminating Company

October 18, 2006



Questions

. Customer Service .

€

/|

Integration

Persistence

Joe Thomas
The United llluminating Company

October 18, 2006
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