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Getting Started

As utility customers become active participants in the energy grid, generating and storing their
own energy, their energy management needs are becoming more complex. The Distributed
Energy Resources Customer Engagement Cloud Service provides features that enable utility
companies to increase customer education, engagement, and satisfaction.

The Distributed Energy Resources Customer Engagement Cloud Service, in conjunction with
the Digital Self Service - Energy Management Cloud Service, includes features that:

* Onboard new solar customers by educating them about their solar bills before they receive
them.

* Educate customers about their energy usage and additional steps they can take to save
energy as they move through their solar journey.

* Engage customers by showing them the value and financial benefits of their investment,
and increase self-service by leading them to solar features and insights on the web.

By educating solar customers and enabling them to easily answer their own questions, utilities
can significantly decrease the costs associated with supporting customers using distributed
energy resources, while increasing customer engagement and satisfaction.

The following features are available in this service:

e Solar Web Features

e Solar Update Notifications

e Customer Service Interface - Program Management
e Inside Opower

Your utility might not have all of the products or features described in this document. Contact
your Delivery Team if you have any questions.

For additional information, see the Oracle Utilities Opower Digital Self Service Energy
Management Product Overview.

Understanding Solar Billing

# Note:

Before using this product, it is recommended that you understand the meaning of net
metering and net billing. These examples help to explain the difference. These
examples have been purposely simplified to illustrate the differences in the two
models, and might not reflect the actual billing practices of your utility.

For additional information, see the Oracle Utilities Opower Digital Self Service Energy
Management Product Overview.
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Chapter 1
Understanding Solar Billing

Net Energy Metering (Monthly or Annual)

Bills for net energy metering customers are based on the net amount of energy that is exported
and imported, and the customer pays a single rate for the remaining amount. This model can
be used for monthly or annual billing, and is referred to as net metering monthly or net
metering annual. In this model, the same amount is used to calculate the charges for energy
that is imported or exported. For example:

e The customer imports 200 kwh of energy this month.
e The customer exports 150 kwWh of energy this month.

e The customer will be charged for 50 kWh as follows, depending on whether they are
monthly or annual:

— Net Metering Monthly Customers: Customers will pay off this charge when they
receive their monthly bill.

— Net Metering Annual Customers: Customers will receive a bill that includes their
standard monthly fee, plus a charge for the 50 kWh. However, they only pay the fee
this month. The charge for the 50 kWh is added to an accruing balance. The customer
then pays the accrued balance in full when they reach their annual billing date.

Net Billing (Monthly Only)

Net billing customers are charged for the energy they import and credited for electricity they
export at two different rates. The actual energy charge is based on the net of the calculated
amounts. This type of billing only happens on a monthly basis. For example:

*  The utility pays the customer $1 for every kWh they export. This month, the customer
exports 150 kWh of energy, totaling $150.

e The utility charges the customer $2 for every kwWh they import. This month the customer
imports 200 kWh, totaling $400.

e The customer's net billing amount (excluding fees, taxes, etc.) is $400 - $150 = $250.

Buy All/Sell All

Buy All/Sell All Customers sell all of the energy they generate to the utility at a specified rate.
They also buy all of the energy they use from the utility at a different rate.

Two meters are required for Buy All/Sell All customers:

«  One meter to measure solar generation
e One meter to measure import and export (NET) between the home and the utility grid

Consumption is calculated based on the values of these meters, without regard for how much
is pulled from the grid or from solar panels.

For example, a customer might generate 100 kwh and sell it all to the utility at the rate of $1
per kWh. The customer might also consume 200 kWh, all of which they buy from the utility at
the rate of $2 per kWh. Therefore, the customer's bill (not including fees, taxes, etc.) would
include a $100 credit for what was sold to the utility and a $400 charge for what they used,
resulting in a net charge of $300.

ORACLE 1o



Requirements and Limitations
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The following data requirements and limitations apply to all utilities and customers in the
Distributed Energy Resources Customer Engagement program.

Utility Requirements and Limitations

This table lists the utility requirements and limitations:

Category

Description

Scale

No household restriction.

Required Cloud
Services

To use the Distributed Energy Resources Customer Engagement Cloud
Service, utilities must also purchase the Digital Self Service - Energy
Management Cloud Service.

Customer Program
Enrollment

This product is designed for Net Energy Metering, Net Billing, and Buy All/Sell
All customers only.

Customer Requirements and Limitations

This table lists the customer requirements and limitations:

Category

Description

Billing Frequency

For solar customers, billing frequency has two definitions. The first is how
often a customer receives a bill. Under this definition, the Distributed Energy
Resources Customer Engagement Cloud Service works for both monthly and
bi-monthly billed customers. The second definition is how often the customer
pays their energy charges.

For Solar Update Notifications, only monthly and bi-monthly billing is
supported under this definition.

For the web experience, monthly, bi-monthly, and annual billing are
supported.

Data Delivery
Frequency

Daily

Data Requirements

For solar web features, AMI data is recommended, and enables more
functionality, but is not required.

Data History

There are no data history requirements.

Supported Fuels

Electric

Customer Type

Residential

Rate Plan

Net Metering, Net Billing, and Buy All/Sell All solar tariffs.

Multiple Service Points

Supported, as follows:

. Solar Web Features: The multi-account selector enables users to view
data for the selected solar account.

» Solar Update Notifications: If multiple solar accounts exist, emails are
sent to the first active electric solar account.
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Solar Web Features

The Distributed Energy Resources Customer Engagement Cloud Service provides
personalized energy and billing information and recommendations specifically designed for
solar customers. In conjunction with the Digital Self Service - Energy Management Cloud
Service, customers can access easy-to-understand information about their energy usage and
production, average savings, and billing data.

In this section:

* Requirements and Limitations for Web Features

e Solar Features on the Data Browser

»  Solar Messaging in Bill Forecast

e Solar Messaging in Bill Comparison

*  Enrollment and Delivery for Solar Web Features

*  Providing Customer Support for Solar Web Features

Requirements and Limitations for Web Features

To view solar information and data in Bill Forecast, Bill Comparison, or Data Browser, utilities
and customers must meet the requirements of the Digital Self Service - Energy Management
Cloud Service, which are available here, the global requirements for the Distributed Energy

Resources Customer Engagement Cloud Service, and the requirements listed in this section.

ORACLE

Utility Requirements and Limitations

This table lists the utility requirements and limitations:

Category

Description

Rate Modeling

Modeled rates are desired but not required. Utilities that do not use modeled
rates must send a Rate Attribute File in accordance with the data
specifications. See the Rates Data Transfer topic in the Opower Platform
Documentation Library..

Customer Requirements and Limitations

This table lists the customer requirements and limitations:

Category

Description

Data Requirements

For solar web features, AMI data is recommended, and enables more
functionality, but is not required.

Data History

At least six months of billing history prior to becoming a solar customer is
recommended, but not required. If there is less than six months of history,
then the Solar Savings Insight will not display a comparison to the pre-solar
period.
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Chapter 3
Solar Features on the Data Browser

Solar Features on the Data Browser

Solar customers who navigate to the Electricity View in the Digital Self Service - Energy
Management Data Browser can view information about their solar program. Solar features
provide simplified, detailed solar information that customers can easily understand. Solar
customers are shown how to properly read their positive and negative consumption data, and
how to interpret complex solar bills.

The following solar features are available on the Data Browser page:

e Solar Welcome Experience

e Billing Insight

e Solar Savings Insight

e Compare to Last Year View

Requirements and Display Rules for Solar Features on Data Browser

To use solar features on the Data Browser, utilities must meet the requirements and
understand the display rules.

ORACLE

Utility Requirements and Limitations

This table lists the utility requirements and limitations:

Category

Description

Required Cloud
Service

The following cloud services are required to view solar web features:

e Oracle Utilities Opower Distributed Energy Resources Customer
Engagement Cloud Service

e Oracle Utilities Opower Digital Self Service - Energy Management Cloud
Service

Scale

No household restriction.

Customer Requirements and Limitations

This table lists the customer requirements and limitations:

Category

Description

Billing Frequency

Monthly billing and bi-monthly billing required. This is also true for annual
billing true up customers, as they still receive a monthly bill that details energy
usage changes and their monthly non-energy charges. However, they are
only prompted to pay the non-energy charges on a monthly basis. The energy
charges accrue throughout the billing year.

Data Requirements

AMI data is recommended, and enables more functionality, but is not required.
Modeled Rates data is recommended, and enables more functionality, but is
not required.

Data History

While there is no actual data history requirement, customers with 12 or more
months of pre-solar data might have a more complete experience, as some
insights compare pre-solar data to post-solar data. If there is not enough pre-
solar data, the insights are modified.

Supported Fuels

Electric
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Chapter 3
Solar Features on the Data Browser

Display Rules for Solar Web Insights
The following display rules apply to solar web insights in the Data Browser:

e Insights only appear on the Electricity tab in the Data Browser. They do not appear on the
Combined or Gas tabs.

e The monthly Billing Insight that displays above the graphs only appears on the Bill View in
both the Cost and Usage charts.

e The annual Billing Insight that displays above the graphs only appears on the Year View in
both the Cost and Usage charts.

e The Green Box Insight that displays beneath the Data Browser chart only appears for Net
Billing customers.

e The following solar insights appear on the Year, Bill, and Day views on the Cost and
Usage charts:

— Most Recent Bill section of the monthly Billing Insight
— Solar Savings Insights
— Expandable Welcome Experience
e The Solar Savings Insight is not displayed in the Neighbor view.

e« The Compare to Last Year tab only appears for solar customers. The Compare to Last
Year functionality is available in its own view and is not displayed on Usage or Cost charts.

Solar Welcome Experience

Solar customers who navigate to the Electricity view in the Digital Self Service - Energy
Management Data Browser for the first time after their solar panels become operational, are
shown the Solar Welcome Experience. This feature details solar information in a simplified
format that customers can easily understand. Customers will see a Solar Billing Overview
and an Energy or Electricity Use Overview that shows them how to properly read positive
and negative consumption data, and how to interpret complex solar bills.

On subsequent visits to the Electricity view, the Solar Welcome Experience is not displayed,
but is accessible by clicking Learn How Solar Billing Works at the bottom of the page.

User Experience

ORACLE

This section discusses the user experience for the Solar Billing Overview and the Energy/
Electricity Use Overview.

Solar Billing Overview

The Solar Billing Overview section of the Solar Welcome Experience explains how solar bills
are calculated and provides solar customers with information about what they can expect to
pay for electricity. The experience varies for Net Metering monthly and annual customers, and
Net Billing customers.

The Solar Billing Overview section of the Solar Welcome Experience for Net Metering monthly
billing customers includes the following components:

* Monthly Bill Statement: This statement tells the customer that each month they are
charged for electricity they use or receive credits if they produce more electricity than they
use.
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At the End of the Year Statement: This statement explains what happens to any
remaining solar credits at the end of the year.

The follow image is an example of the Solar Billing Overview for Net Metering monthly billing
customers.

Figure 3-1 Solar Billing Overview

Solar Billing Overview

Monthly Bill

Each month you are either charged for net electricity use, or receive
kKWh credits if you produced more electricity than you used.

At the end of the year

Any kWh credits will be applied to your next bill.

Energyl/Electricity Use Overview

The Energy Use Overview section shows the customer the differences between Net Energy
Use and Net Solar Production. The Energy Use Overview includes the following components:

Net Electricity Use Graph: This bar graph shows an example of how net electricity usage
is displayed for solar customers.

Net Electricity Use Insight Statement: The statement below the graph explains how the
graph displays positive and negative net energy usage.

Net Solar Production Graph: This bar graph shows an example of how net solar
production is displayed for solar customers.

Net Solar Production Insight Statement: The statement below the graph explains how
the graph displays net solar production.

View Energy Use Button: For monthly customers, this button opens the monthly Billing
Insight, and for annual billing customers, it opens the annual Billing Insight.

The following image is an example of the Energy Use Overview for Net Metering customers.

3-4



Chapter 3
Solar Features on the Data Browser

Figure 3-2 Energy Use Overview

Energy Use Overview

Net Electricity Use MNet Solar Production

@ When you use mors elactricity When your solar panels produce
than you produce, you ara more alectricity than you use, you
charged for glectricity basad on recaive credits (kWh) that offsat
your ratg plan. your use during other times.

VIEW ENERGY USE

User Experience Variations

This section discusses how the experience can vary.

Solar Billing Overview for Net Metering Annual Billing Customers

The Solar Billing Overview section of the Solar Welcome Experience for Net Metering annual
billing customers includes the following components:

* Monthly Fee Statement: This statement explains how an annual solar customer's monthly
solar fees are calculated.

* Monthly Fee Box: This box appears next to the Monthly Fee statement and shows
customers their expected minimum service fee.

* Annual Electricity Bill Statement: This statement explains how the annual billing cycle
works.

» Estimated Annual Charges Box: This box appears next to the Annual Electricity Bill
statement and shows customers the remaining number of months and their estimated
charges to-date in the current billing cycle.

The following image is an example of the Solar Billing Overview for Net Metering annual billing
customers.
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Figure 3-3 Solar Billing Overview for Net Metering Annual Billing Customers

Solar Billing Overview

Monthly Fee - -
Minimum monthly electricity

You are charged a service fee each month service fee

for electricity delivered to your home,

regardless of how much electricity you use $1 O

or produce.

Annual Electricity Bill

Your estimated charges for the billing

) year to-date (with XX months remaining)
You are charged one time for your annual net

electricity use at the end of your billing cycle. $97

Solar Billing Overview for Net Billing Customers

Net Billing customers will see a Monthly Fee statement and an Annual Electricity Bill
statement.

Monthly Fee Statement: This statement explains that Net Billing customers are charged
based on the amount of electricity they use and send back to the grid.

Annual Electricity Bill: This statement explains what happens to the remaining credit
balance.

Electricity Use Overview for Net Billing Customers

Net Billing customers will see an Electricity Use Overview instead of an Energy Use Overview.

Electricity Purchase Statement: This statement describes what happens when
customers are using more than they are producing.

Electricity Sold Statement: This statement describes what happens when customers are
producing more than they are using.

Do Not Show This Again Checkbox: When a customer selects this box, the Welcome
Experience will not show when they open Data Browser. If this box is left unchecked, this
pop-up will only appear when the customer has not visited the page in at least 90 days.

View Energy Use Button: This button closes the pop-up box and shows the Data
Browser.

The following image is an example of the Solar Billing Overview and the Electricity Use
Overview for Net Billing customers.
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Chapter 3
Solar Features on the Data Browser

Figure 3-4 Solar Billing Overview and Electricity Overview for Net Billing Customers

Solar Billing Overview

Monthly Fee

Each month you are charged for electricity you use from the grid and credited for electricity
you send back to the grid. Any excess credits will be applied to your next monthly bill.

Annual Electricity Bill

Any remaining credit balance will expire.

Electricity Use Overview

Electricity purchased from Electricity sold to UtilCo for
UtilCo credits

I I I- ..—"-.-—’ s
When you're using more electricity than When you're producing more electricity
you're producing, you purchase electricity than you're using, you sell the surplus
from UtilCo. At the end of the bill period, back to UtilCo. At the end of the bill
you're charged the total amount of period, you're credited for the total
electricity you purchased from UtilCo. amount of electricity you sold back to

UtilCo, typically for a lower price per kWh
than the electricity you purchased.

Do not show this again

VIEW ENERGY USE

Welcome Experience After Initial Access (Net Metering and Net Billing Customers)

After a customer accesses the Welcome Experience the first time, they can get to the
information again by clicking Learn How Solar Billing Works below the Data Browser chart.
Clicking this option expands the Welcome Experience below the chart, but it is hidden for non-
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Chapter 3
Solar Features on the Data Browser

solar customers. For customers who use Green Button, the Welcome Experience is collapsed
by default and located on the same line with the Green Button widget. When users click the
option, the Green Button widget is hidden, and when the Green Button widget is expanded, the
Welcome Experience is hidden.

Buy All/Sell All
For customers on a Buy All/Sell All solar tariff, the Solar Billing Overview varies as follows:

« Monthly Billing Statement: The statement is updated to read "Each month you are
charged for electricity usage and credited for solar production. Any excess credits will be
applied to your next monthly bill."

« End of Year Statement: The statement is updated to read "At the end of the year, any
remaining credit balance will expire."

The EnergylElectricity Use Overview varies as follows:

* Net Electricity Use Title and Graph: The title is changed to "Electricity purchased from
<Util Co.>" and the graph image is replaced by an image that shows a power strip on top
of a graph.

* Net Electricity Use Insight Statement: The statement is replaced with a Buy All/Sell All
statement, which reads "You are charged for the amount of energy that your home uses,
regardless of whether it came from the grid or your solar panels. This is the same amount
you would be paying if you didn't have solar panels.”

* Net Solar Production Title and Graph: The title is changed to "Electricity sold to <Util
Co.> for credits" and the graph image is replaced by an image of a solar panel and sun on
top of a graph.

* Net Solar Production Insight Statement: The statement is replaced with a Buy All/Sell
All statement, which reads "You are credited for the amount of energy that your solar
panels produce, regardless of whether it is used by your home or sent back to the grid.

Billing Insight

Billing Insight is designed to provide solar customers with a graphical view of their current
electricity bill. Solar customers who navigate to the Electricity view in the Digital Self Service -
Energy Management Data Browser for the first time will see the Solar Welcome Experience.
Upon subsequent visits, the customer will see the monthly Billing Insight, where they can also
view previous bills.

User Experience

ORACLE

This section discusses the user experience for Net Metering Monthly Billing customers.

The Billing Insight for Net Metering Monthly Billing customers includes the Bill View and the
Most Recent Bill sections. The Bill View section provides details about net electricity usage and
costs for the current billing period. The Most Recent Bill section provides a summary of the bill
and can be expanded to show additional details.

Bill View

The Bill View section of the monthly Billing Insight shows solar customers their costs and
credits for the billing cycle. The Bill View includes the following components:

- Date Range: The dates associated with the current billing period.
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Billing Statement: This statement tells the customer the number of units (kwh) they were
billed for during the period.

Net Energy Usage Statement: This statement tells the customer how much more or less
electricity they produced compared to how much they used. For example, the statement
might say, "you produced 10 kWh more electricity than you used." This statement provides
usage before credits are applied.

Monthly Billing Graph: This graph displays the credits and costs that the customer
incurred each day during the billing period. Credits are displayed as negative amounts
(green bars), while costs are displayed as positive amounts (blue bars). Temperature data
is also displayed on the chart to show the correlation between the weather and their net
energy costs and usage.

The following image is an example of the Bill View.

Figure 3-5 Bill View

ENERGY COSTS ENERGY USE  SIMILAR HOMES Electricity 0927
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You were billed for 0 k\Wh.

You produced 15 kWh more electricity than you used.

00
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&
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&
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24 ] 2 30 o 5

= \Weather (°F) Credits Costs

Most Recent Bill

The Most Recent Bill section appears below the Bill View section. By default, the Details link is
not expanded.

The customer must click Details to display the following components:

Date Range: The dates associated with the current billing period.

Billing Statement: This statement tells the customer the number of units (kwh) they were
billed for during the period.

View/Hide Details: This link gives customers the option to display or hide additional
details about their bill.
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Net Electricity Used: This value is the number of kWh used during the billing period.

kWh Credits Applied: This value is the number of kWh credits applied during the billing
period.

Net Electricity Charged: This value is the difference between the net electricity used and
the kWh credits applied.

Previous kWh Credit Balance: This value is the amount of kWh credits that were
available before the billing period.

New kWh Credit Balance: This value is the amount of kWh credits that are available after
the charges and credits for the current billing period are applied.

kWh Credit Statement: This statement tells the user what happens to any remaining
credits at the end of the billing cycle, but varies depending on whether the true up date falls
within the current period.

— If the true up date does not fall within the current billing cycle, the statement reads,
"Any kWh credit balance will be applied to your next bill."

— If the true up date falls within the current billing cycle, the statement reads, "Your
balance was reset on <true up date>, the end of your billing year. Any kWh credits this
month will be applied to your next bill."

The following image is an example of the Most Recent Bill view with the Details link expanded.

Figure 3-6 Most Recent Bill

Most Recent Bill You were billed for 0 kWh of electricity use.

Mon DD, YYYY - Mon DD,YYYY SEEESELES A
Met Electricity Used XX] kWh
kWh Credits Applied PO kWh
Net Electricity Charged [XX] kWh

em—- Previous kWh Credit Balance pOQ kWh

New kKWh Credit Balance ] kWh
Any KWh cradit balancs will be applied 1o your next bill.

User Experience Variations

ORACLE

This section describes user experience variations for solar customers.

Net Metering Annual Billing Insight

Net Metering annual billing customers are not billed, nor do they make monthly payments for
net electricity usage. Instead, charges accrue during the annual billing period, and customers
may receive a larger bill at the end of that period. The annual Billing Insight is designed to
provide a graphical view of the customer's current electricity bill. Solar customers who navigate
to the Electricity view in the Data Browser for the first time will see the Solar Welcome
Experience. Upon subsequent visits, within the customer’s Data Browser chart, the customer
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will see the annual Billing Insight, which displays information about billing cycle dates, year-to-
date accrued charges, and the Current Billing Year.

The annual Billing Insight includes the following components:

Date Range: The dates associated with the current annual billing period.

Billing Statement: This statement tells the customer what their accrued year-to-date
charges are in the current billing period.

Monthly Billing Graph: This graph displays the net energy costs or usage (depending on
the view) that the customer incurred each month during the billing period. Credits are
displayed as negative amounts in green, while costs are displayed as positive amounts in
blue. A weather insight is also displayed on the chart to help customers understand the
correlation between weather and their net energy costs and usage.

The following image is an example of the annual Billing Insight monthly billing graph.

Figure 3-7 Billing Insight

ENERGY COSTS ENERGY USE  SIMILAR HOMES Electricity **0927 v

Year View w

< Mon YYYY - Mon YYYY

Accrued charges for your billing year to-date add up to $[XX].

of
RZY) 2019

$80
79

$40
$0 .
$40

Mar Apr May Jun Ju Aug Sep Oct Nov Dec Jan Feb Mar
14 14 14

= \Weather (°F) Credits W Costs

The Current Billing Year section appears below the monthly billing graph and includes:

Current Billing Year: This replaces Most Recent Bill, which is what Net Metering monthly
billing customers see.

Billing Cycle Statement: Shows when the customer's accrued electricity charges for their
annual billing cycle are due.

Learn How Solar Billing Woks: Expandable link showing the customer a Solar Billing
Overview and an Electricity Use Overview.

The following image is an example of the Current Billing Year section for annual billing
customers.
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Figure 3-8 Current Billing Year

Current B|”|ng Year Your accrued electricity charges for the annual billing cycle will be
Mon DD, YYYY - Mon DD, Yyyy ~ dueonMon DD, YYYY.

Average monthly electricity Average monthly electricity Average monthly reduction in
charges before going solar charges after going solar electricity charges since going
solar

W LEARN HOW SOLAR BILLING WORKS

3

Solar Billing Overview

Monthly Fee At the end of the year
You are charged a service fee each month for You are charged one time for your annual net
electricity delivered to your home, regardless electricity use at the end of your billing cycle.

of how much electricity you use or produce.

Electricity Use Overview

Net Electricity Use Net Solar Production

@ When you use more electricity than you When your solar panels produce more
produce, you are charged for electricity electricity than you use, you receive
based on your rate plan. credits (kWh) that offset your use during

other times.

Net Billing Customers

Net Billing customers will see their imported and exported energy from the Energy Use tab
within the Data Browser. The Usage Insights will show the net bill amount for each month of
the bill period instead of their usage charges and export credits. Net Billing customers will also
see the Bill Breakdown section which shows the total amount of electricity they purchased and
the total amount of electricity sold back to the utility.

The Usage Insight for Net Billing customers includes the following components:

- Data Browser Graph: This graph shows blue bars that represent the amount of electricity
a customer imports, and green bars that represent the amount of electricity a customer
exports.

* Green Box Insight: This insight gives customers recommendations for shifting energy use
to save money. By default, the insight provides 2 suggestions, but it can be configured to
include an additional suggestion to encourage customers to install a battery.

Bill Breakdown includes the following components:

e Details: This link will expand to show users the following in dollar amounts:
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— Electricity purchased from the utility.

— Electricity sold to the utility for credits.
— Rollover credit balance applied (if any).
— Total electricity costs.

* Learn How Solar Billing Works: This link will expand to show customers the definitions of
purchasing electricity and selling electricity.

The following image is an example of the Usage Insights and Bill Breakdown.
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Figure 3-9 Usage Insights and Bill Breakdown

Logged in as Jane Logout | Accounts & Preferences | ContactUs | Outages
Overview Billing & Payment Start & Stop Service Your Energy Use Alerts & Messages

Energy Use Overview Home Energy Analysis Waysto Save  Usage Insights

Current account: My account 12345 ¥
Usage Insights
6023031 - 760 Market St, San Francisco, CA 94103 ¥

ENERGY COSTS ENERGY USE  SIMILARHOMES  COMPARE TO LAST YEAR COMBINED ~ ELECTRICITY  GAS

Day view ¥

< Tuesday, Jul 12

2.00 kWh
1.00
12am 6am 12pm 6pm Tpm
= Weather (°F) Electricity sold to UtiiCo @ [l Electricity purchased from UtilCo @

Sarah, save money by shifting your electricity use

Based on your last 30 days of use, here are personalized recommendations to save on your next bill

@ Shift more of your use to 11am - 4pm. That’s when your panels are typically producing more energy than you’re using.

e Use less from 7pm - 9pm on weekdays. That’s when electricity is more expensive, and when your panels are typically
@ not generating enough energy to keep up with your home’s use.

B]” brea kd own You purchased 431 kWh of electricity from UtilCo and sold back

217 kWh of electricity for credits.
May 28, 2022 - Jun 27, 2022

DETAILS a

Electricity purchased from UtilCo $174
Electricity sold to UtilCo for credits -$65
Rollover credit blance applied -$18
Electricity costs $91

Excludes taxes and fixed monthly charges

Average monthly electricity Average monthly electricity Average monthly reduction in
costs before going solar costs since going solar electricity costs since going solar

$231* $125* $106*

* May 2021 - June 2021 compared to May 2022 - June 2022. Excludes taxes and fixed monthly charges.

ORACLE How solar billing works 3-14

| = PR LT T P | lacdmimider vl 24 113210 A



ORACLE

Chapter 3
Solar Features on the Data Browser

No Modeled Rates

When the utility does not have modeled rates, the customer experience varies as follows for
monthly billing true up customers:

e The Bill View and Day View of the Energy Cost chart are unavailable. Users are shown an
error message when they attempt to access these views.

e Onthe Energy Usage chart:
— The Most Recent Bill yellow credit box appears on all available resolutions.

— The Bill Insight appears on Bill View if the bill resolution is available. See the No AMI
Data variation for additional information.

The experience varies as follows for annual billing true up customers:

e There is no Bill View or Day View for Energy Costs.

No AMI Data Available

When the utility does not provide AMI Data, the user experience varies as follows for monthly
billing true up customers:

e Bill View and Day View are hidden for customers without AMI data. As a result, the Bill
View Insight "You were billed for 0 kWh" does not appear for these customers.

e The Most Recent Bill yellow credit box appears on all other resolutions.
e The negative green bars appear if they have negative use or costs.

The experience varies as follows for annual billing true up customers:

e There is no Bill View or Day View for either energy costs or energy usage. Because the
above-the-chart insight for annual billing customers is shown in Year View, this insight
remains.

Mobile Format

When viewing the Energy Use tab in the Data Browser on a mobile device, additional options
are available below the chart that enable the user to hide or display the following options:

*  Weather: Use this option to display the weather line on the chart. This option is set to OFF
by default.

« Electricity purchased from the utility: Use this option to display the amount of electricity that
was purchased from the utility in kWh. If the customer has both actual and estimated
purchase data, both are displayed on the chart, and a legend appears below the option.
This option:

— Is set to ON by default
— Is available only for net billing customers

« Electricity sold to the utility: Use this option to display the amount of electricity sold to the
utility in kWh. This option:

— Is set to ON by default
— Is available only for net billing customers

This illustration shows an example of the Energy Use tab in mobile format with no estimated
reads:

3-15



Chapter 3
Solar Features on the Data Browser

Mobile

Figure 3-10 Energy Use on
2:a1 all = -

aA & domain.com '
UtilityCo =

Month View =

< Apr 12023 - Apr 30 2023

Energy use -

Electricity -

O Waather {°F)
o Electricity purchased from
UtilityCo €@

C Electricity sold to UtilityCo @

This illustration shows an example of the Energy Use tab in mobile format with estimated

reads:

ORACLE"
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Figure 3-11 Energy Use Mobile with Estimated Reads
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For customers on a Buy All/Sell All solar tariff, the Most Recent Bill section is replaced by the

Bill Breakdown section, and includes:

- Date Range: The dates included in the billing period

* Energy Statement: The statement tells the user how much electricity they used and how
much they produced. For example, "You used 940 kWh of electricity and produced 1,187
kWh of electricity."

* Details: Clicking the Details option displays the following:

Electricity costs

Electricity purchased from <UtilCo>
Electricity sold to <UtilCo> for credits

Rollover credit balance applied
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Compare to Last Year View

The Compare to Last Year view gives customers a graphical overview of their monthly costs for
the current year and the previous year. This view is only available to solar customers, and the
utility must have Digital Self-Service Energy Management Cloud Service and Distributed
Energy Resources Customer Engagement Cloud Service for their solar customers to see it.

User Experience

ORACLE

The following image is an example of the Compare to Last Year view.

Figure 3-12 Compare to Last Year

Uti.li.tyco Overview  Your Neighbor Comparison  Your Energy Use  Your Energy Breakdown

Your Energy Use

ENERGY COSTS ~ ENERGY USE ~ SIMILAR HOMES =~ COMPARE TO LAST YEAR Elec 2342 - g
Apr 1, 2021 - Apr 1, 2022 g
2022

$80 e
) I I I I
$0

-$40

$120

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr
1 2 1 2 1 3 2 1 3 2 2 3 1
Il This year’s monthly solar energy charges Last year’s monthly solar energy charges Last year’s bills (pre-solar)
This year’s monthly solar energy credits Last year’s monthly solar energy credits

The Compare to Last Year view includes the following components:

* (1) Account Selector: If a customer has multiple accounts, this drop-down list allows them
to select the account they want to view. If a customer selects a non-solar account from the
drop-down while in the Compare to Last Year view, they will be taken to their default view
(Energy Costs or Energy Use view).

* (2) Date Range: The dates above the chart represent the current 12 to 13-month period.
The number of months depends on how many months are configured to be shown in Data
Browser.

- Disclaimer Statement (not pictured): Customers may see one of the following
disclaimers under the date range:
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— No data from previous year is available: This message appears if the customer was
not a customer last year.

— Partial data from previous year is available: This message appears when only
partial data from the previous year is available.

e (3) Cost chart: This chart includes multiple bars that help customers compare their solar
cost for this year to their solar costs from last year. The bar colors on the chart represent
the following:

— Blue: Solar charges for this year.

— Pixelated Blue: Solar charges from last yeatr.

— Green: Solar credits for this year.

— Pixelated Green: Solar credits from last year.

— Gray: The customer's pre-solar bills from this year.

— Pixelated Gray: The customer's pre-solar bills from last year.

* Tooltips (not pictured): When you hover your cursor over a bar on the chart, a tooltip
appears. Tooltips provide additional information about the selected bar, including the
month, day, and the year the bar represents compared to the same time last year. For
example, Jun 1, 2021 versus Jun 1, 2022. The tooltip also displays the cost and usage for
that time period in dollar amounts and kilowatt hours. Customers may also see one of the
following messages on the tooltip:

— The bill was estimated: See Energy Tool Tips in the Digital Self Service Overview for
more information about bill estimates.

— No data from previous year is available: This message appears if the customer was
not a customer last year.

— Partial data from previous year is available: This message appears when only
partial data from the previous year is available.

* (4) Legend: The legend appears below the chart and describes what each bar color
represents.

User Experience Variations

This section discusses how the experience can vary.

Tooltip Variations

Solar customers using the Compare to Last Year view may see one or more of the following
message variations on the tooltip when hovering their cursor over a bar on the chart.

* The bill was estimated: See DSS EM Data Browser for more information about bill
estimates.

* No data from X is available: This message appears when only partial data from the
previous year is available.

* No data from previous year is available: This message appears if the customer was not
a customer last year.
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Variations by Solar Tariff Type

Solar Tariff Type Variation

Net Metering Monthly Billing Customers: Net Metering customers with monthly billing will
see the last 12 to 13 bill periods compared to the bill periods one year prior to
each billing period.

Annual Billing Customers: Net Metering customers with annual billing will
see that the X-axis and This Year's Bills will match the X-axis and This Year's
Bills displayed in the Energy Cost Year view. Therefore, a customer who is
only six months into their billing year will only see six months of bills from this
year and all bills from the prior year.

Net Billing Net Billing customers will see the last 12 to 13 bill periods compared to the bill
periods one year prior to each billing period

Solar Savings Insight

The Solar Savings Insight provides a simplified view of how much money a customer has
saved on their electricity bill since becoming a solar customer. Solar customers who navigate
to the Electricity view in the Data Browser for the first time are shown the Solar Welcome
Experience. Upon subsequent visits, the customer is shown their Billing Insight followed by the
Solar Savings Insight.

User Experience

The Solar Savings Insight includes the following components:

* Before Solar Statement: This statement tells the customer what their average monthly
electricity charges were before moving to solar.

e After Solar Statement: This statement tells the customer what their average monthly
electricity charges are after moving to solar.

* Average Savings Statement: This statement tells the customer what their average
reduction in electricity charges are since moving to solar. Customers must have at least 12
months of billing history before becoming a solar customer, six or more bill reads after
becoming a solar customer, and be saving money since their switch to solar to see the
default view of the Solar Savings Insight.

- Date Range: The statement identifies which date ranges are being compared, to come up
with the calculated amounts.

- Disclaimer Statement: (Not depicted) An additional message property is available below
the date range so utilities can add their own disclaimer language, if needed. By default, this
property is set not to display. You can include a configurable URL in the disclaimer if
needed.

The following image is an example of the Solar Savings Insight.
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Figure 3-13 Solar Savings Insight

Average monthly electricity Average monthly electricity Average monthly reduction in
charges before going solar charges since going solar electricity charges since going
solar

S[XX]* $[XX]* $[XXT*

* March 2018 - September 2018 compared to March 2019 - September 2019
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User Experience Variations

This section describes user experience variations in the Solar Savings Insight.

Inadequate History or No Savings Reduction

While there is no billing data history requirement, customers with 12 or more months of pre-
solar data might have a more complete experience, because the Solar Savings Insight
attempts to compare pre-solar data to post-solar data. The insight varies depending on the
amount of billing data that is available. Additionally, some customers might not experience a
savings when they move to a solar program.

This table describes the Solar Savings Insight user variations, where a month is equal to one

billing read:

Pre-Solar Billing Post-Solar Billing Saving Since User Experience

History History Switching?

Less than 12 months One or more months Either saving or not The insight shows one
saving box:

*  Average monthly
electricity charges
since moving to
solar

12 or more months Less than six months Saving The insight shows three
boxes:

*  Average monthly
electricity charges
before going solar

e Average monthly
electricity charges
since going solar

e Atip about how
weather can impact
your electricity
charges

12 or more months Six or more months Saving The default experience is
displayed.
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Pre-Solar Billing Post-Solar Billing Saving Since User Experience

History History Switching?

12 or more months One or more months Not saving The insight shows three
boxes:

*  Average monthly
electricity charges
before going solar

e Average monthly
electricity charges
since going solar

* A message asking if
there have been
changes in energy
usage that might
contribute to the
customer not saving
since the move to
solar

Buy All/Sell All Customers

For customers on a Buy All/Sell All tariff, the useGenCreditsvVariation configuration option
should be set to true. With the option set, the Solar Savings Insight displays average
production credits and total production credits.

For customers with less than a year of solar billing history, the module varies as follows:

e The first box displays the average amount of product credits since going solar

e The second box displays the total amount of credits the customer has received since going
solar

e The statement below the boxes reads "Based on your monthly solar credits, starting <start
date of BASA>. Your average usage charges during the same period are <$X>."

For customers with more than one year of solar billing history, the module varies as follows:

e The first box displays the average amount of product credits during the last year

* The second box displays the total amount of credits the customer has received in the last
year

* The statement below the boxes reads "Based on your monthly solar credits in the last 12
bills, starting <start date of bill period 12 months ago>. Your average usage charges during
the same period are <$X>."

Solar Messaging in Bill Forecast

ORACLE

Solar customers who navigate to the Bill Forecast tool in the Digital Self Service - Energy
Management Web Portal can view information about their projected bill. The Bill Forecast
shows customers standard information about their bill, which includes:

e Current usage or cost so far in the billing period.
* Projected usage or cost for the billing period.

e How the current and projected usage compares to their typical usage or cost for the period,
based on their past usage.
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This informs customers before the end of the billing cycle if they are likely to have higher usage
or cost compared to the same time period from the previous year. Customers can then take
action to reduce their consumption before the billing period ends.

For solar customers, the messaging displays the projected bill in terms of net energy usage. It
also includes an explanation of charges for net energy usage, where they are applicable, how
they accrue, and when they are due.

Depending on whether rates are modeled, customers will see one of the following views:
*  Projected bill view
* Projected usage view

For additional information about the Bill Forecast tool, see the Oracle Utilities Opower Digital
Self Service Energy Management Product Overview.

Requirements

This section discusses utility and customer requirements.

Utility Requirements

This table lists the utility requirements:

Category Description
Required Cloud The following cloud services are required to view solar web features:
Services

»  Oracle Utilities Opower Distributed Energy Resources Customer
Engagement Cloud Service

e Oracle Utilities Opower Digital Self Service - Energy Management Cloud
Service

Scale No household restriction.

Customer Requirements

This table lists the customer requirements:

Category Description

Data Requirements AMI is required.

Data History For the Solar Savings Insight to display, at least six months of billing history
prior to becoming a solar customer is required.

Supported Fuels Electric

User Experience

ORACLE

Net Metering customers will see a projected bill view and a projected usage view in the Bill
Forecast.

Projected Bill View

If rate information is available, solar customers who navigate to Bill Forecast in the Digital Self
Service - Energy Management Web Portal can view their projected bill for the current bill
period.

For solar customers, this view provides additional solar messaging, which includes the
following:
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- Bill Period Date Range: The date range includes the entire billing cycle.

* Net Usage Insight: Below the comparison to last year's bill, a statement tells the customer
how much net electricity usage they have incurred so far during the current billing period.
For example, "Your net electricity use is about $80 so far this bill period."

- Disclaimer Statement: A statement that explains how the bill charges are accrued and
when they are due.

The following image is an example of the Projected Bill view for Net Metering customers.

Figure 3-14 Projected Bill View

Bill forecast Electricity w

Your projected bill is $99

That's about $115 less than last year. Your net electricity use is about $66 so far this bill period.

HELP LOWER MY BILL

Your projected bill is an estimate. Your actual bill may vary based on your energy use, taxes, and fees

Projected Usage View

If rate information is not available, solar customers who navigate to the Bill Forecast tool in the
Digital Self Service - Energy Management Web Portal can view their projected usage for the
current bill period.

For solar customers, the Projected Usage view provides additional solar messaging, which
includes the following:

» Bill Period Date Range: The date range includes the entire billing cycle.

* Net Usage Insight: Below the comparison to last year's bill, a statement tells the customer
how much net electricity usage they have incurred so far during the current billing period.
For example, "Your net electricity use is about 335 kWh so far this bill period."

- Disclaimer Statement: A statement that explains how the bill charges are accrued and
when they are due.

User Experience Variations

ORACLE

This section describes how the Bill Forecast widget can vary for Net Metering and Net Billing
customers.

Net Metering Annual Billing Customers
For annual billing customers, the Projected Bill view and Projected Usage view vary as follows:

* Bill Period Date Range: The date range includes the monthly billing cycle.

- Disclaimer Statement: One of these statement is used, depending on whether the true-up
date is available:
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— True-up date available: "Charges for net electricity use are not paid monthly. They
accrue and will be due on [Mon DD, YYYY], the end of your billing cycle. Each month
you pay only the service fee for electricity delivery."

— True-up date not available: "Charges for net electricity use are not paid monthly.
They accrue and will be due at the end of your billing cycle. Each month you pay only
the service fee for electricity delivery."

* Learn How Solar Billing Works link: This link can be included at the end of the
disclaimer statement, and it will direct customers to the Solar Welcome Experience in the
Data Browser.

Net Billing Customers

The Bill Forecast for Net Billing customers displays a cost view and a usage view. If cost is not
available, then customers will see the Usage view (instead of dollar amounts, they will see
kwh amounts). What customers see on their Projected Bill will change based on the bill period
dates, the number of days into the billing period, data history, cost availability, and import/
export values.

The following image is an example of the Cost view for Net Billing customers.

Figure 3-15 Cost View - Net Billing Customers

Projected Bill

6023031 - 760 Market St, San Francisco, CA 94103 «

Bill forecasting insights €) Electricity ¥

Both the amount of energy you purchase from and sell to UtilCo can fluctuate based on the weather
and when and how your home uses energy.

DEC 28 - JAN 26 9

You're 15 days into your bill period. About 14 days remain. o

: -._4——’“ So far, you've purchased about $53 of electricity.
1\ Last year, you purchased $102 of electricity from UtilCo by the end of the equivalent bill period.

" So far, you've sold about $6 of electricity for credits. 9
Last year, you sold $14 of electricity to UtiiCo by the end of the equivalent bill period.

HELP LOWER MY BILL o

These bill amounts do not include taxes and fees. The costs of electricity purchased from and sold to UtilCo may change over time. o

Was this information helpful? | ulf p
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# Note:

The text outlined in green will change based on the bill period dates, the number of
days into the billing period, data history, cost availability, and import/export values.

The following describes the sections of the Cost view as illustrated in the above image:

1. Energy Usage Statement: A statement explaining that the amount of energy purchased
and sold can fluctuate based on weather, and when and how a customer's home uses
energy.

2. Energy Usage Period: These dates represent the start date of the current bill period and
the projected end date.

3. Days Remaining Insight: The number of days left in the bill period.

4. Energy Purchased Insight: The amount of energy purchased so far during the current
billing cycle and the amount of energy purchased last year by the end of the equivalent
billing period.

5. Energy Sold Insight: The amount of energy sold so far during the current billing cycle and
the amount of energy sold last year by the end of the equivalent billing period.

6. Help Lower My Bill Button: This link opens the Ways to Save widget.

7. Disclaimer Statement: A statement that explains that the amounts shown on the Bill
Forecast tool do not include taxes and fees, and that the cost of electricity purchased and
sold may change over time.

Buy All/Sell All Customers

Customers on a Buy All/Sell All solar tariff will see both usage and production (when available)
in their bill forecast.

In scenarios where the customer has less than a year of solar data, but more than one bill
period of solar data, the comparison is made between this bill period and the previous bill
period. For example:

e Last month, you used 680 kWh of electricity by the end of the bill period.
e Last month, you produced 504 kWh of electricity by the end of the bill period.

In scenarios where the customer is in their first solar billing period, with no prior solar history,
the statements vary as follows:

* So far you've used about 405 kWh of electricity.
* So far you've produced about 325 kWh of electricity.

In scenarios where there is no usage yet in the current period, the statement reads as follows
with no additional insights:

e Your bill forecasting insights will be ready withing the next few days.

In scenarios where the end date of the bill period is unknown, the module varies as follows:

e The date range statement is replaced with "Your bill period began Dec 15".
e The main statement reads, "You are <X> days into your bill period."

In scenarios where there is no usage, the module varies as follows:

e The usage insight statement reads, "So far, you haven't used any electricity."
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In scenarios where there is no solar production, but there is usage, the module varies as
follows:

e The production insight statement reads, "So far, you haven't produced any electricity."

Solar Messaging in Bill Comparison

The Bill Comparison allows customers to compare their last bill to their previous bill, or to the
corresponding bill from the same time period the previous year. Comparing bills is a useful way
for customers to track their energy use and identify possible causes for an increase or
decrease in their bill. Within the standard Bill Comparison experience, solar customers see
messaging and information specific to solar billing and production.

The messages provide acknowledgment that the customer's electricity account is connected to
a solar account. The information also helps to educate customers about solar billing, easily
directing them to relevant information, such as the solar features on the Data Browser, when
they access the Bill Comparison tool.

Requirements

This section discusses utility and customer requirements.

Utility Requirements

This table lists the utility requirements:

Category Description
Required Cloud The following cloud services are required to view solar web features:
Services

e Oracle Utilities Opower Distributed Energy Resources Customer
Engagement Cloud Service

e Oracle Utilities Opower Digital Self Service - Energy Management Cloud
Service

Scale No household restriction.

Customer Requirements

This table lists the customer requirements:

Category Description

Data Requirements AMI is required.

Data History For the Solar Savings Insight to display, at least six months of billing history
prior to becoming a solar customer is required.

Supported Fuels Electric

User Experience

For solar customers, the Bill Comparison tool provides the following solar-related information:

* Want to Learn More Statement: This statement prompts users to click the associated
button to learn more about their solar account.

* View Your Energy Use link: Customers who want to learn more about their energy use
can click this link to access additional information in the Data Browser. For solar
customers, this information includes solar-related data.
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For additional information about the Bill Comparison tool, see the Energy Management Cloud
Services Overview.

The following image is an example of Bill Comparison for Net Metering monthly billing solar
customers.

Figure 3-16 Bill Comparison - Net Metering Monthly

Your electricity charges are about $20 lower than your previous bill.

This bill - Previous bill

530 pun g $50

24,2018

Reasons your electricity charges are about $20 less

Weather - 53.00
Your solar panels may have produced more enargy, or you may have used lass energy.

Rate plan change +5$1.00
Your rate plan changed to Time-of-Use (EE).

Bill period -52.75
You likely used less electricity bacause this bill period was 1 day sherer.

Other energy use -51.74
Your charges likely decreased based on how you used energy. @

Total: - $20.00

Want to learn more about how solar impacts your energy use?

User Experience Variations

ORACLE

This section describes how the Bill Comparison widget varies for Net Metering annual billing
customers and Net Billing customers.

Net Metering Annual Billing Customers

For Net Metering solar customers who are billed annually for net electricity usage, the View
Your Energy Use link is removed from the bottom of the widget, and is replaced with the
following:

+ Due Date Statement: Your monthly electricity charges accrue and will be due on Mon DD,
YYYY.

e Learn How Solar Billing Works link: When a customer clicks this link, they are taken to
the Solar Welcome Experience in the Data Browser.
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The following image is an example of the Bill Comparison widget for Net Metering annual
billing customers that highlights the Due Date statement.

Figure 3-17 Bill Comparison - Annual

Electricity *0927 - PREVIOUS BILL ~ LAST YEAR

Your electricity charges are about $8 lower than your previous bill.

That’s about the same as this time last year. See comparison.

Previous bill w Jul 19,2018 w
May 17,2018 - Jun 17, 2018 Jun 18,2018 —Jul 17, 2018
32 days 30 days

Reasons your electricity charges are about $8 less

Taxes -$0.05

Due to increased electricity use, your state and local taxes were lower.

Minimum charges - $0.60

Your minimum charges were lower.

Bill period -$3.57

You likely used less electricity because this bill period was 2 days shorter.

Weather - $4.01

Your solar panels may have produced more energy, or you may have used less energy.

Total -$8.23

Your monthly electricity charges accrue and will be due on Mon DD, YYYY.

LEARN HOW SOLAR BILLING WORKS

For a detailed breakdown of your charges, download your bill on Your Account under View & Pay.

Net Billing Customers

For solar Net Billing customers, the View Your Energy Use link and the Learn How Solar Billing
Works link are removed from the bottom of the widget and the following sections are added:

1. Rollover Credits Statement: A statement indicating the customer's current bill has more
credits or less credits applied compared to their last bill.

2. Comparison Statement: A statement that tells the customer if they purchased more or
less electricity and sole more or less electricity compared to their previous bill. Customers
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can click Details to expand a new section that shows bar graphs for Electricity Purchased
for the current and previous bill, and Electricity Sold for the current and previous bill.
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Figure 3-18 Bill Comparison - Net Billing

Bill Comparison

TOTAL BILL ~ ELECTRICITY =~ GAS PREVIOUS BILL  LAST YEAR

Your electricity charges are about $15 more than your previous bill.

This bill ¥ Previous bill ¥
Oct 25, 2022 - Nov 24, 2022 Nov 25, 2022 - Dec 24, 2022
30 days 29 days

Why are my electricity charges $15 higher?

Weather +$16.00

Your solar panels may have produced less energy, or you may have used more energy.

Rate plan change -$4.25
Your rate plan changed to Time-of-Use (E6).

Bill period +$2.00
You likely used more electricity because this bill period was 1 day longer.

Rollover credits +$4.00
Your current bill had less rollover credits applied than the previous month's bill. o

Other energy use -$2.55

Your charges likely decreased based on how you used energy. @

Total +$15.20

6 Compared to your previous bill, you purchased more electricity from
UtilCo and sold less electricity to UtilCo for credits. o

Electricity Purchased and Sold

Each month you are charged for electricity you use from the grid and are credited for electricity you send back to the grid.

$70

Electricity purchased from UtilCo

$7
Electricity sold to UtilCo for credits*
$9

. This bill - Electricity purchased from UtilCo
This bill - Electricity sold to UtilCo for credits

Previous bill

*Excludes any rollover credit balances that have been applied

Details a

Was this information helpful? (i) (18
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Buy All/Sell All Customers

For Buy All/Sell All customers, the View Your Energy Use link and the Learn How Solar
Billing Works link are removed from the bottom of the widget and the following sections are
added:

1. Rollover Credits Statement: A statement indicating the customer's current bill has more
credits or less credits applied compared to their last bill, or to last year. Variations include:

e Your current bill had more rollover credits applied than the previous month's bill.
e Your current bill had less rollover credits applied than the previous month's bill.
e Your current bill had more rollover credits applied than this time last year.

e Your current bill had less rollover credits applied than this time last year.

2. Comparison Statement: A statement that tells the customer if they purchased more or
less electricity and sold more or less electricity compared to their previous bill or to last
year's bill. For example:

e Compared to your previous bill, you purchased more electricity from UtilCo and sold
less electricity to UtilCo for credits.

e Compared to this time last year, you purchased less electricity from UtilCo and sold
more electricity to UtilCo for credits.

3. Customers can click Details to expand a new section that shows bar graphs for Electricity
Purchased for the current and previous bill, and Electricity Sold for the current and
previous bill.

4. Comparison Period: The time period being compared can change between comparing
the current bill to the previous bill, or to the bill from the equivalent period last year. This is
determined based on how much solar data is available.

Enrollment and Delivery for Solar Web Features

Customers are not required to enroll in any programs to view solar web insights. These
insights are automatically displayed when eligible customers access the Digital Self Service -
Energy Management Data Browser, Bill Comparison, or Bill Forecast.

Providing Customer Support for Solar Web Features

Distributed energy resource insights and information are accessible through the Digital Self
Service - Energy Management Web Portal. Customer support capabilities vary depending on
whether the portal is implemented as a standalone instance, or if it is seamlessly integrated
with a utility’s website and uses embeddable widgets.

For additional information, see Supporting Digital Self Service Energy Management in the
Customer Service User Guide.
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Solar Update Notifications

Solar Update Notifications are email communications that walk new solar customers through
their first year of having solar panels. These messages provide timely information and
instructions that help customers understand their solar bills and acclimate to the solar
experience.

The messaging encourages solar customers to take additional energy-saving steps by
providing them with targeted tips that will help them boost their savings while on a solar
program. The messages also help to set realistic expectations for solar customers, and provide
them with resources to further educate themselves about their solar experience.

Solar customers receive the following email communications, in this order:

Email 1: Welcome to Solar

Email 2: Understand Your First Solar Bill
Email 3: How's Your Solar Data Trending?
Email 4: Was Going Solar the Right Decision?
Email 5: Build Your Solar Expertise

Email 6: Your First Solar Year In Review

Requirements and Limitations

To be eligible to receive Solar Update Notification email communications, utilities and
customers must meet the requirements of the Digital Self Service - Energy Management Cloud
Service, which are available here, the global requirements for the Distributed Energy
Resources Customer Engagement Cloud Service, and the requirements listed in this section.

ORACLE

Eligibility for Entering the Program

To enter the Solar Update Notifications email program, customers must meet criteria described
in the following table.

Requirement Description

Customer Type Residential customer who has been on a solar program for less than 30 days.

Customer Program Customer must be enrolled in a solar program at the utility.

Enroliment

Account Status Customer must have an active utility account.

Single Account Customers must have only one solar account with the utility. Customers with
multiple solar accounts will not receive these emails.

Email Address Customer must have an active and valid email address registered at the utility.

Opt-Out Customer must not have opted out of all energy efficiency emails via another

Opower communication.

Solar Control Group Customer must not be a member of the solar control group, if applicable.
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Requirement Description

Data History While there is no actual data history requirement, customers with 12 or more
months of pre-solar data might have a more complete experience, as several
of the insights compare pre-solar data to post-solar data. If there is not
enough pre-solar data, some insights are modified.

Eligibility to Remain in the Program

To remain in the Solar Update Notifications email program, customers must meet criteria
described in the following table.

Requirement Description

Billing Data No billing data gaps for 12 months while customer is in the solar program.

Account Status Customer must have an active utility account and remain enrolled in a solar
program at the utility during the duration of the email program.

Single Account Customers must have only one solar account with the utility.

Email Address Customer must have an active and valid email address registered at the utility

for the duration of the email program.

Email 1: Welcome to Solar

The first email solar customers receive is the Welcome to Solar email, which is sent shortly
after a customer connects to the solar program. This email provides positive messaging,
congratulating the customer on making the move to a solar energy program.

The message also educates the customer by providing them with information about common
myths associated with solar energy programs, and identifying solar-specific items they will see
when they receive their first solar bill. Providing this information early in the customer's solar
journey helps to set realistic expectations about how solar panels can impact their utility bill,
and clarifies what their solar billing experience will look like.

The Welcome to Solar email contains these modules:
e Solar Email Header

e Solar 1 - Welcome

e Solar 1 - Myths

e Solar 1 - Get Ready for First Bill

e Solar Email Footer

Solar Email Header

ORACLE

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.
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Figure 4-1 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234

Solar 1 - Welcome Module

This module congratulates customers on going solar and welcomes them to the Solar Update
Notification program.

Welcome Heading: The email begins with a statement that welcomes new solar customers to
the program.

Welcome Image: Below the heading is an image depicting an energy efficient neighborhood.

Welcome Statement: This statement introduces the customer to the solar email
communication program. The statement tells the user they can expect to experience new
terminology and numbers on their billing statements, and tells them that they will receive
additional communications in the coming months to help explain their solar bills, and help them
get the most out of their solar program.

Figure 4-2 Welcome

Congratulations on going solar!

i R PN
fury TR =i T oy
a1l B Y

00

From new words and numbers on your bill to the basics of turning solar
generation into monthly savings, there's a lot to learn. Every few months we'll
share information explaining how solar power is different, highlighting your
savings, and helping you get the most out of your solar investment.

Solar 1 - Myths Module

ORACLE

This module discusses common myths about solar programs, and explains them so that the
customer has a better understanding of how solar programs work. Dispelling common myths
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early in a solar customer's journey can help to improve understanding and customer
satisfaction. The section can include up to five myths.

Heading Statement: The solar myths section begins with a statement that asks customers if
they are familiar with some common myths about solar.

Myth Number Heading: Each myth starts with the heading "Myth #<X>". The number is
automatically generated based on the sequence of the included myths, from top to bottom. You
can include up to five myths in the module.

Myth Subheading: This statement describes the myth. For example, "Going solar means no
more utility bills."

Myth Description: This statement provides additional information about the myth to educate
the customer. For example, "Your solar panels may not produce all the power you need each
month, which means you'll still be charged for some electricity."

Myth Image: Each myth has an associated image.

Figure 4-3 Myths

Do you know these common myths about solar?

Myth #1
Going solar means no more utility bills.

Your solar panels may not produce all the power you need each
month, which means you'll still be charged for some electricity.

Myth #2

My utility is going to pay me money every month.
Solar panel prcduclion varies based on weather, season, and
other factors, so you won't always produce more power than you

use. When you do, we'll apply your excess kilowatt hours (kWh) to
future bills.

Myth #3
Now that | have solar panels I'm “off the grid.”
Your solar panels are still connected to the TEST grid, which lets

you draw power when your panels aren't producing and send
excess power back to the grid when they are.

Solar 1 - Get Ready for First Bill Module

ORACLE

This module prepares customers for the new information they will see when they receive their
first solar bill. This section also provides customers with access to the utility's solar billing page.

Module Heading: This section begins with a statement that notifies customers it is time to
prepare for their first solar bill.
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Solar Billing Image: Below the heading a billing-related image is displayed.

Explanatory Statement: This statement follows the heading, notifying the customer that their
first solar bill will arrive soon, and identifies the number of items that might include new solar-
related information. The number included in this statement is automatically generated based
on the number of bullet points that follow the statement.

Bullet Points: The list that follows the explanatory statement can contain up to five bullet
points that identify the new items a customer can expect to see on their solar bill. The bullet
points must be consistent with the numbers that are included in the "Your First Solar Bill"
section in the second solar email. Examples of bullet points that can be included in this module
are:

e Your connection fee
* Your energy charges
e Your kilowatt hour credits

Learn More Statement: The list is followed by a statement telling customers how they can
learn more about solar billing.

Explore Solar Billing Button: Customers can click this button to visit the utility's solar billing
landing page.

Figure 4-4 Get Ready for First Bill

Get ready for your first TEST solar bill

Your first bill as a solar customer will be arriving within the
next few weeks. Watch for these 3 new numbers:

* Your connection fee
* Your energy charges
* Your kilowatt hour credits

We'll be reaching out with more detail when your first bill

arrives, but you can start learning more about solar billing
today.

EXPLORE SOLAR BILLING

Solar Email Footer

ORACLE

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.

Utility Address: This statement includes the utility's address.
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Legal Language: This statement can contain legal information, including copyright
information, and any additional information the utility wants to include in the email message.

Figure 4-5 Solar Email Footer

Unsubscribe from these amails

Utility name, 1911 Fort Meyer Drive, Suite 702, Arington, VA 22209

Copyright 2012-2013 Oracle. All rights reserved.

Email 1 - User Experience Variations

This section discusses how the email can vary.

Newcomer Experience

For customers with less than 12 months of pre-solar billing data, the statement in the Solar 1 -
Welcome module reads, "From new words and numbers on your bill to the basics of turning
solar generation into monthly savings, there’s a lot to learn. Every few months we’ll share
information explaining how solar power is different, tracking your costs, and helping you get the
most out of your solar investment.”

Note that the words "highlighting your savings" are replaced with "tracking your costs".

Emall 2: Understand Your First Solar Bill

The second email solar customers receive is the Understand Your First Solar Bill email. This
message arrives after Opower receives the first billed read in the data file, but before the
customer receives their first solar utility bill.

This email educates customers about what they will see on their bill, and explains how the
amounts are calculated. The email includes an image of the utility's standard solar bill, and
calls out up to five key areas that are of importance to solar customers. The message also
provides detailed information about each of the specified areas on the bill.

The Understand Your First Solar Bill email contains these modules:

e Solar Email Header
e Solar 2 - Key Numbers on Bill

e Solar Email Footer

Solar Email Header

ORACLE

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.
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Figure 4-6 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234

Solar 2 - Key Numbers on Bill Module

ORACLE

This module shows an example solar bill from the utility, and calls out the important information
customers should be aware of before they receive their first hill.

Heading: The module heading notifies customers that their first solar bill is on the way.

Subheading: This statement displays below the heading, and identifies the number of
important items the customer should be aware of when they receive their bill.

Bill Image: This image is a utility-provided image that shows an example of the customer's
utility bill, and includes call outs that correspond to the numbers in the list at the end of the
module.

List of Items: Below the image is a list that explains the items the customer should be aware
of on their first utility bill. Each item in the list begins with a graphic identifying the
corresponding number from the bill image. Following the image is a description of the item,
which should not be more than two lines. You can include up to five items in the list. The
number of items included, and the wording of each item, should correspond with the bullet
points included in the Get Ready For Your First Solar Bill section in the first solar email.

Learn More About Solar Billing Button: Customers can click this button to visit the utility's
solar billing landing page.
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Figure 4-7 Key Numbers on Bill

Your first TEST solar bill is on its way

Zero in on these 3 important numbers first
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This is a connection fee you pay each month regardless of
how much energy your solar panels produce.

This is what you owe for electricity when you use more than
your solar panels produce.

These are the credits you earn when your solar panels
produce more electricity than you use.

LEARN MORE ABOUT SOLAR BILLING

Solar Email Footer

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.
Utility Address: This statement includes the utility's address.

Legal Language: This statement can contain legal information, including copyright
information, and any additional information the utility wants to include in the email message.

Figure 4-8 Solar Email Footer

Unsubseribe from these amails

Utility name, 1911 Fort Meyer Drive, Suite 702, Ardington, A 22209

Copyright 2012-2013 Oracle. Al rights reserved.
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Email 3: How's Your Solar Data Trending?

The third email solar customers receive is the How's Your Solar Data Trending email. This
message arrives approximately three months after a customer begins their solar program, and
is triggered after Opower receives the third billed read in the data file.

The content of the message varies, depending on whether the customer has saved money
since switching to solar. The message displays the average monthly charges before and after
moving to solar. If the customer is not experiencing a savings since switching to solar, the
message includes some information about why they might not be seeing the savings they were
expecting. The message also clarifies the difference between gross and net production, and
directs users to additional resources that can help explain the difference.

The How's Your Solar Data Trending email contains these modules:

e Solar Email Header
* Solar 3 - Tracker

e Solar 3 - Tracker Message for Non Savers (Included only when the average monthly cost
has not decreased since switching to solar.)

e Solar 3 - Production Numbers Don't Match

e Solar Email Footer

Solar Email Header

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.

Figure 4-9 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234

Solar 3 - Tracker Module

ORACLE

This module provides customers with an at-a-glance view of how much they are saving since
moving to their solar program.

The following components are included in the Tracker module:

Heading: The heading provides positive feedback on the customer's savings since moving to
solar. This statement changes dynamically based on the customer's actual spending.
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Comparison Boxes: This graphic includes two boxes that show a comparison between the
customer's average monthly electricity spending before going solar and after going solar.

Date Range: Below the graphic, the date range used to compare pre-solar and post-solar
spending is displayed. The date ranges are dynamically generated based on available
customer data.

Disclaimer Statement: Use this disclaimer to add any additional information you need to
share with the customer. By default, the disclaimer is not displayed. When displayed, the
default disclaimer text reads, "These charges do not include natural gas charges; electricity
charges from third-party solar suppliers; or the cost of ownership, maintenance, and insurance
of solar equipment.” A configurable URL can also be added to the disclaimer as needed.

Figure 4-10 Solar 3 Tracker

Looks like you're starting to see some
savings already, and that's great!

Before going solar Since going solar

$123* $71*

* flmsed on average monthly slecincty charges, March 2018 - May 2018 compared 1o Manct
019 - May 2019

Solar 3 - Tracker Message for Non-Savers Module

This module appears in the email only when the customer has not experienced savings since
moving to solar. The wording reminds customers that seasonal weather can impact their
savings.

The following components are included in the Tracker - Message for Non-savers module:
Heading: The module heading reminds customers to keep the following information in mind.

Statement: The statement explains to users how seasonal weather can impact their bill, and
provides a link to additional resources.
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Figure 4-11 Solar 3 Tracker for Non-Savers

Keep this in mind

Seasonal weather can vary quite a bit from one year to the next, and your savings
could look very different in another 3 months. You can always see your most up-
to-date information online at utilityco.com/myaccount.

Solar 3 - Production Numbers Don't Match Module

ORACLE

This module explains the difference between the numbers solar providers share with their
customers and what the customer will see on their solar utility bill.

The following components are included in the Production Numbers Don't Match module:

Heading: The heading tells customers that this module is going to help alleviate confusion
about solar billing and production numbers.

Explanatory Statement: This statement tells the user there is a reason why they are seeing
different numbers from their solar provider compared to their utility. The statement reads,
"Solar customers like you often wonder why solar providers show a different production
number than we show on your bill. Here's the simple difference:".

Solar Provider Graphic: This image depicts the solar provider.

Solar Provider Subheading: This subheading identifies the solar provider. For example, "Your
Solar Provider".

Solar Provider Statement: This statement explains the meaning of the numbers the solar
provider shows.

Utility Graphic: This image depicts the utility company.
Utility Subheading: This subheading identifies the utility company.

Utility Statement: This statement explains the meaning of the numbers the utility company
shows.

Learn More About The Difference Button: Customers can click this button to visit the utility's
solar and Net Energy Metering page.
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Figure 4-12 Production Numbers Don't Match

Confused about your solar production numbers?

Solar customers like you often wonder why solar providers show a different
production number than we show on your bill. Here's the simple difference:

Ll

Your Solar Provider UtilityCo

Shows the total kWh your solar panels  Shows the total kWh your solar panels

produced (gross production) produced minus what you used (net
production)

LEARN MCRE ABOUT THE DIFFERENCE

Solar Email Footer

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.
Utility Address: This statement includes the utility's address.

Legal Language: This statement can contain legal information, including copyright
information, and any additional information the utility wants to include in the email message.

Figure 4-13 Solar Email Footer

Unsubscribe from these amails
Utility name, 1911 Fort Meyer Drive, Suite 702, Arington, VA 22209

Copyright 2012-2013 Oracle. Al rights reserved.

Email 3 - User Experience Variations
This section discusses how the email might vary.

Net Billing Customers

This image shows an example of how the Product Numbers Don't Match section of the email
varies for Net Billing customers:
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Figure 4-14 Net Billing Variation

Newcomer with Less than 12 Months of Data

When a customer has less than 12 months of billing data with the utility before moving to a
solar program, the Solar 3 - Tracker module varies as follows:

e The heading discusses how the customer is tracking, and does not indicate that they are
saving.

e Comparison box 1 displays average monthly electricity charges rather than average
charges before going solar.

e Comparison box 2 displays total electricity charges rather than average charges since
going solar.

e The data range statement includes only the dates during which the customer has been
active on their solar program.

Non-Saver Experience

When a customer's spending increases or stays the same after moving to solar, the experience
varies as follows:

e The Solar 3 - Tracker module heading reads, "Looks like you aren't seeing the savings you

expected.”

e The Solar 3 - Tracker - Message for Non-Savers module, described above, is included in
the email.

Buy All/Sell All

The Production Numbers Don't Match portion of the email changes as follows:

» Heading: The heading reads "Confused about your solar bills?"

* Explanatory Statement: The statement reads "Solar customers like you often wonder
how they are being billed for their electricity usage and solar production. Here's a simple
explanation:".

* Solar Provider Graphic: This image is replaced with the Electricity Used graphic, which
shows a power strip.

e Solar Provider Subheading: This subheading changes to read "Electricity Used".

* Solar Provider Statement: This statement is replaced with the electricity use statement,
which reads "You are charged for the amount of energy that your home uses, regardless of
whether it came from the grid or your solar panels. This is the same amount you would be
paying if you didn't have solar panels."

- Utility Graphic: This image is replaced with the Electricity Produced graphic, which shows
a solar panel.

- Utility Subheading: This subheading changes to read "Electricity Produced".

- Utility Statement: This statement is replaced with the solar product statement, which
reads "You are credited for the amount of energy that your solar panels generate,
regardless of whether it is used by your home or sent back to the grid."
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* Learn More About The Difference Button: This buttons is replaced with the SEE YOUR
USAGE AND PRODUCTION button, which redirects the customer to the utility's website.

Email 4. Was Going Solar the Right Decision?

The fourth email solar customers receive is the Was Going Solar the Right Decision email. This
message arrives approximately six months after a customer begins their solar program, and is
triggered after Opower receives the sixth billed read in the data file.

The message provides a look at the average solar savings the customer is experiencing since
starting their solar journey, showing them their average monthly bill before solar and after solar,
and showing their average monthly savings. The message also provides tips on how they can
become more energy efficient and further boost their savings, and enables them to access
additional energy efficiency tips online.

The Was Going Solar the Right Decision email contains the following modules:
e Solar Email Header
e Solar 4 - Tracker

e Solar 4 - Tracker - Save Even More (Included only when average monthly costs decrease
since switching to solar.)

e Solar 4 - Tracker - Message for Non Savers(Included only when average monthly costs
stay the same or increase since switching to solar.)

e Solar Email Footer

Solar Email Header

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.

Figure 4-15 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234

Solar 4 - Tracker Module

ORACLE

This module provides customers with an at-a-glance view of how much they are saving since
moving to their solar program. The following are components of the Tracker module:

Heading: The heading provides positive feedback on the customer's savings since moving to
solar, and reads "Congratulations, you're saving!" This statement changes dynamically based
on the customer's actual spending.
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Comparison Boxes: This graphic shows a comparison between the customer's average
monthly electricity spending before and after going solar, and displays the average monthly
savings.

Date Range: Below the graphic, the date range used to compare pre-solar and post-solar
spending is displayed. The date ranges are dynamically generated based on available
customer data.

Disclaimer (Not depicted): Use this disclaimer to add any additional information you need to
share with the customer. By default, the disclaimer is not displayed. When displayed, the
default disclaimer text reads, "These charges do not include natural gas charges; electricity
charges from third-party solar suppliers; or the cost of ownership, maintenance, and insurance
of solar equipment.” A configurable URL can also be added to the disclaimer as needed.

Figure 4-16 Solar 4 Tracker

Congratulations, you’re saving!

Before going solar Since going solar Average monthly
savings

$200*  $123*  $77*

* Based on average monthly electricity charges, March 2018 - September 2018 compared to
March 2019 - September 2019

Solar 4 - Tracker Save Even More Module

ORACLE

This module provides users with tips they can complete to become more energy efficient. This
module appears in the email only if the customer is saving since moving to solar. The following
are components of the Save Even More module:

Heading: The heading incites users to make the most of their program.

Statement: Below the heading, the statement reminds customers that they can still become
more energy efficient, and boost their savings even more.

Today Tip: This tip includes a subheading of "Today", an image, and an Energy Efficiency tip
that shows easy tasks the customer could complete now to become more energy efficient. For
example, the tip might suggest customers turn of lights when they leave a room.

This Week Tip: This tip includes a subheading of "This Week", an image, and an Energy
Efficiency tip that shows tasks the customer could complete this week to become more energy
efficient. For example, the tip might tell customers to reprogram their thermostats to be more
energy efficient.

This Season Tip: This tip includes a subheading of "This Season", an image, and an Energy
Efficiency tip that shows longer-term or larger tasks the customer could complete this season
to become more energy efficient. For example, the tip might tell customers to replace old
appliances with more efficient appliances.
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Save Even More Button: Customers can click this button to visit the utility's tip page.

Figure 4-17 Solar 4 Tracker Save Even More

Make the most of your solar power

Six months into your solar journey, you're doing great. Becoming more energy
efficient can boost your savings even higher.

Today
Turn off electronics and lights when you leave a room, or when they
aren't in use.

This week
Reprogram your thermostat to run a few degrees higher in the
summer and a few degrees lower in the winter.

LA . .
- This season

Replace one older inefficient appliance with an ENERGY STAR®
appliance.

SAVE EVEN MORE

Solar 4 - Tracker Message for Non-Savers Module

This module offers customers who are not saving some possible explanations about why they
have not experienced any savings since moving to a solar program. This module appears in
the email only if the customer is not experiencing a savings (or has no change in savings)
since moving to solar. The following are components of the Message for Non-savers module:

Heading: The heading notifies customers that there might be some reasons they are not

experiencing the savings they expected.

Solar Image: This image shows a house with solar panels.

Explanation Statement: The text in this module provides customers with multiple reasons that
they might not be experiencing savings since switching to their solar program, which might

include seasons, local weather patterns, and changes in electricity usage. The text also

explains the concept of the solar rebound, and encourages customers to visit their utilities solar

tips page to learn more about how they can save.

Explore Solar Tips Button: Customers can click this button to visit the utility's solar tips page.

ORACLE
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Figure 4-18 Message for Non Savers

Why aren’t you seeing the savings you expected?

Lots of things could be affecting your solar savings at the
six-month mark:

® The season you started your solar journey
® Local weather trends that reduced solar production
* Changes in how you use electricity in your

home, such as purchasing an electric vehicle

Some people even go through a “solar rebound,” which
means they start using far more energy than before and

think solar production will cover it.

You can increase your “solar 1Q"—and your savings—by
exploring UtilityCo.'s Solar Tips Guide.

EXPLORE SOLAR TIPS

Solar Email Footer

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.
Utility Address: This statement includes the utility's address.
Legal Language: This statement can contain legal information, including copyright

information, and any additional information the utility wants to include in the email message.

Figure 4-19 Solar Email Footer

Unsubscribe from these amails
Utility name, 1911 Fort Meyer Drive, Suite 702, Arington, VA 22209

Copyright 2012-2013 Oracle. Al rights reserved.

Email 4 - User Experience Variations

ORACLE

This section discusses how the email can vary.

Newcomer Experience

When a customer has less than 12 months of billing data with the utility before moving to a
solar program, the Solar 4 - Tracker module varies as follows:
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* The heading reads "Six months into your solar journey, here's how you're tracking."
e The heading in comparison box 1 reads "Your average monthly electricity charges".
e The heading in comparison box 2 reads "Your total electricity charges".

e The data range statement includes only the dates during which the customer has been
active on their solar program. For example, "Based on electricity charges from March 2024
to August 2024."

Non-Saver Experience

When a customer's spending increases or stays the same after moving to solar, the email
varies as follows:

e The Solar 4 - Tracker heading changes to indicate that the customer isn't experiencing the
savings they expected.

e The third comparison box displays the average monthly increase instead of the average
monthly savings.

e The Solar 4 - Tracker - Save Even More module is omitted, and replaced with the Solar 4 -
Tracker - Message for Non-Savers module.

Email 5: Build Your Solar Expertise

The fifth email solar customers receive is the Build Your Solar Expertise email. This message
arrives approximately nine months after a customer begins their solar program, and is
triggered after Opower receives the ninth billed read in the data file.

The message provides average monthly savings information, and additional details about how
seasons, weather, and temperatures can impact energy savings and production for solar
customers. The message enables users to access additional online resources, such as the
Digital Self Service - Energy Management Data Browser, where they can view weather data, or
the utility's online tips page.

The Build Your Solar Expertise email contains these modules:

*  Solar Email Header

e Solar 5 - Tracker

e Solar 5 - Weather, Season, Temp

e Solar 5 - EE Message for Everyone

e Solar Email Footer

Solar Email Header

ORACLE

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.
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Figure 4-20 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234

Solar 5 - Tracker Module

ORACLE

This module provides customers with an at-a-glance view of how much they are saving since
moving to their solar program.

Heading: The heading provides positive feedback on the customer's savings since moving to
solar, and reads "Going solar is saving you money!" This statement changes dynamically
based on the customer's actual spending.

Comparison Boxes: This graphic shows a comparison between the customer's average
monthly electricity spending before and after going solar, and displays the average monthly
savings.

Date Range: Below the graphic, the date range used to compare pre-solar and post-solar
spending is displayed. The date ranges are dynamically generated based on available
customer data.

Disclaimer (Not depicted): Use this disclaimer to add any additional information you need to
share with the customer. By default, the disclaimer is not displayed. If it is set to display, the
default disclaimer text reads, "These charges do not include natural gas charges; electricity
charges from third-party solar suppliers; or the cost of ownership, maintenance, and insurance
of solar equipment.” A configurable URL can also be added to the disclaimer as needed.

Figure 4-21 Solar 5 Tracker

Going solar is saving you money!

Before going solar Since going solar Average monthly
savings

$200* $123*  $77*

* Based on average monthly electricity charges, March 2018 - January 2019 compared to
March 2019 - January 2020

4-19



Chapter 4
Email 5: Build Your Solar Expertise

Solar 5 - Weather, Seasons, Temperature Module

ORACLE

This module explains to customers how seasons, temperature and weather can impact their
solar production.

Heading: The module heading tells customers that this email is about seasons, temperature
and weather.

Statement: This statement tells the user that seasonal changes to weather and temperature
can impact a solar program.

Seasons Section: This section displays an image and discusses how seasonal changes
impact the number of daylight hours and the suns angle, which can impact solar production.

Weather Section: This section displays an image and discusses how rainy days can decrease
solar production, but can also help to clean dust, leaves, and pollen from solar panels, which
can help increase solar production.

Temperature Section: This section displays an image and discusses how temperature can
impact solar production. Depending on the locale, the statement can include temperature
information in Celsius or Fahrenheit.

View Weather Statement: This statement encourages customers to view additional
information about how their weather could be impacting their solar production.

View My Weather Data Button: Customers can click this button to access the Data Browser
and view their weather data.
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Figure 4-22 Weather, Seasons, Temperature

Seasons, weather, and solar production

While it’s basically true that sunny skies equal solar energy, there's more to know
about how seasonal differences and weather trends impact solar production. Here
are a few facts to get you started.

Seasons

_ Winter or summer, sunny skies generate electricity. But there are
SEER fewer hours of daylight in winter and the angle of the sun is less
direct, so solar production is lower.

Weather

m Your panels do produce eleciricity on cloudy days, but less than
on a sunny day. Rainy days reduce preduction, but also clean

dust, leaves, and pollen from your panels.

Temperature

Your panels produce more efficiently at cooler temperatures.
e Above T7°F. production goes down a bit; but, since warm weather
means longer sunny days you may not notice a difference.

View personalized graphs showing how local weather has impacted your net solar
production (and your electricity costs).

VIEW MY WEATHER DATA

Solar 5 - Energy Efficiency Message for Everyone Module

ORACLE"

This module reminds customers of additional things they can do to become more energy
efficient, and provides them with access to energy saving tips.

Heading: The heading reminds customers that there is additional information that can help
them become more efficient.

Energy Efficiency Image: This image shows examples of new technologies that can help
customers become more energy efficient.

Explanatory Statement: This statement tells customers that there are many additional ways
to become energy efficient, and help them get the most out of their solar investment.

See More Ways To Save Button: Customers can click this button to visit the utility's energy
efficiency page.
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Figure 4-23 Energy Efficiency for Everyone

Don’t forget the power of energy efficiency

Solar power, smart homes, electnc vehicles—new energy

lechnologies are everywhere. No matter the technology,

good energy efficiency habits will ensure you get the most

out of your solar investment. ' —

SEE MORE WAYS TO SAVE

Solar Email Footer

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.
Utility Address: This statement includes the utility's address.

Legal Language: This statement can contain legal information, including copyright
information, and any additional information the utility wants to include in the email message.

Figure 4-24 Solar Email Footer

Unsubscribe from these emails
Utility name, 1911 Fort Meyer Drive, Suite 702, Arington, VA 22209

Copyright 2012-2013 Oracle. All rights reserved.

Email 5 - User Experience Variations
This section discusses how the email can vary.

Newcomer Experience

When a customer has less than 12 months of billing data with the utility before moving to a
solar program, the Solar 5 - Tracker module varies as follows:

¢ The heading tells the customer how they are tracking, rather than congratulating them on
saving.

e Comparison box 1 displays average monthly electricity charges rather than before solar
data.

« Comparison box 2 displays total electricity charges rather than charges after going solar.

e Comparison box 3 is not displayed.
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e The data range statement includes only the dates during which the customer has been
active on their solar program.

Non-Saver Experience

For customers who are not saving since moving to solar, the Solar 5 - Tracker module varies
as follows:

e The heading discusses how the customer isn't saving yet.

e Comparison box 3 displays average monthly increase rather than average monthly
savings.

Emall 6: Your First Solar Year in Review

The sixth and final email solar customers receive is the Your First Solar Year In Review email.
This message arrives approximately 12 months after a customer begins their solar program,
and is triggered after Opower receives the 12th billed read in the data file.

This message provides an annual summary of the customer’s electric charges compared the
previous year, and highlights how much they saved by switching to solar. The message also
provides easy access to the utility's online resources such as energy-saving tips and solar
billing resources. Finally, the message tells the customer that they will no longer receive solar
emails.

The Your First Solar Year In Review email contains these modules:
e Solar Email Header
e Solar 6 - Tracker

e Solar 6 - Tracker - EE For Savers (Included only when annual costs have decreases since
switching to solar.)

e Solar 6 - Tracker - Message for Non Savers (Included only when annual costs stay the
same or increase since switching to solar.)

e Solar 6 - Explore Data Browser

e Solar Email Footer

Solar Email Header

ORACLE

The email header introduces the reader to the email and displays the utility's logo and the
customer's account number in the appropriate format.

Subject Line: <First Name>, congratulations on making the switch to solar
Company Logo: The utility's company logo displays at the top of the email.

Customer Account Number: The customer's account number displays below the logo in the
format defined during the configuration process.

Figure 4-25 Solar Email Header

UtilityCo

Ana Rodriguez
Acct ****1234
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Solar 6 - Tracker Module

ORACLE

This module congratulates customers on the completion of one year on a solar program, and
provides an at-a-glance view of how much they saved during the year.

Heading: The heading provides positive feedback on the customer's savings since moving to
solar, and congratulates them on completing one year in the solar program.

Last Year*: This statement displays how much the customer's average monthly electricity
charges were last year, before their solar system became operational. The asterisk directs
users to the date range statement below the graphic.

This Year*: This statement displays how much the customer's average monthly electricity
charges were this year, after their solar system became operational. The asterisk directs users
to the date range statement below the graphic.

You Saved: This statement displays the customer's total savings compared to last year. This
statement appears only if the customer experienced savings during their first year.

Date Range: Below the cost comparison, the date range used to compare pre-solar and post-
solar spending is displayed. The date ranges are dynamically generated based on available
customer data.

Disclaimer (Not depicted): Use this disclaimer to add any additional information you need to
share with the customer. By default, the disclaimer is not displayed. If it is set to display, the
default disclaimer text reads, "These charges do not include natural gas charges; electricity
charges from third-party solar suppliers; or the cost of ownership, maintenance, and insurance
of solar equipment.” A configurable URL can also be added to the disclaimer as needed.

Figure 4-26 Solar 6 Tracker

Congratulations on your one-year
milestone with solar!

Last year* $200
This year* $1 23

You saved $ 77

* Annual electricity charges, March 2018 - March 2019 compared to March 2019 - March
2020
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Solar 6 - Tracker Energy Efficiency for Savers Module

This module encourages customers to become more energy efficient, and appears in the email
only when the customer has experienced savings since moving to solar.

Heading: The heading reminds customers that there are additional resources available to help
them become more energy efficient.

Explanatory Statement: This statement tells customers that there are many additional ways
to become energy efficient, and help them get the most out of their solar investment.

See More Ways To Save Button: Customers can click this button to visit the utility's energy
efficiency page.

Figure 4-27 Energy Efficiency for Savers

Keep these handy resources top of mind

Whatever your annual savings, the good news is that the more energy efficient
you become, the more likely your solar production will cover your electricity use.

We invite you to browse our library of energy saving tips—including a special

guide just for solar customers—as well as find money-saving rebates for every
budget.

SEE MORE WAYS TO SAVE

Solar 6 - Tracker Message for Non-Savers Module

This module encourages customers to become more energy efficient, and appears in the email
only when the customer has not experienced a savings since moving to solar.

Heading: The heading reminds customers that they can still start saving money using a solar
system.

Explanatory Statement: This statement tells customers that there are many additional ways
to become energy efficient, and help them get the most out of their solar investment.

See More Ways To Save Button: Customers can click this button to visit the utility's energy
efficiency page.
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Figure 4-28 Message for Non-Savers

Let’s get you saving

The good news is that the more energy efficient you become, the more likely your
solar production will cover your electricity use.

We invite you to browse our library of energy saving tips—including a special
guide just for solar customers—as well as find money-saving rebates for every

budget.
SEE MORE WAYS TO SAVE

Solar 6 - Explore Data Browser Module

ORACLE

This module directs solar customers to additional resources at the utility. Customers can use
these resources to review additional information about their solar program.

Heading: The module heading reminds customers to explore their solar data.
Image: This image shows a computer screen with a graph.

Explanatory Statement: This statement explains that this is the last email communication in
the solar email program. It also reminds users to be aware of how weather impacts their solar
production and electricity charges. The statement reads, "This email series is at an end, but
that doesn’t mean you're on your own when it comes to your solar journey. We encourage you
to go online to keep an eye on your solar savings and kWh credits, see how local weather has
impacted your solar results, and more."

See My Solar Data Button: Customers can click this button to visit the utility's solar billing
landing page.

Figure 4-29 Explore Data Browser

Take some time to explore your solar data

This email series is at an end, but that doesn't mean you're

on your own when it comes to your solar journey.

We encourage you to go online to keep an eye on your solar
savings and kWh credits, see how local weather has
impacted your solar results, and more.

SEE MY SOLAR DATA
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Solar Email Footer

The email footer includes required information, such as the utility's address, and links to
unsubscribe from emails and manage customer preferences. The footer also provides utilities
with a space to include additional legal information, as needed.

Unsubscribe Link: This link enables customers to unsubscribe from the emails.
Utility Address: This statement includes the utility's address.

Legal Language: This statement can contain legal information, including copyright
information, and any additional information the utility wants to include in the email message.

Figure 4-30 Solar Email Footer

Unsubscribe from these amails
Utility name, 1911 Fort Meyer Drive, Suite 702, Arington, VA 22209

Copyright 2012-2013 Oracle. All rights reserved.

Email 6 - User Experience Variations
This section discusses how the email can vary.

Newcomer Experience

When a customer has less than 12 months of billing data with the utility before moving to a
solar program, the Solar 6 - Tracker module is replaced with the Solar 5 - Tracker module from
Email 5, and displays the following:

e The heading congratulates the customer on their one-year milestone with solar.

e Comparison box 1 displays average monthly electricity charges rather than before solar
data.

e Comparison box 2 displays total electricity charges rather than after solar data.
e Comparison box 3 is omitted.

e The data range statement includes only the dates during which the customer has been
active on their solar program. For example, "Based on electricity charges from March 2024
to February 2025."

Non-Saver Experience
If the customer is not saving since moving to solar, the email varies as follows:

e The Solar 6 - Tracker module does not display the You Saved section.

e The Solar 6 - Tracker - Message for Non-Savers module is included in the email in place of
the Solar 6 - Tracker - EE for Savers module.

Enrollment and Delivery for Solar Update Notifications

This section discusses the enroliment and delivery restrictions associated with the Solar
Update Notifications.
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Enrollment

Customers can be enrolled to receive Solar Update Notification emails through an opt-out
program. In an opt-out program, customers are automatically enrolled as long as they meet the
eligibility criteria, and they can unsubscribe at any time.

Delivery

Solar Update Notification emails are regularly scheduled communications. The rules that
govern delivery of these emails include:

e Waking Hours: Solar emails must be delivered during waking hours (between 9 a.m. and
6 p.m.) in a utility-specific delivery window. You cannot choose the specific time to send.

*  Weekdays: Solar emails must be delivered only on business days (Monday-Friday). They
cannot be delivered on weekends.

- Delivery Frequency and Cadence: Customers receive each Solar Update Notification
email one time, after meeting the necessary milestone for each communication.

« Delivery Tools: Oracle uses third-party tools to send solar. Most of these tools provide
Oracle Utilities with information on bounces, opens, opt-outs, and click-throughs.

e Emails and Attachments: For email communications, the email content is delivered
directly in the email message with no attachments. This makes it more convenient for
customers to quickly view the information, and it makes the emails less likely to be blocked
by spam filters.

Providing Customer Support for Solar Update Notifications

ORACLE

Customer Service Representatives can do the following in the Oracle Utilities Opower
Customer Service Interface (CSI) to assist with customer inquiries related to Solar Update
Notification communications:

* Answer frequently asked questions
* View copies of solar communications sent to customers

See Supporting Distributed Energy Resources Customer Engagement in the Customer Service
Interface User Guide.
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Customer Service Interface - Program
Management

ORACLE

This cloud service includes access to the Customer Service Interface - Program Management
tool. The Customer Service Interface (CSI) is an online support tool that provides utility support
staff with the information and functionality they need to manage the Oracle Utilities Opower
program and answer customer questions. See the Oracle Utilities Opower Customer Service
Interface - Program Management Product Overview for details.
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Inside Opower

ORACLE

The Load Shifting Cloud Service, Electric Vehicle includes access to Inside Opower. Inside
Opower is an online, utility-facing suite of tools to help users across a utility stay informed of
and manage their Oracle Utilities Opower program. Utility users can access key data such as
program insights, analytics, reports, contact information, and documentation.

See the Oracle Utilities Opower Inside Opower Product Overview for details.
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Contact Your Delivery Team

ORACLE

Your Oracle Delivery Team is the group responsible for setting up, configuring, launching, or
expanding your Oracle Utilities Opower program. Contact your Delivery Team if you have any
guestions about your program products and implementation.

To contact your Delivery Team:

1. Sign in to Inside Opower (https://inside.opower.com). This is your portal for questions and
information related to your program.

2. Go to the Community tab to see who is on your Delivery Team.

3. Contact any of the team members using the information provided.

If you need to report an issue or get technical support, contact My Oracle Support.
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