Advanced Metering Analytics
(AMA) Software

Customer Engagement, Data & You

Penni Redford

Climate Change &
Resilience Manager
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Why? Turn this into ... Wiep)

WEST PALM BEACH

OUR HIGHEST PRIORITY
IS SATISFYING OUR
CUSTOMERS. . . EXCEPT
WHEN IT IS HARD. .. OR
UNPROFITABLE. .. OR

WE'RE BUSY.
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..This! Add Value... e OE®




...And Usable Data WESTP”MBQACH .




How? Software Engagement Tool we®

WEST PALM BEACH

Make it:

« Easy - digital or paper

- Relatable to them

« Interesting: Educate/Quality/Conservation/Save $%$
« Open Communication

Logistics:

« Invite them to join in (paper letter or email)

« Customized - Their profile, alerts

« Report back — On line or paper

(Still do bill inserts, website, newsletters, social media, outreach programs)



Utility Dashboard o

City of West Palm Beach

Accounts Data status

¥ Irrigation-Only 818 Uploaded
i Municipa 540 Feb 24, 2018

#* Construction )
Most recent complete period

2018-2

Feb 1 - Feb 28, 2018

Analytics

Tier Consumption
58% of SFR accounts within

Consumption Leak Detection

Z I M

Compared to Detected 1.256
B 3

previous period in the last year

Compared to
previous period
Compared to

one year ago Contact us to enable Leak Alerts. Compared to

yne year ago

TOTAL MG BY READING PERIOD
B CONTACT US % ACCOUNTS WITHIN TIER 1

O wnFo

Engagement

Mailings Group Messenger Customer Intelligence

6 cycles In past yea

5 messages sent in past year
Profile Updates
Active Messages )
Recipients delivered Email Addresses

Delivery dates Open rate MUMBER OF OCCUPANTS




Account Breakdown WESTP”%,B;ACH

City of West Palm Beach

Accounts




Consumption We®

WEST PALM BEACH

Consumption

Total zo18-2 Avers:

5135.5v o " sse cPD

2% By Commercia
16.94 MGD this perioc 1,266 GPD

MAKE-UP OF TOTAL '1T lII?Q:E:EF'D
A SFR 37% N
rrigatic i,
& mPR 2 ' 2,354 GPD
E Commercial 21%

“§" Irrigation-Only 9.1% 88 MER

iTh Municipal 4.7% 1,884 GPD
Other 0.07%

/% Construction C A Construction




Online Customer Engagement WEsﬂ“ACH

Portal Registrations ©® asour

Registration Rate e Registered Accounts e

9.0% 1,982

of current Water Report recipient accounts 348 in the past 90 days

N 10% E 2.6% @8 6.9%

BREAKDOWN OF REGISTRANTS

Source of Registrants

0 | water Report 74%
| Customer Letter 22%
m 0 | other 3.0%

of accounts eligible to register for the portal IISFOUD M::lssag_le. _"C E
onversation 0.1%
n7.7% 2.1% v 0.5% 6.5% 7 0.1% .
& ! & WaterScore of Registrants
| @ Top 20% 17%
| © Average Households 26%
REGISTRATION RATE OF ELIGIBLE ACCOUNTS BY SOURCE | . High Users 55%
| Mo WaterScore 1.3%
B Print

Tier of SFR Registrants
| Tier 1 48%
@i Email | Tier 2 23%
| Tier 3 17%
) | Tier 4 8.4%
v Opt-in | Tier 5 2.2%
l4.1% | Tier 6 0.4%

Eligible accounts are those that have received at least one
mailing over the life of the program or have been eligible
to opt in. Rates among eligible accounts may be different
than among current recipients if the recipient group has
changed over time.




Home Water Report Mailings WESTP”%,B;ACH

Mailings

Water Report Recipients

MAKE-UP OF TOTAL

Delivery Method
, | [B Print 78%

active recipient accounts in last cycle I ',"3 Email 22%

Meter Class

| By Commercial 11%
| 84 MFR 0.0%




SFR Accounts - 1,794 as of 2/27/18 we®

WEST PALM BEACH

Registered Accounts

SFR
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Water Conservation: >29%

Efficiency Study
Participants
[B Water Report recipients

24,542 residential accounts

13,179 residential accounts

4,000 residential accounts

Cumulative Savings

The Program Impact on W
using s

Treatment Effect (PRELIMINARY RESULTS) @

2.5%

96.9 MG saved 129,569 CCF

MNow 2017

% SAVED MG

WEST PALM BEACH




Home Water Report - print

YOUR HOME WATER REPORT

U 0061 35598 V003 000027180 000

Penni Redford

Your WaterScore 401 Clematis Street Sustainability
West Palm Beach, FL 33401

NOV 30 TO DEC 28, 2017

ly rain down the drain

Way to go, WaterSaver!
You ranked in the top 20%

Gallons Per Day (GPD)

2 CCF = 51 GPD

You ® View your water use online
Top re using 41% less water t
209 77 ceo = . e )
Average
Households 128cro

mpared to homes in the City of

a with 2 occupants and a sim:

Your personalized plan

ted ba n your household

L Log on to update your profile

Save money and protect your home with the following actions:

Go green x { Explore wpb.org/watersmart
this holiday ¥ gardening
season! 9 resources

2;;‘;}?:;5 Make sustainable Find outdoor

choices when you are conservation tips at
DOLLARS shopping, traveling and www floridayards.org
PER YEAR choosing gifts

sm

WEST PALM BEACH




Customer Portal View

$ Billing il Track

My Daily Use

Gallons Per Day

Compare your past use

For this billing period

Recommended

" Choose
4 Florida-
Friendly

# & a
E,ﬂ-, plants
A
Savings up to

& 27 GPD @ $87/year

[ Take Action £} Settings

My WaterScore

Dec 28 - Jan 25, 2018

Nice work, WaterSaver.
Continue to use water wisely.

Who am | compared to?

20% M 158 GcPD

N 257 cro

| Want To...

‘ Check if | have a leak
Sign up for unusual use
alerts

Wed.

WEST PALM BEACH

Notifications

ﬂ Reminder «
Want Better Results?

Complete your home water-use p_..

reaq maore




Customer Portal We®

WEST PALM BEACH

Water Use Tracking

Overview

You @ Average Households @ Top 20% [H Water Report Mar 15, 2017 — Feb 13, 2018
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Seasonal Use Patterns «e®

WEST PALM BEACH

Your Seasonal Use

Mar 1, 2017 Feb 1, 2018

Mar 2017 =

:1,340 |
(72 F [
Precipitation: 1.37 in

{sayoun) uolnjeydiza.d
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Consumption --- Precipitation Average Temperature

Seasonal use

. B . Ways to save
You use less water in the summer than in the winter. Note that your

meter is read 12 times per year, which may make your water use
appear less variable than it actually is.




Wed.

Usage Breakdown WEST PALM BEACH

Utility Facing Dashboard

Estimating Your End Uses: 2017 - 2018

Biggest estimated use is irrigation
showers & baths Based on your water use history, your household
profile, and national averages, your biggest
estimated end use is modeled to be irrigation.

toilets

faucets This model may not reflect your actual water use
patterns.
Update profile to improve estimates
irrigation




Wed.

WEST PALM BEACH

Recommended Actions

Outdoor (30) Indoor (32) Resources (4) All (66)

Recommended Actions

Selected based on your Household Profile.

Gallons Per Day (GPD)

Don’t put fats, oils or grease do...

Read more

Choose Florida-Friendly plants

Read more m

Savings up to... 1?2 GPD $54?}'{yr

Protect yourself, prevent mosqu...

el 2 Bl
-

Read more

Stop Irrigating When It Rains

| Read more

Sawvings up to...

47 GPD $149/yr

Check shallow-rooted plants

Read more

Water at Dawn or Dusk

Read more

Savings up to...

35 GPD $112/yr




Lessons Learned WESTP”%,B,;ACH

« Takes some time to customize for your messages

 Needs to integrate with your Customer Service systems

« Can be costly - utilize everything to get your best value

« Engagement is key, use messaging for events, reports, incentives
« Customers love it — once they understand it

« Keep engaging (marketing) in multiple mediums



- Thank you! WEST.PAELM.B.:ACH .

Happy Friday!

predford@wpb.org



