Attachment B

Background: Ratepayer Engagement Initiative

City Light’s Six Year Strategic Plan includes two initiatives in which the Review
Panel has a particularly important role: The first is an initiative around “effective
communications and engagement.” The second is an initiative about “strengthening
ratepayer outreach in the rate process” (Ratepayer Engagement Initiative).

One of the deliverables for the Ratepayer Engagement Initiative is a Council adopted
resolution that would establish a more formal structure and timeline for the utility’s
communications and outreach plan as part of the Strategic Plan update and
adoption of the biennial rate ordinance required to implement the plan.

Last month, we reviewed the results of a best practices survey with other utilities—
how do they approach ratepayer/customer outreach when they are changing their
rates? Results of the survey indicated that City Light engaged many of these best
practices in the development of the Strategic Plan.

The overall goal is to have a stronger, more transparent link between the Strategic
Plan and the biennial electricity rates. As the Strategic Plan is updated every two
years, that update provides guidance to the biennial rate ordinance. The two
processes should be clearly connected and include a robust outreach to the
ratepayers/customers.

This month, the Review Panel is being asked to review and provide input on the
important components included in a Council Resolution. The resolution would
establish the Mayor and Council’s expectation for a strong ratepayer/customer
outreach process going forward for the Strategic Plan update and accompanying
biennial rate ordinance implementing the plan.

Direction from the Review Panel on the components outlined below will guide the
utility and council staff in preparing a resolution for adoption by the City Council in
fall 2013.

Components of Ratepayer/Customer Engagement Resolution

1. Establish expectations for a high level of ratepayer/customer engagement
and development of a communications and outreach plan that reflects use of
current industry “best practices.”

» Begin process 6 months in advance of adoption of rate ordinance.

» Identify key customer and stakeholder groups and establish schedule
for multiple opportunities to participate in draft review and provide
input on final proposals (micro-target rather than broad-based general
public meeting).

» Incorporate large customer engagement program that includes
account executives in the effort.
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Insure Limited English Speaking component with culturally
appropriate communications and engagement tools.

Incorporate City Light employee engagement component.

Deploy a variety of “best practice” tools such as online surveys, phone
surveys, targeted outreach meetings, informative and detailed
website, customer mailings (Light Reading & other bill inserts), social
media (Facebook, Twitter, other) and focus groups (particularly for
hard to reach populations).

Develop media relations component to insure the news media is
informed and participating in communication to customers and
stakeholders.

2. Establish a role for the Review Panel as part of the strategic plan update and
rate ordinance communications and outreach effort.

>

Ordinance123256 establishing the Panel states in part that the
Review Panel shall “assist the Mayor and the Council in engaging rate
payers in discussions of the merits and implications of the strategic
plan and revisions thereto.”

Extend the Review Panel’s current role of assisting in engagement
around the Strategic Plan to also cover engagement around rates.

3. Establish a unified process for updating the Strategic Plan every two years
and adopting biennial electricity rates. The unified process should:

>

>

Be jointly led by the City Council, Mayor and Utility, with a role for the
Panel.

Address both the biennial update of the Strategic Plan and the
biennial rate ordinance and make transparent the link between the
Plan and electricity rates.

Be completed in a manner, and on a schedule that eliminates the need
to repeat the process after the Council receives the Strategic Plan
update and rate ordinance.

4. Reference the research and survey work done as part of strategic plan
initiative to identify industry “best practices.”

5. Establish the timeline for the strategic plan update and rate ordinance
adoption to insure completion prior to the City’s annual General Fund budget
review begins (October 1)



