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Methodology

e From October 6 to October 30", 2014 PSB surveyed a total of 802 Dominion
East Ohio customers. PSB targeted both residential and non-residential
customers, all customers participating in Energy Choice programs.

* The margin of error for this study is +/- 3.46%, and larger for the following
sub-groups

AUDIENCE N-SIZE* MARGIN OF ERROR

All 802 +/- 3.46
Energy Choice 362 +/-5.13
SCO 163 +/-7.66

MVR 277 +/-5.87
Residential 402 +/-4.87
Non-residential 400 +/-4.88
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Recap of what we learned from the focus groups

1. Thereis a general need to educate customers about their options for
choosing a natural gas supplier

2. There is an opportunity to generate interest in the programs by
emphasizing potential cost-savings and control

3. But the main obstacle to driving engagement is the perception that it
will require too much time and effort

4. Customers want a website that provides plain-language descriptions

of each program up front, an interactive tool that allows them to
compare suppliers directly and charts with historical pricing data
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RERLAND Executive Summary
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The Big Takeaways

®w © 6

RAISING AWARENESS OF RATE PLAN OPTIONS IS ESSENTIAL TO HELPING
CUSTOMERS MAKE INFORMED DECISIONS. Customers are confused and uncertain
about what various rate plan options are available to them—and most don’t know
what plan they are currently enrolled in.

TWO MAIN FACTORS ARE PREVENTING CUSTOMERS FROM CHOOSING PLANS:
CONCERN THAT THEY WON'T SELECT THE RIGHT PLAN, AND CONCERN THAT IT

WILL TAKE TOO MUCH TIME. Customers like the idea of selecting their supplier
and rate contract based on contract specifics, but aren’t confident that they will

select the right plan. Non-residential and SCO customers are busy and worry that it
will take too much time to select a provider.

HOWEVER, THE ABILITY TO CHOOSE SPECIFICS OF A RATE PLAN AND SELECT A
LOWER PRICE IS ENTICING TO THEM. Customers see being able to choose a
supplier based on length of contract, presence of termination fees, and more
specifics as the main benefit of participating in Energy Choice.

THE APPLES TO APPLES SITE IS AN EXCELLENT TOOL FOR HELPING CUSTOMERS
MAKE EASY DECISIONS.
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SCHOEN ESSENTIAL TO HELPING CUSTOMERS MAKE

<> PENN RAISING AWARENESS OF RATE PLAN OPTIONS IS
“ BERLAND INFORMED DECISIONS.
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There is a significant lack of understanding of rate plans

* 1in 4 SCO customers say that they do not understand their current rate plan

at all
UNDERSTANDING OF CURRENT RATE PLAN
How well would you say that you understand your current rate plan? Please answer on a numeric scale of 1 to 7,
with 1 meaning ""Do not understand at all"" and 7 meaning ""Completely understand.
Showing %
M 1 - Do not understand at all 2 3 4 5 6 W 7 - Completely understand H Don't know
All 17 21 15
Energy Choice 17 23 20
SCO 12 13 16 14
MVR 18 22 9
Residential 13 19 17
Non-res 20 23 12
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Customers tend to say they have not enrolled in Energy
Choice because they do not know about it

REASONS FOR NOT ENROLLING IN ENERGY CHOICE
Why haven’t you enrolled in Energy Choice?

Showing %
All 3 H 18 W | was not ayvare that Energy Choice
| was an option

Energy Choice 32 25 3 15 W | am satisfied with my current rate
plan

| do not think it is a good rate plan
for me

MVR 3H 26 B Energy Choice is notavailablein
[ my area

Non-

residential W Don't know

3! 24
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Most SCO customers are not sure if they are an SCO customer

* Close to half of SCO customers say that they don’t know if they are an
SCO customer

PERSONAL RATE PLAN AWARENESS
To the best of your knowledge, are you a Standard Choice Offer customer?
Showing % Residential

HYes B Don't know HNo
All 13 38 49
Energy Choice & 34 61
SCO 17 45 38
MVR 22 31 47
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SCO customers tend not to have reviewed their rate plan

options

How often do you review your natural gas rate

plan options? Energy Choice RESELE]L Non— .
i Residential

Showing %

Once a year 36 41 22 36 33 38

| have not reviewed my options 26 24 36 24 27 26

Every six months 12 12 10 14 13 12

Once every two years 8 9 6 7 6 9

Every month 3 3 2 4 3 3

Never 12 9 18 12 13 11

Don't know 3 1 6 3 4 2
<o PENN

SCHOEN
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Most say they haven’t chosen SCO because they didn’t know
it was an option

 DEO customers are overwhelmingly unaware of what rate plan options
are available

* 2in5 are not aware that SCO was even an option

REASONS FOR NOT ENROLLING IN SCO
Why haven’t you chosen the Standard Choice Offer?
Showing % Residential

W | am satisfied with my current rate

All plan

| do not think it is a good rate plan

for me
Energy Choice

M | was not aware that the Standard
Choice Offer was an option

SCO
B None of these

MVR M Don't know
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Most MVR customers don’t know that they are MVR
customers

*  55% of MVR customers say that they aren’t an MVR customer

PERSONAL RATE PLAN AWARENESS
To the best of your knowledge, are you a Monthly Variable Rate customer?
Showing %

HYes H Don't know HNo

All 13 26 60

Energy Choice 8 20

Residential 12 57
Non-residential 14
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Most get information about their natural gas rate plan from
Dominion’s Energy Choice site or the PUCO site

Where do you get your information about

your Qatural gas rate plan? Energy Choice Residential Res:\:j(:er:m_tial
Showing %

Dominion East Ohio’s website 22 23 36 12 29 15
;l;téli;tgtility Commission of Ohio (PUCO) 16 19 20 9 20 12
Friends or family 9 11 8 8 9 9
The news 8 8 10 8 9 7
A third party website 8 9 5 9 6 10
My landlord 5 4 5 6 2 8
A financial advisor 1 2 0 0 0 2
Other 36 32 11 56 25 48
Don't know 14 13 29 8 20 9
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Most want to hear from Dominion about rate plans through
the mail and E-mail

METHODS OF COMMUNICATION FROM DOMINION ABOUT RATE PLAN OPTIONS
Which of the following methods of communication would you prefer Dominion East Ohio to use when communicating important
information about rate plans?
Showing % All

Mail (separate from your bill)

E-Mail

Bill inserts

Dominion East Ohio's website

Advertising on TV, radio, in print and online
Seminar/training class

Facebook

Text message

|

Twitter

Other

Don't know

™
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TWO MAIN FACTORS ARE PREVENTING
CUSTOMERS FROM CHOOSING PLANS: CONCERN
THAT THEY WON'T SELECT THE RIGHT PLAN AND
CONCERN THAT IT WILL TAKE TOO MUCH TIME.
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SCO customers tend to lack confidence in picking the right
rate plan, and they see that as a downside of EC

All

Residential customers are also more likely to be concerned that they
will not pick the right or cheapest plan

POTENTIAL BARRIERS TO ENROLLING IN ENERGY CHOICE

What do you see as potential barriers to enrolling in Energy Choice?

Showing %, ranked by All

Energy Choice

SCO MVR Residential

Non-residential

W | am not confident that |
will pick the right or
cheapest plan
| don't expect any

potential barriers

M Requires too much
research

W Other

W Don't know
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Customers see SCO’s main benefit as it involves no time
commitment

* Thisis seen as a clearer benefit than the variable rate

BENEFITS OF SCO
What do you see as the main benefits associated with being on the Standard Choice Offer?
Showing % Residential, ranked by All

W Don't have to spend time
selecting a supplier

M Paying a variable rate
based on the market price
for natural gas

W Other

B Don't know

All EC SCO MVR
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SCHOEN RATE PLAN AND SELECT A LOWER PRICE IS

<=x PENN HOWEVER, THE ABILITY TO CHOOSE SPECIFICS OF A
0 BERLAND ENTICING TO THEM.
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Most see the ability to choose based on contract specifics as
the main benefit of Energy Choice

* Most say that ability to choose a supplier based on contract length,
termination fees, or type of rate is the main benefit associated with
Energy Choice

BENEFITS OF ENERGY CHOICE
What do you see as the main benefits associated with being in Energy Choice?
Showing %, ranked by All

MW Ability to choose a supplier based on contract length, termination fees, or type of rate (fixed or variable)
W Cost savings
m Control over my natural gas rate plan

m Don't know

All EC SCO MVR Residential Non-residential
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Customers overwhelmingly say they are willing to do research
about their natural gas rate options if it helps them save money

WILLINGNESS TO DO RESEARCH V. COST SAVINGS NOT WORTH THE WORK
Which of the following is closer to your view?
Showing %

Baseline

All

Post-screenshots W | am willing to do research

about my natural gas options if

. it could help me save mone
Baseline P Y

Energy Choice

Post-screenshots

Baseline (]0) 15 25
SCO ,
Post-screenshots 61 15 24 W Don’t know
MVR Baseline 61 3 36
Post-screenshots 62 4 34
Residential Baseline 64 12 23
Post-screenshots 66 13 21 M The cost savings that research
will get me aren’t enough to
justify the time commitment
Non-residential Baseline 60 3 37

Post-screenshots

(o)}
N
w
w
8y
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Most see paying a market based rate as the main
disadvantage of SCO

DISADVANTAGES OF SCO
What do you see as the main disadvantages associated with being on the Standard Choice Offer?
Showing % Residential, ranked by “Paying the market rate for natural gas”

MW Paying the market rate for
natural gas

M Don't get to selecta
supplier

M Other

m Don't know

All EC SCO MVR
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Most view the MVR as unfavorable, including MVR Customers

* Close to 3 in 4 SCO customers say that they view the Monthly Variable
Rate as unfavorable

RESPONDENTS HEARD OR READ: Customers whose contracts have expired are placed on a Monthly

Variable Rate. Customers on the Monthly Variable Rate are randomly assigned a natural gas supplier and
charged at that supplier’s chosen monthly variable rate.

MVR Favorability with Aided Awareness
Given what you just read, do you have a very favorable, somewhat favorable, somewhat unfavorable or very
unfavorable view of a Monthly Variable Rate?

Showing %

W Very favorable Somewhat favorable  mDon't know Somewhat unfavorable W Very unforavorable

N s | 20 9 | 34
Energy Choice 22 N 31
SCO 13 36
MVR 22 8 36
Residential [l 16 [IEEN 37
Non-residential [JEJ] 25 6 31
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Most see paying a variable rate determined by the supplier as
the main disadvantage of MVR

DISADVANTAGES OF MVR
What do you see as the main disadvantages associated with being on a Monthly Variable Rate?
Showing %, ranked by All

M Paying a variable rate
determined by the
supplier

W Randomly assigned a
supplier

M Other

W Don't know
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‘. gEHgEN THE APPLES TO APPLES SITE IS AN EXCELLENT TOOL
BERLAND FOR HELPING CUSTOMERS MAKE EASY DECISIONS.
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Respondents saw the following screenshots from the PUCO

‘Apples to Apples” Website
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screenshots from the

Respondents saw the followin% 0
oice” Website
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Customers think that the “Apples to Apples” site is easy to
use and like the comparison tool

* As we found in the focus groups, customers find the “Apples to Apples” site
easy to use and like the comparison tool

FEATURES THAT STOOD OUT FROM SCREENSHOTS OF “APPLES TO APPLES” SITE
What did you like best about what you just saw?
Showing %

RESIDENTIAL SCO RESIDENTIAL ENERGY CHOICE
charts
navigate™

organlzed abiliby RETe

seems colorful
choice

opbiong

follo
clear gas price

navigab informabion
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Most say that they would choose to use the “Apples to
Apples” site when selecting a supplier

* Closeto 3 in 10 across audiences aren’t sure if they would use the
Apples to Apples site or the Dominion East Ohio Energy Choice website
when selecting a supplier

PUCO “APPLES TO APPLES” V. DOMINION ENERGY CHOICE
If you had to choose to use the Dominion East Ohio Energy Choice website or the PUCO ""Apples to Apples"" website
when choosing a supplier, which would you choose?
Showing %
(All [N=463], Energy Choice [N=233], SCO [N=162], MVR [N=68], Residential [N=337], Non-residential [N=126])

W PUCO "Apples to Apples" B Don't know  HDominionEnergy Choice

Energy Choice 49 28 23
SCO 52 33 15
MVR 46 25 29
Residential 55 29 15
Non-residential 35 29 37
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There is significant uncertainty about whether the PUCO site
explains Dominion East Ohio rate plans clearly

* SCO customers are most likely to say that they weren’t sure or did not
think that the Apples to Apples site explained the various rate plan
options clearly

“APPLES TO APPLES” EXPLANATION OF PLAN TYPES
Given what you just saw and read, how clearly does the "Apples to Apples" website explain the various rate plan options
(Energy Choice, Standard Choice Offer, Monthly Variable Rate) offered by Dominion East Ohio?
Showing % Residential

W Very clearly Somewhat clearly m Don't know Not very clearly B Not clearly at all
PENN
SCHOEN

BERLAND

29



18141900057

RESA RPD 1-1
PUBLIC

Recommendations

Re-introduce customers to their rate plan through direct mail or e-mail.

In all communications, provide clear, concise, plain-language descriptions
of each rate plan option available to them, split by residential and non-
residential customers.

Pinpoint messages and themes that highlight how choosing a supplier is
easy, fast, and can save customers’ money.

Consider updating the front end of the PUCO “Apples to Apples” website to
include a comprehensive list of rate plan options available to Dominion
customers, with concise, plain-language descriptions of each type of rate
plan, split by residential and non-residential customers.

PENN
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Dominion is regarded highly as compared to other
organizations in the region
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FAVORABILITY COMPARED TO OTHERS

Do you have a very favorable, somewhat favorable, neither favorable nor unfavorable, somewhat

unfavorable or very unfavorable view of...?
Showing % All

4
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W Total favorable M Total unfavorable
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At least 9 in 10 customers say that they think Dominion East Ohio is

good at providing reliable service and safe natural gas

SERVICES PROVIDED BY DOMINION EAST OHIO
Would you say that Dominion East Ohio is good or bad at providing you with...?
Showing % Good

Reliable service

Safe natural gas

Customer service

Reasonable prices

Useful communications
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Most say that Dominion East Ohio is good at providing
reliable service and safe natural gas

Would you say that Dominion East Ohio is good or bad at Ener
providing you with...? All Choifz SCO MVR Res Non-res
Showing % Good/Bad/Don’t know

Reliable service 97/1/1 98/1/1 95/3/1 97/1/1 97/1/1 98/1/1
Safe natural gas 91/3/7 93/1/6 88/3/9 89/3/8 90/2/8 91/3/6
Customer service 78/10/12 79/9/12 68/13/19 81/11/8 75/9/16  81/12/8
Reasonable prices 77/19/4 77/19/4 72/24/4 80/15/5 74/23/4 80/14/5
Useful communications 75/12/12 77/9/13 72/15/13 74/14/11 76/11/14 75/14/11
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MVR customers are the most favorable toward Dominion

* 2in 5 MVR customers say that they have a ‘Very favorable’ view of Dominion

FAVORABILITY TOWARD DOMINION
Do you have a very favorable, somewhat favorable, neither favorable nor unfavorable, somewhat
unfavorable or very unfavorable view of Dominion?
Showing %

MW Very favorable Somewhat favorable  EDon't know M Somewhat unfavorable @ B Very unfavorable

All 54

Energy Choice 54

SCO 58

MVR 52 22 3

Residential 50

Non-Residential 58 2042
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The majority, excluding SCO customers, say that they remember
being satisfied with their natural gas rate plan enrollment process

SATISFACTION WITH ENROLLMENT PROCESS
Given what you can remember, how satisfied were you with your natural gas rate plan enrollment process?
Showing %

W Very satisfied Somewhat satisfied m Notvery satisfied m Notat all Satisfied mDidn't enroll mDon't remember

All 25 35 5 19 13

|

Energy Choice 2 41 B 2 13

SCO 15 31 11 4 15 23

MVR 26 30 2 3 33

I

Residential 24 36 7 3 12 18

Non-Residential 26 34 4 2 26 8
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Non-residential customers are the most satisfied with the
service they receive from DEO, but all are generally satisfied

* Close to 2 in 3 MVR customers say that they are “Very satisfied” with the
service that they receive from Dominion

SATISFACTION WITH SERVICE FROM DOMINION EAST OHIO

How satisfied would you say you are with the service that you receive from Dominion East Ohio?

Showing %

MW Very satisfied Somewhat satisfied ~ HMDon't know M Notvery satisfied

All

Energy Choice

SCO

MVR

Residential

Non-Residential

34

33

42

31

33

36

W Not at all satisfied

H
N

=
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Almost a third of Energy Choice customers think that they are
assigned the rate they pay for natural gas

* Close to half of SCO customers think that they retain the option to select the
rate they pay for natural gas

PERCEIVED OPTIONS WHEN SELECTING A RATE
To the best of your knowledge do you have options when selecting the rate you pay for natural gas or are you
assigned a rate?
Showing %

All

W | have options when selecting

Energy Choice the rate | pay for my natural gas

SCO
W Don't know
MVR 42 10 48
Residential 55 12 32 B | am assigned the rate | pay for
my natural gas
Non-Residential 48 9 42
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Customers are split on how comfortable they are with
selecting a supplier

* SCO customers are the least likely to say that they are comfortable with
selecting a natural gas supplier

COMFORT WITH SELECTING A NATURAL AS SUPPLIER
How comfortable would you say you are with selecting a natural gas supplier?
Showing %

W Very comfortable Somewhat comfortable W Don't know M Not very comfortable M Not at all comfortable

All 37 4 26 13

Energy Choice

SCO 30

MVR

Residential 34

Non-Residential 22 41 4 24 8
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Most would feel more comfortable with selecting a supplier if

they knew more about price and price stability

What type of information or guidance would
you need in order to feel comfortable with

selecting a natural gas provider? A Non-res
Showing %

Price 64 66 75 56 67 61
Stability of price 53 59 72 34 67 39
Contract length 48 53 61 34 55 41
Presence of termination fees 41 41 55 33 46 36
Historical price data 34 31 50 27 40 27
Other 22 16 16 32 17 27
Don't know 7 6 4 10 7 8

®
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SCO customers are the least likely to think they have options
when selecting a supplier

* Less than 3 in 5 SCO customers think that they have options when selecting a
supplier

PERCEIVED OPTIONS WHEN SELECTING A SUPPLIER
To the best of your knowledge do you have options when selecting a natural gas supplier or are you assigned a
supplier?
Showing %

M | have options when selecting a natural gas supplier W Don't know M| am assigned a supplier

All

Energy Choice

SCO

MVR

Residential

Non-Residential 67 7 26
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At least half of residential customers and more than half of E

18141900070

Choice customers know the name of their current natural gas

supplier

* Residential and Energy Choice customers are the most likely to know the
name of their supplier

SUPPLIER AWARENESS
Do you know the name of your current natural gas supplier?
Showing % Yes

All

Energy Choice

SCO

MVR

Residential

Non-residential

47

55

42

38

50

43

J
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Most say their supplier is good at providing stable and
reasonable prices

* More than 2 in 3 say that their natural gas supplier is either “Very good” or
“Somewhat good” at providing them with stable and reasonable prices

SERVICES PROVIDED BY NATURAL GAS SUPPLIERS
Is your natural gas supplier good or bad at providing you with....?
Showing % Good

Stable prices

Reasonable prices

Communications/promotional offers

A variety of contract options )

I
~
o |
w
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With the exception of SCO customers, most think that the
market for natural gas in Ohio is competitive

* More than 1in 3 SCO customers think that the natural gas market in Ohio is
not competitive

COMPETITION IN THE OHIO NATURAL GAS MARKET
How competitive do you think the natural gas supplier market is in Ohio?
Showing %

W Competitive W Don't know W Not competitive

All 63 17 20

Energy Choice

SCO

MVR

Residential

Non-Residential 71 15 14
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More than half of EnergY Choice and Non-residential customers say
that they see the natural gas supplier market as diverse

NATURAL GAS SUPPLIER DIVERSITY IN OHIO
Do you consider the natural gas supplier market in Ohio to be diverse (with a range of unique options) or not
diverse (with a range of identical options)?
Showing %

B Diverse HDon't know M Notdiverse

All

Energy Choice

SCO

MVR

Residential

Non-Residential
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Most want to hear about natural gas suppliers through the
mail or E-mail

How would you want to receive information or

gggggi on how to select a natural gas Residential Resli\:g;-t ia| Energy Choice

Showing %

Direct mail 61 57 64 59 52 69
Email 48 55 40 52 61 34
Advertising 14 9 18 14 8 16
Phone call 7 6 8 4 4 11
Text message 3 3 2 2 4 3
Other 5 4 5 4 5 5
Don't know 2 3 2 2 5 1
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Most would rather have control over their natural gas rate
plan than save time

CONTROL OVER NATURAL GAS RATE PLAN V. LACK OF TIME TO MAKE UTILITY RELATED DECISIONS
Which of the following is closer to your view?
Showing %

Baseline

=S
w
0

All

Post-screenshots

(%)
(\o)
w

B | want to have as much control
as possible over my natural gas
rate plan, regardless of the
time commitment

Baseline

(%3}
~
H

nfjw 4
o))
w
N
W [ 00
(e}
(o)
N
o 1L
w (Cs} N

Energy Choice

Post-screenshots

Baseline 50 8 3
SCO
Post-screenshots 49 22 29 m Don't know
MVR Baseline ) 45
Post-screenshots 8 39
. . Baseline 59 13 28
Residential
Post-screenshots 59 15 26 B | don't have time to manage my
natural gas rate plan, | would
. . ) rather have my utility make
Non-residential Baseline 49 3 43 decisions for me

Post-screenshots 58 3 39
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Most think that Dominion East Ohio is both a natural gas -
supplier and distributor

* 3in 5 of all say that they think Dominion East Ohio is both a natural gas
supplier and distributor

Based on what you know, is Dominion East
Ohio a natural gas supplier, a natural gas
distributor or both?

Showing %

Energy Choice SCO Non-Res

Both a natural gas supplier and distributor 60 60 58 62 62 59
Natural gas distributor 21 23 15 21 14 27
Natural gas supplier 7 8 6 8 7 8
Don't know 11 9 21 9 17 6
<> PENN
SCHOEN
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Slightly less than half of customers know whether their
municipality offers a purchase program

* More than 2 in 5 of all say that their municipality offers a purchase program
and a similar proportion aren’t sure

To the best of your knowledge, does your
city or municipality offer a natural gas

purchase program to its residents and Energy Choice Non-Res

businesses?

Showing %

Yes 41 44 37 40 42 41

No 21 25 13 21 15 27

Don't know 38 31 50 39 44 32
<o PENN

SCHOEN
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Awareness of Energy Choice is highest among MVR and Non-
residential customers

* Only half of Energy Choice customers say that they have heard of
Energy Choice

ENERGY CHOICE AWARENESS
Have you ever heard of Dominion East Ohio’s Energy Choice?
Showing % Residential

HYes m Don't know HNo
All 45 10 45
Energy Choice 49 10 40

SCO 29 14 56

MVR 49 8 43

Residential 35 15 50

Non-residential 55 6 39
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Most are favorable toward Energy Choice

RESPONDENTS HEARD OR READ: Dominion East Ohio offers ‘Energy Choice’ which allows customers to
select their own natural gas supplier and have Dominion East Ohio deliver the natural gas. Energy Choice

customers select their own supplier and contract, which allows customers to choose based on rate cost,
whether rates are fixed or variable, contract length, presence of termination fees and other factors. Energy
Choice allows customers to select the supplier that meets their needs.

ENERGY CHOICE FAVORABILITY WITH AIDED AWARENESS
Given what you just read, do you have a very favorable, somewhat favorable, somewhat unfavorable or very
unfavorable view of Dominion East Ohio’s Energy Choice?
Showing %

M Very favorable Somewhat favorable W Don't know Somewhat unfavorable M Very unforavorable

All 29 54 “

Energy Choice 3 54

= B

MVR 31 53

Residential 26 51 -

Non-residential 32 56

= [ @ &8
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Most understand the specifics of Energy Choice after being
prompted with an explanation

RESPONDENTS HEARD OR READ: Dominion East Ohio offers ‘Energy Choice’ which allows customers to
select their own natural gas supplier and have Dominion East Ohio deliver the natural gas. Energy Choice

customers select their own supplier and contract, which allows customers to choose based on rate cost,
whether rates are fixed or variable, contract length, presence of termination fees and other factors. Energy
Choice allows customers to select the supplier that meets their needs.

ENERGY CHOICE AWARENESS
Given what you just read, can Energy Choice customers choose a variable rate, a fixed rate or either type?
Showing % Residential

W Variable rate Either a variable rate or fixed rate M Fixed rate m Don't know
A 77 6 12
Energy Choice 80 5 10
"y » N
Residential 70 8 19
Non-residential 84 m
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Most Energy Choice customers aren’t aware that they are in
the Energy Choice program

* More than 3in 5 Energy Choice customers don’t think that they are in
the Energy Choice program

PERSONAL RATE PLAN AWARENESS
To the best of your knowledge, are you an Energy Choice customer?

Showing %
mYes m Don't know mNo
Energy Choice 39 31 30
MVR 26 35 40

Non-residential 34 30 37

<7 PENN
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Most are satisfied with the Energy Choice program

* With the exception of SCO customers, close to half of all say that they
are “Very satisfied” with Energy Choice

SATISFACTION WITH THE ENERGY CHOICE PROGRAM
How satisfied are you with the Energy Choice?
Showing %

(All [N=238], Energy Choice [N=140], SCO [N=27], MVR [N=71], Residential [N=104], Non-residential [N=135])

W Very satisfied Somewhat satisfied W Don't know Not very satisfied

All

Energy Choice

SCO

MVR

Residential

Non-residential

46 50

45 52

37 48

51 48

45 46

46 54

W Not at all satisfied
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Most are concerned that they won’t know how to choose the
supplier that is best for them

* Over half of SCO customers and close to half of Residential customers
think that the main disadvantage to Energy Choice is not knowing
which supplier to choose

DRAWBACKS OF ENERGY CHOICE
What do you see as the main drawbacks associated with being in Energy Choice?
Showing % , ranked by All

B | might not know how to choose which supplier is best for me M Have to review my natural gas options more often

Requires a time commitment / too busy Hm Other

m Don't know

53
45

22 22 22 2018

1L7 16

6 9

17
11

All EC SCO MVR Residential Non-residential Unsure if aware of
EC
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Most think that Energy Choice could be improved

* 2in 3 of all say that they think Energy Choice could be improved

Jl%i ;/;u rt:‘/:;/,(n t:;:tt?Energy Choice has room Al Energy Choice sco MR e
. . [N=168] [N=97] [N=27] [N=44] [N=104]
Showing %
71 63 59

Yes 69 79
No 10 11 7 10 10
Don't know 19 21 30 11 32

18141900085
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Non-res

[N=64]

81

10
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A simplified selection process and more supplier options are
seen as top improvements to Energy Choice

* Around 3 in 10 of all say that Energy Choice can be improved by simplifying the supplier
selection process or offering more supplier options

HOW ENERGY CHOICE CAN BE IMPROVED
How do you think Energy Choice could be improved?
Showing % All

W Simpler supplier selection process More supplier options
M Better customer service assistence M Other

B Don't know

All
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Awareness of SCO is low across all audiences

* Only 1in5 of current Standard Choice Offer customers have ever
heard of the rate plan

SCO AWARENESS
Have you ever heard of Dominion East Ohio’s Standard Choice Offer?
Showing % Residential

M Yes m Don't know HmNo

All

Energy Choice

SCO

MVR
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Most are generally favorable toward SCO

RESPONDENTS HEARD OR READ: Dominion East Ohio offers a ‘Standard Choice Offer’ which enables

customers to let Dominion East Ohio assign them to a supplier at a specified market based variable rate.

SCO FAVORABILITY WITH AIDED AWARENESS
Given what you just read, do you have a very favorable, somewhat favorable, somewhat unfavorable or very
unfavorable view of Dominion East Ohio’s Standard Choice Offer?
Showing % Residential

W Very favorable Somewhat favorable  mDon't know Somewhat unfavorable W Very unforavorable

—
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Most think that SCO customers can choose their rate

RESPONDENTS HEARD OR READ: Dominion East Ohio offers a ‘Standard Choice Offer’ which enables

customers to let Dominion East Ohio assign them to a supplier at a specified market based variable rate.

SCO AWARENESS
Given what you just read, can Standard Choice Offer customers choose a variable rate, a fixed rate or either type?
Showing % Residential

W Variable rate Either a variable rate or fixed rate M Fixed rate M None of these W Don't know

All 26 12 11 27
Energy Choice 30 10 12 22
MVR 30 21 9 27

<= PENN
@ SCHOEN
BERLAND

63



18141900091

RESA RPD 1-1
PUBLIC

SCO customers believe that their plan can be improved

* However, 40% are unsure if the plan can be improved from its current
state

Do you think that the Standard Choice Offer has room for
improvement?
Showing %

All Energy Choice

[N=118] [N=8]

Yes 55 75 64 49
No 5 0 4 6
Don't know 40 25 32 44
<> PENN
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However, many SCO customers indicate that they don’t know
how the plan could be improved

. Respondents are split on what steps should be taken

HOW SCO CAN BE IMPROVED
How do you think the Standard Choice Offer could be improved?
Showing % Residential [N=53]

B Allow customers to have more of a
choice in natural gas supplier selection

Better customer service assistance

M Other
23

m Don't know

All
PENN
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Customers are split on potential barriers to choosing SCO

At least 1 in 4 across audiences isn’t sure of potential barriers to

choosing SCO

POTENTIAL BARRIERS TO CHOOSING SCO
What do you see as potential barriers to choosing the Standard Choice Offer?
Showing % Residential, ranked by All

H | don't expect any potential barriers | don't understand it M Requires too much research

All

H Other

Energy Choice SCO

PUBLIC

W Don't know

MVR

J
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Awareness of MVR is mixed across audiences

* Close to half across audiences say that they have heard of the Monthly
Variable Rate

MVR AWARENESS
Have you ever heard of a Monthly Variable Rate offered by suppliers?
Showing % Residential

M Yes W Don't know HNo

All 51 6 43

Energy Choice 53 41

|

SCO

MVR

Residential

Non-residential
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Customers aren’t sure what type of choice they have in rate
type when in MVR

RESPONDENTS HEARD OR READ: Customers whose contracts have expired are placed on a Monthly

Variable Rate. Customers on the Monthly Variable Rate are randomly assigned a natural gas supplier and
charged at that supplier’s chosen monthly variable rate.

MVR Rate Type Awareness
Given what you just read, can Monthly Variable Rate customers choose a variable rate, a fixed rate or either

type?
Showing %
W Variable rate Either avariablerateorfixedrate mFixed rate mIdon'thaveachoice mDon't know
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Customers are split on what the main benefits of MVR are

All

BENEFITS OF MVR

What do you see as the main benefits associated with being on a Monthly Variable Rate?
Showing %, ranked by All

Energy Choice

SCO

MVR

Residential

Non-residential

M Not having tochoose a
supplier

B Not have to choose a
rate plan

m Other

W Don't know
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Close to 3 in 4 MVR customers say that the plan could be o
improved

* Most across audiences see MVR as having room for improvement

Do you think that the Monthly Variable Rate

. All Energy Choice Non-res
has room for improvement? rey ¢ f

[N=177] [N=69] [N=99]

Showing %

Yes 76 75 65 78 73 77
No 6 5 0 8 8 6
Don't know 18 20 35 14 19 18
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Most think MVR can be improved by allowing customers to
have more choice in supplier selection

* Closeto1in 3 saythat MVR can be improved by allowing customers have more choice in
selecting a supplier

HOW MVR CAN BE IMPROVED
How do you think the Monthly Variable Rate could be improved?
Showing % All

B Allow customers to have more of a

choice in natural gas supplier selection

Better customer service assistance

M Other

m Don't know

All
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Awareness of the “Apples to Apples” website is highest
among Energy Choice customers

* Close to half across audiences say that they have heard of the PUCO
“Apples to Apples” website

AWARENESS OF “APPLES TO APPLES” WEBSITE
Have you heard of the Public Utility Commission of Ohio (PUCO) "Apples to Apples" website?

Showing %
W Yes B Don't know EmNo
All 55 2 43
Energy Choice 65 1 35

SCO 52 6 43

MVR 44 1 55
Residential 57 3 40

Non-residential 52 47
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SCO and Energy Choice customers are the most likely to have
used the Apples to Apples website

* MVR customers are the least likely to have used the “Apples to Apples”

website
USE OF THE “APPLES TO APPLES” WEBSITE
Have you used the "Apples to Apples" website?
Showing %
W Yes W Don't know HNo
All 54 1 46
Energy Choice 56 1 43

SCO

MVR

Residential

Non-residential

‘

63 36

42 58

|

61 38

46 54

®
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Most who have used the Apples to Apples website say that
they are satisfied with the website

SATISFACTION WITH THE PUCO APPLES TO APPLES WEBSITE
How satisfied are you with the "Apples to Apples" website?
Showing %
(All [N=236], Energy Choice [N=131], SCO [N=53], MVR [N=52], Residential [N=140], Non-residential [N=96])

MW Very satisfied Somewhat satisfied W Don't know Not very satisfied MW Not at all satisfied

Energy Choice 37 51
SCO 26 53
MVR 42 40

Residential 31 51

-:-H

Non-residential 43 46 I

<= PENN
Q SCHOEN -
BERLAND




18141900104

RESA RPD 1-1
PUBLIC

Most say that the Apples to Apples site is informative

* Non-residential customers are most likely to consider the Apples to
Apples site “Very informative”

“APPLES TO APPLES” SITE INFORMATIVE
How informative would you say the "Apples to Apples" website is?
Showing %

(All [N=236], Energy Choice [N=131], SCO [N=53], MVR [N=52], Residential [N=140], Non-residential [N=96])

W Very informative Somewhat informative ® Don't know Not very informative

All

Energy Choice

SCO

MVR

Residential

Non-residential

44 a7

49 43

30 57

46 46

40 49

50 44

H Not at all informative
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Most who have used the Apples to Apples website say that
the resources provided on the site are useful

* Energy Choice customers are most likely to say that the resources
available on the Apples to Apples site are “Very useful”

“APPLES TO APPLES” SITE USEFULNESS OF RESOURCES
How useful are the resources available on the "Apples to Apples" website when selecting a natural gas supplier?
Showing %
(All [N=236], Energy Choice [N=131], SCO [N=53], MVR [N=52], Residential [N=140], Non-residential [N=96])

W Very useful Somewhat useful W Don't know Not very useful m Not at all useful
Al 42 45
Energy Choice 47 44

SCO 34 51
o < B
*

Residential 41 45 Il

“ < B:

Non-residential
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After seeing screenshots from Apples to Apples, most say
that the website is “Very informative”

“APPLES TO APPLES” SITE INFORMATIVE
How informative would you say the "Apples to Apples" website is?
Showing % Residential

MW Very informative Somewhat informative HDon't know Notvery informative M Not at all informative

32
28

All

Energy Choice

SCO
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After viewing Apples to Apples screenshots, close to half of all
customers say that the resources are “Very useful”

* SCO customers are the least likely to say that the resources provided on
the Apples to Apples site are “Very useful”

“APPLES TO APPLES” USEFULNESS OF RESOURCES
Given what you just saw and read, how useful are the resources available on the "Apples to Apples" website when selecting
a natural gas supplier?
Showing % Residential

W Very useful Somewhat useful m Don't know Not very useful B Not at all useful
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Most haven’t heard of the Dominion East Ohio Energy Choice

website

e More than half across audiences have not heard of the Dominion East
Ohio Energy Choice website

AWARENESS OF DOMINION EAST OHIO ENERGY CHOICE WEBSITE
Have you heard of the Dominion East Ohio Energy Choice website?

Showing %
W Yes B Don't know EmNo
All 36 7 56
Energy Choice 40 6 54
MVR 42 3 56
Residential 28 13 59
Non-residential 45 2 53

o
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Customers like that the Dominion East Ohio Energy Choice
website provides them with enough information

* As we found in the focus groups, customers like the amount of information
provided on the Dominion East Ohio Energy Choice website, but they are
lukewarm about the website’s design

FEATURES THAT STOOD OUT FROM SCREENSHOTS OF THE DOMINION EAST OHIO ENERGY CHOICE SITE
What did you like best about what you just saw?

Showing %
RESIDENTIAL SCO

RESIDENTIAL ENERGY CHOICE

website

video MUC

good €2
options
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SCO and Residential customers are the most likely to have
used the Dominion East Ohio Energy Choice website

* MVR and Non-residential customers are the least likely to have used
the Dominion East Ohio Energy Choice website

USE OF DOMINION EAST OHIO’S ENERGY CHOICE WEBSITE
Have you used the Dominion East Ohio Energy Choice website?
Showing %

(All [N=292], Energy Choice [N=144], SCO [N=32], MVR [N=116])

HYes H Don't know HNo

All 38 5 57

Energy Choice 44 52

‘

SCO Ly 12 41

MVR 28 4 67

Residential 50 43

‘

Non-residential 31 3 65
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Most who have used the Dominion East Ohio Energy Choice
website say that they were satisfied

SATISFACTION WITH THE DOMINION EAST OHIO ENERGY CHOICE WEBSITE
How satisfied are you with the Dominion East Ohio Energy Choice website?
Showing %
(Al [N=112], Energy Choice [N=64], SCO [N=15], MVR [N=33], Residential [N=55], Non-residential [N=57])

MW Very satisfied Somewhat satisfied W Don't know Not very satisfied MW Not at all satisfied

All 34 57

Energy Choice 33 64

e ” P 5

Residential 33 55

Non-residential 35 60
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Most customers see the Dominion East Ohio Energy Choice
website as informative

DOMINION EAST OHIO ENERGY CHOICE SITE INFORMATIVE
How informative would you say the Dominion East Ohio Energy Choice website is?
Showing %
(All [N=112], Energy Choice [N=64], SCO [N=15], MVR [N=33], Residential [N=55], Non-residential [N=57])

W Very informative Somewhat informative B Don't know Notvery informative M Not at all informative

Al ll
3 54 3 l.

Energy Choice 39 59

SCO 20 67
R e 39 B
53 B

Non-residential 3 56

Residential

| I |
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Most say that the resources available on the Dominion East
Ohio Energy Choice website are useful

* Close to half of all Energy Choice and Non-residential customers
consider the resources available on the site to be “Very useful”

USEFULNESS OF RESOURCES AVAILABLE ON THE DOMINION EAST OHIO ENERGY CHOICE WEBSITE
How useful are the resources available on the Dominion East Ohio Energy Choice website when selecting a natural gas

supplier?
Showing %

(All [N=112], Energy Choice [N=64], SCO [N=15], MVR [N=33], Residential [N=55], Non-residential [N=57])

W Very useful

All

Energy Choice

SCO

MVR

Residential

Non-residential

Somewhat useful

39

36

27 33

5

38

40

|

m Don't know

H Not at all useful

N
.
. N

< EED
.

Not very useful
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After seeing screenshots of the Dominion East Ohio Energy
Choice site, most say the website is informative

* Asignificant proportion across audiences are not sure if the website is
informative or not informative

DOMINION EAST OHIO ENERGY CHOICE SITE INFORMATIVE
Given what you just saw and read, how informative would you say the Dominion East Ohio Energy Choice website is?
Showing % Residential

B Very informative Somewhat informative mDon't know Notvery informative M Not at all informative
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While most say that the resources on the Dominion East Ohio
site are useful, a significant number aren’t sure

DOMINION ENERGY CHOICE USEFULNESS OF RESOURCES
Given what you just saw and read, how useful are the resources available on the Dominion East Ohio Energy Choice website
when selecting a natural gas supplier?
Showing % Residential

W Very useful Somewhat useful mDon't know Not very useful W Not at all useful
All 45
Energy Choice 46
SCO 45
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Most say that rate plan types are explained clearly on the
Energy Choice site but a significant number aren’t sure

DOMINION EAST OHIO ENERGY CHOICE EXPLANATION OF DOMINION PLAN TYPES
Given what you just saw and read, how clearly does the Dominion East Ohio Energy Choice website explain the various rate plan
options (Energy Choice, Standard Choice Offer, Monthly Variable Rate) offered by Dominion East Ohio?
Showing %

W Very clearly Somewhat clearly W Don't know Not very clearly W Not clearly at all

All a1

Energy Choice

SCO 39

H
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After seeing the websites, most are unsure if they will enroll
in Energy Choice

POST WEBSITE EXPOSURE LIKELIHOOD TO JOIN ENERGY CHOICE
Given all that you have read, how likely are you to enroll in Energy Choice next time you review your natural gas rate plan options?
Showing % Residential

W Very likely Somewhat likely W Don't know M Notvery likely B Not at all likely
: —
SCO _

PENN
G SCHOEN
BERLAND

91





