The NEW Redesigned

Date: April 11, 2017
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Today's CONVERSATION

Today, we are experiencing a new level of anger, as customers ask difficult questions. The Ontario Fair Hydro Plan and the NEW redesigned

bill will help address these concerns.
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_— T~ e Where are my savings, ™ !
- N when | am doing everything
I canto conserve?

What am | paying for? Where is the money going ?

The bill is so confusing, | think
they’re hiding something!
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ISSUES with the CURRENT BILL

Our current bill has remained unchanged for over a decade. As prices continue to rise, more and more customers are scrutinizing their bills —

and they are getting more confused.
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The NEW BILL

We worked with experts in the field of behavioural science to help us redesign our bill. Our new bill goes a long way to improve customer

satisfaction and comprehension.
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Higher ratings on ease of
understanding

Higher satisfaction with the
amount of information on
the bill

Improved comprehension
of complex billing issues

Improved attitudes
towards electricity
company & the sector

But there is an opportunity to improve further...
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A doser look at PAGE 2
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Due to current regulatory

requirements, the 2nd page of the

redesigned bill suffers from

information overload :

% Too much text
x Complicated language
% Unfamiliar terms

x Duplicate information
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Going a STEP FURTHER

By relaxing the regulations we can go further to improve the design and help customers to better understand “what they are paying for” and

“where the money is going”?
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