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ROADMAP

Evolution of Public Safety Programs in a
Changing Environment

PREDICTIVE TO PREVENTION:

Moving from looking at what could
PRESCRIPTIVE TO PREDICTIVE:  happen to where we want to be
Moving from looking at what has
happened to what could happen

Culture-Based Programs

Responsive Programs

Mitigation-Focused Programs
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ROADMAP

Knowing the Target Audience and Developing Programs
Based on Risk and Influence

LOWER INFLUENCE PLACES OF CONGREGATION

V' N

EMPLOYEES

PUBLIC

3R PARTY CONTRACTORS

FIRST RESPONDERS

2"° PARTY CONTRACTORS

HIGHER INFLUENCE UTILITY EMPLOYEES
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STAKEHOLDER OUTREACH AND PROGRAM IMPACT

Utilities With the Most Effective Public Safety Outreach
Rely on a Customer-Centric Approach

AUDIENCE

Does who you engage
help you meet your
objectives?

stick? impact?
Mandated Mandated Mandated Mandated Mandated
= Excavators = RP 1162 message = Bill Insert = 1 year for excavators = Pipeline operators
= Affected public awareness = Liaison Activities = 2 years for affected

= Emergency responders = Specific regulators = Pipeline markers public Credibility and reach
= Public officials = 1 year for emergency = Electric Utilities
Messages that matter Integrated channels responders = Generation

MESSAGE TYPE

Does your audience
connect with the
message? Do they

Impactful segments = Language = Social media = 3 years public officials = Utilities vary in terms of
= Hard-to-reach audiences = Using images and words = Online training credibility levels (more
(women, younger your audience uses = In-person Strategic Frequency communication = more
demographic) = Understand what they = Train the trainer = Audience preference credibility)
= Higher risk (repeat need to do and why = Broadcast based = Leverage influential
offenders, tree trimmers, = Print = Activity based risk stakeholders — message
cross bore) = Targeted direct mail = Continuous outreach multipliers
= Proactive follow-up
Communication
WHO? WHAT? HOW? WHEN? OWNER?

DELIVERY METHOD

How can my channel
selection contribute to
effectiveness?

SCHEDULE

When should |
communicate and how
frequently?

MESSAGE SOURCE

message to maximize

Who should
communicate the
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CULVER PUBLIC SAFETY MANAGEMENT SYSTEM

Engaging the Public in Safety Requires a
Multifaceted Approach

L 2

Public Safety Program
Strategy Management

Public Safety
KPIs and Results

Safety Compliance
Culture Assessment

4 3

Risk Management Public Safety 6
& Continuous Engagement
Improvement

PUBLIC SAFETY
ENGAGEMENT

Image Stakeholder
and Reputation QOutreach and
Monitoring Program Impact

Ongoing Market
Research
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PUBLIC SAFETY FINANCIAL IMPACTS

What a Good Faith Effort Can Do for Your Utility
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SATISFACTION DRIVERS

Public Safety Engagement Taps Into Customers’
Expectations of Utility Safety Communication, a Known

Satisfaction Driver

Awareness of utility efforts to increase
electrical safety is associated with a 112-
point increase (on a 1,000-point scale) in
total satisfaction*

For residential gas customers, perception of
the utility’s level of helpfulness in preparing for SATISFACTION
a safety issue links with a 121-point increase
in customer satisfaction*

CUSTOMER

73% of customers find safety messaging
persuasive to justify rate increases**

* 2019 JD Power Utilities Satisfaction Outlook

** Rate Case Messaging: The Character/Competency Conundrum, Hahn Research 2016

PUBLIC SAFETY RATE INCREASE
ENGAGEMENT MESSAGING
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M CULVER

Case Study: Safety Culture
Driving Strategies and Tactics
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USING DATA TO INFORM TACTICS

Process to Execute on a Robust
Public Safety Awareness Plan

« Consider existing
scorecard/metrics

CHANGED
BEHAVIOR

» Define how to measure success
(your expectations aligned with
executive leadership goals and
company priorities)

PRACTICE

AWARENESS

* |nitiate phased approach

EDUCATION
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USING DATA TO INFORM TACTICS

Integrated Best-In-Class Public Safety Engagement Goals

BENCHMARKING

%%m

Drive continuous improvement over
baseline/benchmarked metrics per
corporate priorities

Evolve integrated communication based
on target audience preferences and by
applying advanced segmentation

- Message Type (What)

« Tailored images and content to
specific stakeholder audience
segments

- Delivery Method (How)

 Email, direct mail, websites, etc.

Track the link between public safety
communication, and image and trust

Build and maintain credibility with
regulators and insurers
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USING DATA TO INFORM TACTICS

An Integrated and Phased Approach to Changing
Stakeholder At-Risk Behavior and Delivering on
Corporate Priorities

12

STEP 1

MAINTAIN CURRENT
BASELINE PUBLIC SAFETY
AWARENESS ACTIVITIES

COMPLIANCE

This document contains proprietary and confidential information © 2019 Culver Company, LLC. All Rights Reserved.

STEP 2
ANALYZE RESEARCH/DATA
(LEADING AND LAGGING)

(Maintaining one company,
one voice, and increasing
knowledge and awareness)

PREVENTION

STEP 4
DEVELOP EFFECTIVE FULL
SPECTRUM SOLUTION

(Web-based/App

STEP 3 . .
solutions, Advisory Panels)

CREATE ADDITIONAL
SHORT-TERM COMMS

(Advanced segmentation
through email and
mailing campaigns)

INTEGRATED

CAMPAIGN

ENHANCED

TACTICS
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USING DATA TO INFORM TACTICS

Step 1. Compliance and Mitigation-Focused Programs

STEP 1

MAINTAIN CURRENT
BASELINE PUBLIC SAFETY
AWARENESS ACTIVITIES

COMPLIANCE
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USING DATA TO INFORM TACTICS

Step 1. Maintain Current Baseline Public Safety
Awareness Activities

ACTIVITY FOCUS
RP 1162 Compliance Affected Public, Emergency Officials,
Activities Public Officials, Excavators and

Effectiveness Research

STEP1 First Responder Brand-aligned, prevention-based
gt L S Mailer Outreach and safety outreach and stakeholder
AWARENESS ACTIVITIES Safety Materials feedback/primary research
Third-Party At-Risk Brand-aligned, prevention-based

Contractor Outreach safety outreach and stakeholder

and Safety Materials feedback/primary research

School Outreach Brand-aligned, prevention-based

and Safety Materials safety outreach that educates students,

teachers and parents and stakeholder
feedback/primary research
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USING DATA TO INFORM TACTICS

Step 2. Responsive Prevention Programs

15

STEP 1

MAINTAIN CURRENT
BASELINE PUBLIC SAFETY
AWARENESS ACTIVITIES

COMPLIANCE

This document contains proprietary and confidential information © 2019 Culver Company, LLC. All Rights Reserved.

STEP 2
ANALYZE RESEARCH/DATA
(LEADING AND LAGGING)

PREVENTION
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USING DATA TO INFORM TACTICS

Step 2. Analyze Leading and Lagging
Data/Research Results

« Analyze Public Safety and Risk Indicators

16

- Leading Indicators

« Quantitative and Qualitative
effectiveness/primary research with

Stakeholders
» End-user advisory panels (i.e.,
third-party at-risk worker, first
responder, educators, etc. )
 AEGIS risk assessment

« UPSA peer benchmarking
- Lagging Indicators
« Damage prevention incident data

 Internal claims data (self insured
retention level)

 AEGIS claims data

This document contains proprietary and confidential information © 2019 Culver Company, LLC. All Rights Reserved.

W CULVER



USING DATA TO INFORM TACTICS

Step 2. Analyze Leading and Lagging
Data/Research Results

+ Determine segments based on risk analysis
research/data collection:

- Geography/location/jurisdiction
- Company size

- Business type

- Risk
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USING DATA TO INFORM TACTICS

Step 3. Enhanced Tactics

STEP 3
CREATE ADDITIONAL
SHORT-TERM COMMS

STEP 2
ENHANCED
ANALYZE RESEARCH/DATA TACTICS

(LEADING AND LAGGING)

STEP 1
MAINTAIN CURRENT

BASELINE PUBLIC SAFETY PREVENTION

AWARENESS ACTIVITIES
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USING DATA TO INFORM TACTICS

Step 3. Create Additional Short-Term Communications
and Messaging

« Develop additional segmented

. Develop
analysis and end-user preferences ' .

communications based on risk
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USING DATA TO INFORM TACTICS

Step 3. Create Additional Short-Term Communications

and Messaging

« Disseminate communication through
known effective channels:
- Segment-specific mailings
(Geography, Worker Type: Tree

Workers, Agricultural Workers Cross
Bore, First Responders, etc.)

- Email “Tips of the Trade” to reinforce
key messages

- Upgrade existing website resources
with additional content

- Brand-align supplemental training
materials

- Employees resources and in-person
stakeholder engagement
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Deliver
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USING DATA TO INFORM TACTICS

Step 3. Create Additional Short-Term Communications
and Messaging

« Collect ongoing feedback from end-
users through:

- On-the-ground activities by employees
- Telephone follow up calls
- Integrated email survey

Collect
Feedback
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USING DATA TO INFORM TACTICS

Step 3. Create Additional Short-Term Communications
and Messaging

 Plan for long-term, full spectrum solutions
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USING DATA TO INFORM TACTICS

Step 4. Integrated Campaign

23

STEP 1

MAINTAIN CURRENT
BASELINE PUBLIC SAFETY
AWARENESS ACTIVITIES

COMPLIANCE
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STEP 2
ANALYZE RESEARCH/DATA
(LEADING AND LAGGING)

PREVENTION

STEP 4
DEVELOP EFFECTIVE FULL
SPECTRUM SOLUTION

STEP 3
CREATE ADDITIONAL
SHORT-TERM COMMS

INTEGRATED
CAMPAIGN

ENHANCED
TACTICS
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USING DATA TO INFORM TACTICS

Step 4. Develop Effective Full Spectrum Solution That
Aligns With Our Strong Safety Culture

« Deliver integrated strategy

- Newly segmented mailings and email
campaigns

- Web-based/app solution
- Employee and stakeholder engagement

« Demonstrate results
- End-user behavior change
- Scorecard metrics

- Report continuous improvement and
impact for regulators, insurers
and management
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STRATEGY

Roadmap to Becoming the Industry Leader

in Public Safety

“DO THE RIGHT THING”

BEYOND COMPLIANCE
“DON’T GET IN TROUBLE”

* Regulators

COMPLIANCE & BASIC

RISK MITIGATION B e rcrs and

communities

* Regulators

25

“DIFFERENTIATE US”

PUBLIC SAFETY
APPROACH AS A
STRATEGIC ADVANTAGE

* Regulators

» Customers and
communities

* Risk Managers

» Investors
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“WE ARE TRUSTED TO

KEEP THE PUBLIC SAFE -

IT’S WHO WE ARE”

COMMITMENT IS
EMBEDDED IN THE
BRAND AND CULTURE

* Regulators

* Customers and
communities

* Risk Managers

* Investors
* The Public
* Employees
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SAFETY CULTURE

A Culture of Public Safety Drives Measurable
Improvements Enterprise Wide

DEPARTMENT KPI

OPERATIONS INCIDENT REDUCTION
Public Safety
QOutreach
Shines Light
Across the @ LITIGATION EXPENSES
Enterprise

CUSTOMER RELATIONS CUSTOMER SATISFACTION

N\

=g

RISK INSURANCE INSURANCE PREMIUMS

FAVORABLE RATE OF RETURN
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About Culver Company




OUR EXPERTISE

Culver is Uniquely Qualified to Provide Insights on Utility
Public Safety Engagement Strategy and Tactics

Our Heritage: Utility public safety strategists for 42 years

Our Offering: Strategic planning for utility public safety outreach

Utility public safety awareness program design, implementation, evaluation, & refinement
Litigation and regulatory support

Public safety risk assessment and tactical solutions to fill gaps

Risk management reporting

Primary research on program effectiveness (national benchmarks and company baseline)

Our Expertise:

28

Annually serving more than 750 utilities in all 50 states and Canada, promoting public safety
awareness among millions of consumers, contractors, and community leaders

Annually reaching as many as 15 million members of the Affected Public, and other customers
along transmission and distribution rights of way, 4 million students, 215,000 educators, 1.5 million
at-risk third-party contractors, and 200,000 first responders

Support preparing for AEGIS, NTSB, PHMSA, FERC, and state and local regulators
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CLIENTS

Broad and Diverse Client Base
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