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NOTICE OF FILING CUSTOMER
COMMUNICATIONS PLAN
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IN THE MATTER OF THE APPLICATICN OF
UNS ELECTRIC, INC. FOR THE
ESTABLISHMENT OF JUST AND
REASONABLE RATES AND CHARGES
DESIGNED TO REALIZE A REASONABLE
RATE OF RETURN ON THE FAIR VALUE OF
THE PROPERTIES OF UNS ELECTRIC, INC.
DEVOTED TO ITS OPERATIONS
THROUGHOUT THE STATE OF ARIZONA
AND FOR RELATED APPROVALS.
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UNS  Ele c tric , Inc ., through unde rs igne d couns e l, he re by file s  its  propos e d Cus tome r

Communica tions  P la n for Commis s ion a pprova l in complia nce  with De cis ion No. 75697 (Augus t

18, 2016).
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RESPECTFULLY SUBMITTED this3014day of September, 2016.
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UNS  ELECTRIC, INC.
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By
Bra dle y S . Ca rroll
UNS  Ele ctric, Inc.
88 Ea s t Broa dwa y, MS  HQE9l0
P.0. BOX 711
Tucs on, Arizona  85702
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Michae l W. Pa tten
Timothy J . Sabo
Jason D. Gellrnan
S ne ll & Wilme r L.L.P .
One  Arizona  Cente r
400 East Van Buren Street
Phoenix, Arizona  85004
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Attorne ys  for UNS  Ele c tric , Inc .

Orig in a l a n d  13 c o p ie s  o f th e  fo re g o in g
file d  th is 30*°"d a y o f S e p te m b e r, 2016, with :
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Docke t Contro l
Arizona  Corpora tion Commis s ion
1200 We s t Wa s hington S tre e t
P hoe nix, Arizona  85007

Copies of the foregoing hand-delivered
this this 3 0 " "day of September, 2016, to:
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J a ne  Rodde r, Adminis tra tive  La w J udge
He a ring  Divis ion
Arizona  Corpora tion Commis s ion
400 We s t Congre s s
Tucs on, Arizona  85701

Bria n  E . S mith
Bridge t A. Humphre y
Le ga l Divis ion
Arizona  Corpora tion Commis s ion
1200 We s t Wa s hington S tre e t
P hoe nix, Arizona  85007

Thoma s  Brode rick, Dire ctor
Utilitie s  Divis ion
Arizona  Corpora tion Commis s ion
1200 We s t Wa s hington S tre e t
P hoe nix, Arizona  85007
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Copy of the foregoing mailed and/or emailed
this this H P * day of September, 2016, to:

Da nie l P oze fs ky
Re s ide ntia l Utility Cons ume r Office
1110 We s t Wa s hington S tre e t, S te . 220
P hoe nix, Arizona  85007
dpoze fs ky@ a zruco.com
Co n s e n te d  To  S e rvic e  By Em a il
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1
Nucor S te e l Kins ma n LLC
c/0 Doug Adams
3000 W. Old Hwy 66
Kinsma n, Arizona  864132
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Eric J . Lacey
Stone  Mattheus Xenopoulos & Brew, PC
1025 Thomas Jefferson Street, NW
8th Floor, West Tower
Washington DC 20007-5201
EJL@smxbla w.com
Cons ented To Service  BV Email
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Robe rt J . Me tli
Munge r Cha dwick P LC
2398 East Camelback Road, Suite  240
Phoenix, Arizona  85016
rjme tli@munge rcha dwick.com
C0ns _ented To Service By }Q}ail
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Lawrence  V. Robertson, J r.
P .O. Box 1448
Tubac, Arizona  85646
tubac1awyer@aol.com
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Court S . Rich
Rose  Law Group pp
7144 E. S te tson Drive , Suite  300
Scottsda le , Arizona  85251
crich@roselawgroup_.00n1
Cons ented To Service  Bv Email

Thoma s  A. Loquva m
Me lis sa  M. Krue ge r
P innacle  West Capita l Corpora tion
P .O. Box 53999, MS 8695
Phoenix, Arizona  85072-3999
Thomas.loquvam@pinnaclewest.corn
Melissa .Krueger@pinnaclewest.com
Cons ented To Service  By Email
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Gregory Be rnosky
Arizona  Public Se rvice  Company
P.O. BOX 53999. MS 9712
Phoenix, Arizona  85072-3999
gregory.bernosky@aps.com

Rick Gillia m
Director of Resea rch and Ana lys is
The  Vote  S ola r Initia tive
l 120 Pearl Stree t, Suite  200
Boulde r, Colorado 80302
rick@votesola r.cQm
Cons enten To Service  By Email
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Bria na  Kobor, P rogra m Dire ctor
Vote  Sola r
360 22"" Stree t, Suite  730
Oakland, CA 94612
briana@votesola r.com
Cons ented To Service  Bv Email
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J ill Ta ute r
Chinye re  A. Osula
Ea rthjus tice  Washington, DC Office
1625 Massachusetts  Avenue, NW, Suite  702
Washington, DC 20036-2212
jtauber@earthjus tice .org
Qonsented To_service By E_mail

8

9

10

Ke n Wils on
Western Resource Advocates
2260 Baseline  Road, Suite  200
Boulde r, Colorado 80302

Coq§§pted To SeLvjce By Em8ij
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Scott Wake fie ld
Hie nton & Curry, P .L.L.C.
5045 n. 12th Street, Suite  110
Phoenix, Arizona  85014-3302

Steve  W. Chriss
Senior Manager, Energy Regula tory Ana lys is
Wa l-Ma rt S tore s , Inc.
2011 s.E. 10"' Street
Be ntonville , AR 72716-0550
Stephen.Chriss@wal-mart.corn

Timothy M. Hoga n
Arizona  Cente r for Law in the  Public Inte re s t
514 W. Roosevelt Stree t
Phoenix, Arizona  85003
thogan@ac1pi.org
Consented_T_0 Service BQ§mail
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Micha e l Ala n Hia tt
Ka tie  Ditte lbe rge r
Ea rthjus tice
633 17th Street, Suite 1600
Denver, Colorado 80202
mhia tt@earthjus tice .com
kditte lbe rge r@earthjus tice .com
Co n_depted To Sergio By Email

Je ff Schlege l
SWEEP Arizona  Representa tive
1167 W. Samalayuca  Dr.
Tucson, Arizona  85704
sch1egelj@aQLgorn
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Elle n Zucke nna n
S WEEP  S e nior As s ocia te
4231 E. Ca ta lina  Dr.
P hoe nix, Arizona  85018
e ;ucke rma n@ s we ne rgy.org
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C. Webb Crocke tt
P a trick Bla ck
Fennemore  Cra ig, PC
2394 East Camelback Road, Suite  600
Phoenix, Arizona  85016
wcrocke tt@fc1aw.com

a
7

pb1ackQfQlaw.co1;1
Cons ented To Service  Bv Email

8

9

10

Ke vin  Higgins
Ene rgy S tra te gie s , LLC
215 S outh S ta te  S tre e t, S uite  200
S a lt La ke  City, Uta h 84111
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Meghan H. Grabe l
Osborn Maladon, PA
2929 North Centra l Avenue
Phoenix, Arizona  85012
rngrabe1@o1nlaw.con;
Cons ented To Service  Bv Email
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Ga ry Ya quinto, P re s ide nt & CEO
Arizona  Inve s tme nt Council
2100 North Ce ntra l Ave nue , S uite  210
P hoe nix, Arizona  85004
gya quinto@ a rizona a ic .org
Co n s e n te d  To  S e rvic e  Bv Em a il
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Cynth ia  Zwic k
Arizona  Community Action As s oc ia tion
2700 North 3l'd S tre e t, S uite  3040
P hoe nix, Arizona  85004
czw_ick@azcaa .org
Co n s e n te d  To  S e rvic e  Bv Em a il
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Cra ig A. Ma rks
Cra ig A. Ma rks , P LC
10645 N. Ta tum Blvd., Suite  200-676
Phoenix, Arizona  85028
cra ig.marks@azbar.org
Cons ented To Service  BV Email
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Pa t Quinn
President and Managing Partner
Arizona  Utility Ra te pa ye r Allia nce
5521 E. Cholla  S tree t
Scottsda le , Arizona  85254
patt.quinn47474_@gmail.9om
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Je ffrey W. Crocke tt
Crocke tt La w Group P LLC
2198 East Camelback Road, Suite  305
Phoenix, Arizona  85016
jeff@j effcrockettlaw._com
Cons ented To Service  BV Email
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Kirby Cha pma n, CP A
Chie f Fina ncia l a nd Adminis tra tive  Office r
Sulphur Springs  Va lley Electric Coope ra tive , Inc.
3  ll E. Wilcox
Sie rra  Vis ta , Arizona  85650
kchapn1an@ssveq.com
Cons ented To Service  Bv Email

Ma rk Holoha n, Cha irma n
Arizona  Sola r Energy Indus trie s  Associa tion
2122 W. Lone  Cactus  Dr., Suite  2
Phoenix, Arizona  85027
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Ga rry D. Ha ys
La w Office s  of Ga rry D. Ha ys , PC
2198 East Camelback Road, Suite  305
Phoenix, Arizona  85016
ghays@1awgdh.9om
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Vince nt Nitido
Trico Ele ctric Coope ra tive , Inc.
8600 West Tangerine  Road
Mara  fa , Arizona  85653
vnitido@trico.coop
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Jason Y. Modes
Jay I. Modes
Ma ye s  S e lle rs  & He ndricks
1850 N. Centra l Ave ., Suite  1100
Phoenix, Arizona  85004
jasonmoyes@law-;nsh.eom
kes@drsa line .con;
jimoye s@la w-n;sh.com
Cons ented  To s e rvice  by Ema il
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UNSE Pricing Plan Customer Communications Campaign

Summary
UNS Electric, Inc. ("U NSE"), which provides electric service under the UniSource Energy Services ("UES")
brand, has planned an extensive campaign to educate residential and small general service commercial
customers about its new Time-of-Use ("TOU"), Demand and Demand Time-of-Use pricing plans. The
campaign will emphasize choice: By choosing one of these rate plans and adopting appropriate energy
use practices, customers can potentially reduce their monthly bills. It also will promote awareness of
energy efficiency tips and programs that could lead to bill savings under these rate plans. The campaign
will promote awareness that TOU and demand rates can help reduce the peak demand on UNSE's system,
potentially limiting the number of future rate requests and contributing to a more sustainable future.

Key Messages
•

O

O

O

o

o

o

O

•

•

Clear explanations of the new pricing plans, including:
An overview of how TOU and demand rates work
Potential advantages and disadvantages of each rate plan
An online "lifestyle calculator" to help residential customers choose a plan . .
Information about how customers will be able to learn about their electric demand

Under these pricing plans, customers can adopt energy use practices that result in lower bills.
By shifting usage away from on-peak periods, bill savings can be realized even for
customers who do not reduce their overall consumption.
Larger savings can be achieved by both shifting and reducing usage.
These steps help reduce peak demand on UNSE's system and may reduce long-term costs
for all UNSE customers and contribute to a more sustainable future.

Multiple energy efficiency programs are available for customers.

Assistance is available for qualifying limited-income customers.

Strategy
The Company historically has informed customers about new rates through news releases,'website
updates, a bill insert, direct-mail letters and various other traditional communications. In recent years,
UNSE's communications strategy has evolved beyond traditional mediums to embrace new technology
and adapt to customers' changing preferences. In 2014, the Company became active on social media, and
in 2015 it launched a popular email newsletter, Plugged in, which provides customers with information
about programs and services. In August 2016, the Company launched a redesigned website and released
a mobile app that makes it even more convenient for customers to manage their accounts using their
smartphones. These new channels provide more ways to reach customers with information about the
new pricing plans approved in this docket.

Customer Survey:To help determine which channels to use for this campaign, UNSE polled customers to
learn how they would prefer to receive this type of information. In September 2016, UNSE sent surveys
to approximately 10,000 residential customers and approximately 2,700 commercial customers. The
Company received 779 responses from residential customers and 191 responses from commercial
customers in Mohave and Santa Cruz counties.

1
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The survey informed customers that the Company would like to educate them about new rate options
and asked several questions about how (and how often) they would like to receive this and other types of
information. The responses to key questions from residential customers are shown below, with
percentages based on the number of total responses for each option.

Q. UniSource Energy Services would like to provide customers with information about some
new rate options. How would you like to receive this information? (Select all that apply)
53.9%
30.3%
25.9%
15.5%
8.3%
3.6%
3.2%
3.1%
3.0%
1.9%
1.2%
0.7%

Email Communications
Letter in the mail
Bill Insert
Direct Mail Brochure
Bill Message
Social Media Sites
Television Ad
Ad in Newspaper
Web banner ads on UESAZ website
Radio Ad
Web banner ads on Local News Site
Search Engine Optimization

Q. How frequently would you like to receive communications on these new rate options from
UniSource Energy Services?
49.4% Once a month
33.3% Once a quarter
7.7% Once a year
4.6% Twice a month

The responses from residential customers in Mohave and Santa Cruz counties did not differ appreciably
from each other. UNSE's commercial customers also provided similar responses, with even stronger
support for email (61.4%) and good support for bill inserts (25.4%) and mailed letters (28%). They also
expressed an interest in receiving communications either monthly (46.3%) or quarterly (34%).

UNSE also consulted with employees in its regional offices for additional guidance about communicating
effectively in their local communities. Employees in Kinsman, Lake Havasu City and Nogales are very
knowledgeable about their respective service territories, including popular media outlets and community
events. The Company will leverage this local knowledge on an ongoing basis to ensure that its outreach is
properly adapted to the preferences and practices of customers in those areas.

Components
In light of these survey results and the Company's experience with established and emerging platforms,
UNSE plans to promote the pricing plans through a campaign that includes the following components:

2
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Website: UNSE has posted helpful,
easy-to-understand explanations
of the pricing plans on its website
(uesaz.com/electric-rates/),
including l inks to the approved
tariffs. The webpages explain how
TOU and demand rates work and
describe their advantages and
disadvantages, using tables and
graphs to m ake t he concepts
digestible at a glance. UNSE plans
to add to the website a residential
l i festyle calculator that wi l l  ask

customers how they use electricity The recently redesigned UES website offers several prominent areas to
and whether they would be opento promote new pricing plans.

using it at different times of day.

The calculator will direct customers to consider the pricing plan that, based on their answers,
might be right for them.

PLUGG
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Email: UNSE will promote awareness of the
new pricing plans in Plugged in, its quarterly
email newsletter for residential customers.
Stories will appear in the newsletter as well
as in separate email communications that
will be sent to customers under the Plugged
In brand. A headline story will include a link
to an overview of the new pricing plans on
the uesaz.com website. Subsequent stories
will focus on TOU and demand rates and will
promote the lifestyle calculator. The
newsletter stories will contain buttons to
make it easy for customers to share the
information on Facebook and Twitter and by
email. In this way, information about the
new pricing plans will be distributed more
broadly. Similar stories will be sent to small
general service commercial customers using
UNSE'sPlugged In Businessemail newsletter
template.

1

The Plugged in newsletter will prom ote awareness of  the new

pricing plans.

Mailed Letter and Brochure: Information presented on the website will be incorporated into a
letter and brochure that will be mailed to residential and small general service commercial
customers separately from their monthly bill. The brochure will explain the new pricing plans and
will include tables and graphs. It also will include instructions about how to sign up for the new
plans and where to find additional information about energy efficiency and programs that can
help them save energy and lower their bill. UES e-bill customers who have expressed a preference
for paperless communication will receive the letter and brochure via email.

3



Facebook is the favored soc/'al media channel for
UNSE customers.

I...

UniSaurce
Energy

Mobile A pp:  A  promot ion  abou t  t h e  pr i c in g  p lan s  wi l l

appear i n  t h e carousel on the U E S  mob i l e app

(u es az.c om/mobi leapp) .  A t  th e top o f  th e app 's  h ome

screen, the carousel communicates t imely information to

customers through an engaging photo and short summary

that  l inks  to more detai led in f ormat ion  on  the webs i te.

T he promo wi l l  l in k  to a page on  uesaz.com wi th  more

i n f o r m a t i o n .  T h e  a p p  wa s  d e s i g n e d  t o  e x p a n d  t h e

Company's reach and to engage with customers who may

not follow or pay close attention to other communications

channels.

Bill Messaging: UNSE will prepare and distribute bil l inserts to promote awareness of  the pricing

plans. One insert will introduce the new pricing plans. Others will focus on TOU and demand rates,

describing their potential advantages and disadvantages. These inserts wil l  invite customers to

vis it uesaz.com or call the Company's Customer Care team for more information. The Company

also will print messages on the printed bills promoting the availability of  the new pricing plans.

s=mem:

[ITS mis
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l i sx d 5 #vi : Social Media: UNSE's largest social media channel is

Face book. The Company's Face book page

(facebook.com/UniSourceEnergyServ ices/)  has more

than 7,200 " l ikes,"  accounting for nearly  8 percent of

i ts  cus tomer base.  (W hen a Facebook user  " l ikes"  a

corporate page, the company gains an opportunity for

its posts to appear in that user's news feed.) UNSE will

promote awareness of  the pr ic ing plans on Facebook

and Twitter (twitter.com/UESElectric) through multiple

posts with a variety of  engaging messages. The content

w i l l  d i s c u s s  t h e  p l an s  i n  gen e r a l ,  a l on g  w i t h  t h e

concepts of  TOU and demand. The Company also wil l

r u n  a  F a c e b o o k  a d  t h a t  d i r e c t s  c u s t o me r s  t o  a n

overv iew page on  uesaz.com.  Any  ques t ions  wi l l  be

addressed promptly by a Company representative.

Egoe
Outage Tips

CO

Customer Care Center: UNSE's Customer Care team will

answer  ques t ions  abou t  and promote awareness  of  the

new pricing plans. Representatives will keep details about

the new rates  on  hand to ensu re accu rate,  cons is ten t

responses. They may use the l i festy le calcu lator to help

customers identify the best rate for them. The Company's

representatives may mail brochures to customers or refer

them to uesaz.com for addit ional in formation. A lso, they

wil l  mai l  an in troductory let ter and a ref r igerator magnet

that display on-peak and of*f-peak hours to customers who

s i gn  u p  f o r  T O U  an d  deman d  p r i c i n g  p l an s .  F i n a l l y ,

messages promoting the new pricing plans will be recorded

for playback on the interactive voice response system that

customers hear while waiting on hold for a representative.

The new UES Mobile App includes a content
"carousel" that can be used to promote new
rates and other programs.
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News Media: UNSE will distribute a news release and work
to promote fair, accurate local media coverage of the
pricing plans. The release will provide details and benefits
of the new plans and how customers can sign up. The
Company's media relations team will make itselfavailable
to answer news media questions about the new plans.

Community Outreach: UNSE will distribute the direct-mail
brochures and answer customer questions at publ ic
events held in its service territory. The Company will rely
on input received from local employees in Mohave and
Santa Cruz counties and work with its energy efficiency
team to identify opportunities to integrate information
about the pricing plans into community presentations and
energy-efficiency workshops. The conversations that

Company representatives often engage with occur with customers at such events provide valuable

customers atpublic eventssuch as the Mohave County feedback that can be used to refine and improve the
Company's communication and outreach efforts.

Fair (above).

Details on Electrical Demand
In addition to the efforts described above, UNSE is taking steps to provide customers with detailed and
timely information about their individual electric demand. The Company is developing software that will
provide customers with secure online access to details about their hourly, daily and monthly electric
usage, including their demand. The Company plans to make this information available to customers during
the first half of 2017 on both uesaz.com and in the UES mobile app. Later in 2017, the Company plans to
include information about individual electric demand on its printed bills for all customers. These efforts
will familiarize customers with electric demand, help them choose an appropriate rate and allow them to
evaluate the effectiveness of any steps they may undertake to manage their demand.

Rollout

UNSE will roll out the components of this campaign with high frequency and reach in the months following
approval of this plan. The Company will continue educating customers about the pricing plans on an
ongoing basis, with continued promotion of the lifestyle calculator and other content on the website.
UNSE will employ its Customer Care team, social media, mobile app, electronic newsletter and community
outreach to create an ongoing dialogue about the rate options available to customers.

As a result of these efforts, customers will gain a better understanding of how they could save money on
their monthly electric bills by switching to either a TOU or demand pricing plan. They also will be made
aware of the risk that these rates could increase their bills if their energy use patterns conflict with
successful saving strategies under such plans. While many customers may choose to remain on their
current rate, they will be made aware that new, potentially attractive options are now available.
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