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WATER MAIN BREAK




PLANNING FOR THE UNEXPECTED & BUILDING TRUST
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AD HOC COMMUNICATION
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Compare your energy usage
For meter 2220000-000000 from 11/24/17 to 12/26/17
Total electricity you used this month in kWh

Your daily average electricity usage (kWh) Your next billing cycle will end on or about 11/16/17.
2 Years ago: 2.97 Last year- 353 This year: 4.38
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Voice Script Creation

MESSAGE BROADCAST CAMPAIGNS / EDIT CAMPAIGN

b4 Voice
Campaigns &

We use text to speech technology to deliver voice messages to your audience. CUSTOMER DATA v

This is an important message from Nexus Energy at 800-700-5050. The severe weather that swept through
the region caused extensive damage, taking down trees and power lines near <%= address %:>.

Calendar

Approve

Log Out ¢ BACK ° Choose List ° Choose Template

oice Tal

en-US-Wavenet-A

Caller Id

9492256632

Retries

Repeat Key

1

You can only test voice calls that were saved as a
template in advance. To test the latest voice template
please save it first.

Test Live Voice Sending

e+

e Submit for Approval
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Script Editing

#:'MESSAGE BROADCAST TEMPLATES / NEW TEMPLATE

Voice

en-US-Wavenet-A
‘ } I

9492256632
24 Hour Notice Script B.mp3

[y ADDVOICEFILE + ADD DATAFIELD

9492786295

YYou can only test voice calls that were saved as a template in advance.
To test the latest voice template please save it first.
Test Live ding
BE- +1

[[] 1 have a different message for voicemails than live calls.
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Scheduling

March 09, 2021

9:31:00 AM GMT-8 MB NOC - 01
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SMS Campaigns

34 MESSAGE BROADCAST CAMPAIGNS / EDIT CAMPAIGN

SMS Preview

Campaigns

<%= name %><%-= address %>

Templates

i Fill SMS Target Fields

Map Fill the data of your campaign, either as free form or select from your list

Calend .
Calendar name free form name list column
Approvers

address free form address list column

=] Log Out < BACK 9 Choose List 0 Choose Template o Fill Data Settings e Submit for Approval
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Data Import tools

SAGE BROADCAST RECIPIENT LISTS / NEW LIST

(@ Please match the columns from your dataset to the provided columns or exclude them.

contentType content bloodtype address city country

Farzad Aziminia sms 19493441302 2 y 4685 MacArthur Ct#250, Newport invine
Beach, CA 92660, United States
Farzad Aziminia 19493441302 invine
4685 MacArthur Ct #250, Newport
Beach. CA 92660, United States indne

Farzad Aziminia faziminia messagebroadcast com
Farzad Aziminia v 19493441302 732 Spectrum Center Dr, Invine, CA irvine

92618, United States
Aria Askari 13108718857 invine

732 Speetrum Center Dr, Invne. CA

Aria Askari i 13108718857 92618, United States

invine

732 Spectrum Cantar Dr, Irvine, CA
92618, United States

732 Spectrum Center Dr,
92618, Unite

< Back (@ UploadFile © Map Headers
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SMS Script Creation

% MESSAGE BROADCAST CAMPAIGNS / EDIT CAMPAIGN

SELECT TEMPLATE AD HOC CAMPAIGN

Visibilit

O OnlyMe (@ My Division (O My Company

Campaigns

Templa

Reports

‘est Phone Numbe
CUSTOMER DATA v v o+ SEND

Nexus Energy: The storms that moved through the region last night caused significant damage. Crews have begun restoring service and assessing damage. The next update
for <%= address %> will be available no later than 5am at http://nex.us/21. Thank you for your patience. Text STOP to cancel.

] Email
[ Voice

0 1Ty

Log Out < BACK Q Choose List a Choose Template ° Fill Data Settings a Submit for Approval
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Create a Campaign

% 'MESSAGE BROADCAST CAMPAIGNS / EDIT CAMPAIGN

SELECT TEMPLATE AD HOC CAMPAIGN

Visibility Level
Storm Warning = O OnlyMe (@ My Division () My Company

Campaigns

SMS

[ Email

Calendar
[ Voice

Appro

O Try

5 Log Out < BACK Q Choose List 0 Choose Template Q Fill Data Settings e Submit for Approval
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Pre-Seeding a Test-Call List

4'MESSAGE BROADCAST SEEDS / CREATE SEED

CLEEEE seedams Visibility Level

CeTEEE O Only Me @ My Division O My Company
Lists

Templates

Reports

Map

Calendar

Approvers

Seeds

BE - +1

(€ 19094006000

Log Out
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APPROVAL PROCESS

Business User Approver

Approver's Page

A campaign has been submitted
for approval, Please log in to the
EONS dashboard and use code:
7XP7ZD

Overview

Titte: Storm Warning Reciplents count

a5 : T 0 ® v v Youhaveacamg
Q
<||[sl| & |[=]|[m]][2

Delete = Respond Quick Move Tags Editin

Template: St Narn

Scheduled Launch: Mai

Tell me what y

Help

Message

Preview

Steps v

Quick... TS

You have a campaign to approve!

Approval

centralservices@centraltest. nbcampa

Kristen Hoppe

Please Approve Storm Warning campaign on this lini
https://eons.ga.mbdt01.com/campaign/approver?

Copyright © 2021 Message Broadcast, Inc. All rights reserved.



Reporting and Analytics

Public Report

Received Files Overall Summary
- s
[—— S et M Pwoad WK BN MK Aden
2015.63.76 032 57 20003 268822 5T
ot 01803 26 0m13 05T

0190326 0 157 2019.03.24 sm0u 15T

e wanewm " |/ Error/Not Sent: 15.38%
Duplicates: 30.77%

2015.03-28 0S4 ST 20190526 PS4 15T

298,032 051 151

08T e . Sent to Provider: 38.46% \"
. ' ¢ \ Optouts: 15.38%

0190226 6200 5T

. Delivered 0 . Not Delivered 0
Duplicates 4 Optouts 2
Final Result Queue Status
Sent to Queue 0 Sent to Provider 5
e AvgCallime - Commnicaion © - P
Error/Not Sent 2

Voice Records Sent

el lTime Totak

SMS Records Sent




Optional Visual/Situational Mapping

Los Angeles
) East
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Alert Type

Verification and Authentication

For Utilities, by Utilities: 100+ Programs and growin

Programs

2-Factor Authentication
Multi-Factor Authentication
Registration and Activation
Account Password Resets

Transactional Alerts

Start a New Service

Stop Service

Reporting an Issue on Service

Transfers of Service to a New Address

Delayed Reconnect Service

Appointment reminders and confirmations

Welcome messages and confirmation calls/texts to authenticate change of address of requests

Billing and Payments

E-Billing Statement Link via SMS
SMS Alert when E-Bill is Emailed
Revenue Recovery Reminders
Self-Serve Bill Payment Options
E-Bill Opt-In Calls

Statement Confirmation
Payment Confirmation

5 Day Payment Reminders---Text Click to Call or LAT for Quick Payment
SMS/IVR Level Pay Option Plans and Take in Ingest for Signup




Alert Type

Outage (Planned/Unplanned)

For Utilities, by Utilities: 100+ Programs and growin

Programs

Outage Detected
Restoration Status Update

Power Restored

Cause of Outage (ex. tree down, downed power line, leak, streetlight outage, etc.)

Two-Way Texting via Keywords

Outage (JOIN, STATUS, ON, OUT)
Usage (USAGE)

Meter Read (READ)

Bill Alert (BAL)

Usage

Usage Update Alert
Amount Exceeded Alert

Usage Change Alert

Usage and Cost Thresholds for Electrical, Water, Gas, etc.

Peak Demand Response to inform customers to lower usage on peak demand days



For Utilities,

Alert Type

Paperless Program Enrollment

by Utilities: 100+ Programs and growing

Programs

E-notice Opt-In Calls allowing disconnect notices to be sent over voice or text instead of U.S.
Mail

U.S. Mail Avoidance through escalation with U.S. mail included as final channel — regulatory
mailing/privacy policies/bills

Surveys

Obtain customer experience feedback

Engage with customers and increase customer satisfaction

VOC (Voice of Customer) Surveys

Deploy customer satisfaction surveys to allow the customers to make open ended comments
when certain results are recognized, automatically deliver the results of these surveys along
with the transcriptions and .wav files of the customer comments to each interaction touch-
point.

Post-restoration survey 24 hours later

Other

IVR Outbound Preference Gathering and Opt-In
Drip campaigns with helpful tips and information
Video distribution/Education

EE Programs

Marketing Programs
Employee Communications




What can Message Broadcast Help You Accomplish?

@
=,

Lower Call Center Volume
Reduce inbound call center
volume by proactively automating
information gathering and
exposing self-resolution paths
over your customers’ preferred
channels.

(ﬁ&
Ad Hoc Communication
Compose and send multichannel
communications over your

customers' preferred channels at
a moment’s notice.

Build Digital Relationships
Capture customer preference during
conversational and multichannel
interactions to enrich the customer
data profile and tailor
communications based on audience
characteristics and traits.

»

Reduce Overall OPEX
Amplify your communications as you
migrate customers to their preferred

and more cost-effective channels.

Copyright © 2021 Message Broadcast, Inc. All rights reserved.

-
Col
Unify Your Customer Data
Quickly and easily ingest structured
and unstructured data from existing
data sources to deliver contextual
communications for an unlimited
number of data segments.

o-¢

J

He<©0
Influence Desired Customer Behaviors
Optimize customer journeys with “next
best action” decision logic to influence

behavior and drive predictable
outcomes.
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ACCOMPLISH IT ALL (& GET YOUR TIME BACK)
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ENTER TO WIN
TEXT WINNER TO 700800

Silver or Black Fitness

Tracker Ring
" .the best invention of 2020"
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The Message Broadcast Difference

i

COMMUNICATE CAPTURE PERSONALIZE REDUCE

at scale customer preference customer experience inbound call volume

&S

UNIFY MITIGATE DISCOVER CLEANSE

data silos TCPA compliance risk real-time insights fragmented data

* 27% Opt Over from Voice to SMS * 64% Increase in Resource Productivity

* 21% of Customers’ Preferences Updated * 19% Increase in Program Enrollment
* 83% Increase in Communication Delivery Speed * 24% Decrease in Inbound Call Center Activity
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Key Stats & Customer Stories
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Jacksonville Electric Authority

Challenges Results

* Hours-long data query times I
& auery * Increase customer notification speeds by 83%

* Redundant customer notifications o
« Unwieldy internal approval * Department productivity rose by 64% (2 people were needed

processes to do messaging instead of 6)

* Inefficient reporting * Could sustain 300,000 communications per hour
* No personalized communications

* Can only notify 20,000 customers o -
over 6-8 hours * Eliminated redundant messaging

* Query data in seconds, not hours

* Templatized scripts
Solution * Personalized customer communications

Intelligent communication * Real-time reports kept executives informed in a timelier
hub fashion
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Telecommunications
BAUSCH+LOMB

Serving the World’s Most Admired Brands

Utilities & Energy Financial Services
SN JPMorganChase ) .
¢ Colorado Springs Utilities verizon at&t MSKE SSON
& Citi k* 3
>« Citizens Ban : Q
AVANGRID ﬁE N“YSEG S‘EWS?L MAINE Membership BAUSCE:- Health connective
m‘ . - -
AstraZeneca% = ALLERGAN
Retail
(6 Almirall DexXcom }::“{ Depomed’

DUKE
w UnitedHealthcare

@ ENERGY.
|5, =
Insurance
*MCICYS

DUGUESNE LIGHT CO.

-
= Entergy,
@,
(s ey :
l I ' l | xMannKlnd Corporation
SANOFIvp #AMARIN' ‘Exeltis

PGAE
B esison OrAce

7 GEICO
-/ /L =

[DRAPER'S & DAMONS.
Ortho‘Dermatologics VALEANT

meren
““Ameren
W .
flowers....

SMART METER
- TEXAS" ™

ILLINOIS

Blue Cross
Blue Shield

(& Orange &Rockland (& conEdison
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Communication Channel Overview

VOICE
Intelligence

Outbound voice messaging and 2-way interactions
Dynamic personalized content

25+ languages of conversational language libraries
Tier 1 TDM/SIP supporting 2 second SLA’s

SMS/Visual SMS/MMS
Intelligence

Dynamic, two-way interactions at scale
Gateway connectivity

Certified Secure/Geo-Redundant

24/7 Net/Ops with Industry Leading SLA

PUSH
Intelligence

Decision based PUSH notifications when app is present

Application delivery within SMS interactions

Copyright © 2021 Message Broadcast, Inc. All rights reserved.

INTERACTIVE VOICE RESPONSE (IVR)

Intelligence

Automated self service

Natural language/Human Assisted Understanding
PCI Certified payment processing

On demand scale, security and reliability

EMAIL
Intelligence

Enterprise email engine
Automated cross channel fulfillment
Automated escalation/Email verification

MOBILE APP/WALLET DISTRIBUTION
Intelligence

Cross channel mobile app distribution
Cross channel mobile wallet distribution
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