N7y,
SN &
\\@«\\g\es Co ,”//,
SO~ %2
Soy Z Z
S35/ Bz
=51 o=
Zo 3 §
Z N
2, S

TSeseuses
2,07 NEVROR S

"( ‘A,l- 1t 14
ATHEHRY

11-10007

Public Utilities Commission of Nevada
Electronic Filing

Submitted: 1/23/2012 4:49:16 PM

Reference: bda915e2-b139-45bc-9¢8d-5db302e03f7f
Filed For: NPC

In accordance with NRS Chapter 719,
this filing has been electronically signed and filed
by: /s Connie Silveira

By electronically filing the document(s),

the filer attests to the authenticity of the electronic signature(s) contained therein.

This filing has been electronically filed and deemed to be signed by an authorized agent or
representative of the signer(s) and
NPC



[FILED WITH THE PUBLIC UTILITIES COMMISSION OF NEVADA - 1/23/2012]

January 23, 2012

Breanne Potter T _ ELECTRONIC FILING
Assistant Commission Secretary

PUBLIC UTILITIES COMMISSION OF NEVADA

1150 E. William Street

Carson City, NV 89701-3109

Re:  Docket Nos. 11-10007; Compliance Filing
Dear Ms. Potter:

This letter and the attachments constitute the compliance filing of Nevada Power Company d/b/a
NV Energy (“Nevada Power”) and Sierra Pacific Power Company d/b/a NV Energy (“Sierra
Pacific” and, together with Nevada Power, “NV Energy”) required by the Interim Order (the
“Interim Order”) issued by the Public Utilities Commission of Nevada (the “Commission™) in
this docket on January 12, 2012. The Interim Order requires NV Energy to file:

with the Commission in this docket a media plan, outreach event schedule,
smart meter deployment schedule to the extent currently available, Scope
Services training report addressing customer communications, NV Energy
field employee training report addressing meter exchange procedures, NV
Energy customer service representative training report addressing the
postponement list, and telephone numbers for the Resolution Centers in
Northern and Southern Nevada.

Paragraph 11 of the Interim Order also lists several actions that NV Energy agreed to undertake
to enhance customer service associated with the NV Energize program. Paragraphs 13 through
16 of the Interim Order provide specific instructions to NV Energy, directing the company to
take specific steps to improve the NVEnergize program. This letter provides the information
requested by the Commission and documents NV Energy’s commitment to the continuous
improvement of its smart meter and smart grid program.

Turning first to the resolution center, NV Energy has established separate dedicated NVEnergize
teams to provide additional information and customer service in Northern and Southern Nevada.
The phone numbers for the northern and southern resolution centers are: 1.888.559.9744 and
702.402.4273, respectively. These numbers are available on the NVEnergize website.’

NV Energy took several steps to comply with the Interim Order as it relates to the postponement
list. First, NV Energy modified the NVEnergize website to include information about the

See Attachment 1.

P.0. BOX 98910, LAS VEGAS, NEVADA 89151-0001 6226 WEST SAHARA AVENUE, LAS VEGAS, NEVADA 89146
P.0. BOX 10100, RENO, NEVADA 89520-0024 6100 NEIL ROAD, RENO, NEVADA 89511  NVEnergy.com



postponement list. 2 Second, NV Energy provided specific training to customer service
representatives regarding the smart meter installation process and the postponement list. In
Northern Nevada, all customer service representatives received training regarding the smart
meter program, : six customer service representatives (level 1 representatlves) received
specialized training relating to the smart meter program and the postponement list,* and two
representatives (level 2 representatlves) who work in the resolution center are receiving even
more specialized and detailed training.” In Southern Nevada, customer service representative
teams received small-group training regarding the smart meter program and the postponement
list and p]rocess.6 In summary, NV Energy provided additional customer service training to all
representatives in compliance with the Interim Order.

As noted previously, NV Energy enhanced the NVEnergize website to provide additional
information relating to the smart meter program. All of the enhancements can be found under
the “Rollout” screen. Under that screen, there are three new screens relating to “Outreach
Events,” the “Resolution Center,” and “Installation Postponement.” ®  These enhanoements
provide notice of upcoming outreach events and the smart meter deployment schedule,” as well
as information regarding the dedicated resolution centers. The “Installation Postponement™ page
expressly states that “any time prior to the day of installation,” the customer may contact NV
EnergXOand request to be put on the postponement list as required by Paragraph 16 of the Interim
Order.

NV Energy has provided a copy of its media plan, as required by ordering paragraph 2 of the
Interim Order."’ The media plan is designed to disseminate information regarding NVEnergize
and includes a communications matrix that includes “a working list of activities in which the
company has and will utilize to publicize activities associated with NVEnergize.”'? The media
plan incorporates different channels, including marketing, public outreach, earned media, and
electronic media, to circulate a broad range of information about NVEnergize. The media plan
includes an outreach event schedule as required by ordering paragraph 2. NV Energy will update

2 See Attachment 1.
3 See Attachment 2.
4 See Attachment 2.
5 See Attachment 2.
6 See Attachment 2.

Contract resources also received additional customer service training. See Attachment 2. Moreover,
customer service representatives have been instructed to inform customers who do not want a smart meter of the
postponement list, as required by Paragraph 16 of the Interim Order. See Attachment 2. Finally, NV Energy has
taken steps necessary to ensure that contract installation resources and NV Energy field personnel know about
customers who are on the postponement list. See Attachment 2.

8 See Attachment 1.

The “Northern Nevada Deployment Map” links to a map depicting the areas where NV Energy plans to
install smart meters in compliance with Paragraph 13 of the Order.

Compare Interim Order 9 16 with Attachment 1.
1 See Attachment 3.
12 See Attachment 3.



the schedule of outreach events each month, and update the NVEnergize website to reflect new
events.

Finally, Attachment 4 to this letter contains a roll-out plan as required by ordering paragraph 2 of
the Interim Order. Attachments 5 and 6 contain an NV Energy field service personnel training
report and a Scope Services training report as required by ordering paragraph 2 of the Interim
Order. These reports document the training delivered by NV Energy to its employees and
agents. Specifically:

e NV Energy has given specific and explicit instructions to Scope Services personnel
regarding customer communications and installation procedures; "

e NV Energy provided additional training to its field personnel to ensure that NV Energy
personnel adhere to the same installation procedures used by Scope Services;'* and,

o NV Energy provided digital cameras to its field personnel to ensure that pictures of

removed meters are taken.
Please accept this letter for filing in Docket No. 11-10007 pursuant to the Interim Order. Should
you have any questions about this letter or the attachments, please contact me.

Best regards and respectfully submitted,

Soan 1

Shawn M. Elicegui
Associate General Counsel

cc: Parties of Record

See Attachment 6. NV Energy representatives have had several “tailboard” meetings with Scope Services,
Inc. These meetings take place everyday. During some of those meetings, NV Energy has provided specific
instructions regarding customer communication. In addition, NV Energy has asked Scope Services to provide
additional specific training regarding its “talking points” on Monday, January 23, 2012, in Northern Nevada, and
Tuesday, January 24, 2012, in Southern Nevada.
1 See Attachment 5. .
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NVEnergize

Website Enhancements

Screen 1 Rollout

This page provides a general overview of the deployment timeline for NVEnergize.

NV

Creating an energy-smart future.

Meter installation began in Septermber 2010 in
southem Mevada and will begin in December 2011 in
northern Mevada, Every customerin thie state will
receive a new meter by December 2012

-3
© 2012 NV Energy -.._,h
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Screen 2 Keeping You Informed

This page lets customers know that prior to installation they will receive a letter, which provides details
of the process and what to expect.

NV

Creating an energy-smart future.

You will recelve a letter prior to installation with all
the details youlll need to know,




Screen 3 When Do | Get My Meter?

This page outlines the process and timeline NV Energy employs for communicating with customers
about their smart meter installation. It includes a short video that describes this process, shows the
steps our installation crews take when they arrive at a customer home, and how a smart meter is
installed.

This page was augmented with a link to a map that highlights the upcoming northern Nevada smart
meter deployment areas. This map will be updated as new routes are made available.

(Note: copy links to attached PDF for North deployment map)

NV

Creating an energy-smart future.

L]

When do | get my smart meter?

Smart meters are currently being deploved in southern Nevada, with northern Nevada installations scheduled to beginin
December 2011, Alt NV Energy customars will have a new smart meter by the end of 2012,

Narthisre Mevada Deployment Map

MY Enargy will let you know when to sxpect your new mater. We will send you a letter within 30 days of visiting your heme
ot husiness, and we'll cali you within a few days to remind you we'll ba installing a smart meter. Please note that this call is
computer gensrated. NV Energy has contracted with Scope Services tohelp install meters. Either a Scope or NV Energy
representative will attampt to natify you oninstallation day by rnging vour doarbell or knocking on your doar, You don't have
to be home, butwe want to make vou aware of ol presence because we will be disconnacting your servics for a few
minutes.

You'll know the instaliation was succasstul from a doot
hianger we'll leave behind on your frond door. f an
appointment s required, we'll rote that on the door
hanger. If you have any questions about the process,
please visit our FAQ section or call 702-402-4273 in
sotthern Nevada or 1-888-5669-0744 if you live in
nerthern Nevada.

& e
© 2012 NV Energy == 0 E s
NVEnergy el



Screen 3 A — Northern Nevada Deployment Map (pdf)
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Screen 4 Outreach Events

NV Energy engages in number of community outreach events to educate customers about NVEnergize.
This new page will link to a pdf showing upcoming meetings and community events at which NV Energy
will be presenting information about the NVEnergize program, as well a list of past events.

(Note: copy links to attached PDF for Events)

NV

Creating an energy-smart future.

Cutreach Eve

Would you like to learn more about MNVEnergize?
Download a tist of our Community Cutreach Events.

© 2012 NV Enemy

NVE




Screen 4a Outreach Events (pdf)

KVEmsighim Communiy Cutraack

|upconemn parnTe

fuza szoeea Ergogy Andsienne 2

ipeery Tegnip tae owne af B, Rzecaca Bavede

!':;mw e

Szl Gzaris Feaiary Aauog

S St Sary Tk

-gre Raguin e o A LAk

Eieitary Spangason oo Aprsin Neage

ke Seigezans WS Lak VRENL

% g, Sarerars KRvrdn

Haticrar Ssaroaiion o s Suntema Sy, Lae Yapae

wlizard (REEBTHLISNTS

bl 17 Gkt o, 1

Tesen bty B rd (LRS-

L4 gt Sarara’ By

Szavrizys Swgraschced Anecieian

Sur Sty Modbim

Loy imge Lame Dl

il

o arizar Sy o0 nbnts Bog vk

red kel i

Zyeres Sizziar Duaraity

[Fwron car vagm B Bek

Hargesss Eowy

Taeis Agorstan W

ez Apumripny

Brargs Swree Ergtgy durntense Eugs

S w b Ry

S Sussan o of Sia ey B Farace

S-wecs Ly apas szt of ek

it o initd

Smromgeie Ravyry Sl

LELiaEes Xieand Sl

P Rzza Fanary

Sisd Fzos BwrTimrentn

P

izl Fust

CEgTn

Shrloam

Bri2 fe tivg Poonn 54
S8 S LEsttiet

Sepgiantt

Lot Vages Toamars Patary

SO

tur 2f AFLN

ewegr DRz imrsy el Carnransian Tanm

BEZ CRE myemy bamwrn

ERE

P

o Gatas Samssatis tiuk

Rapzee Tewranematisn Lemreiiny

{Es Boumziatiy

o Baumdabs

Saszoesiss of Sevare Tovvameny

et Vagws Wma Aoty T

Sraees Law Vayan asssare s Aneien

i it

andacsns S

B RLLL
33miamy
FaromeBeszairases Houn” Doees Soacirg PETERTH
i o Len e Do foa irdoematic el Faie RIS

Sk Soumty Bushs dioelg g MUR! P ooty ETg Tl
Bz nn AR TRotme Dol VAL
T raem L iagn VSR oenty Aatianan
ey T Braes ke

Ksomva e Saumdn Hsenn By

Auwssden (SHHBAL

YT

S e i aca e w Sofder Acewinn YRS

et Sarior Tapivan

Es Yol 08 Sor B WURIEN FAESRERITasTt Ausoa i et

Sorrun B ama o Suerd

Erciimm Eowmt - LB VIER

i

Suomr Shagrgny Coedy
iﬁl!“&!]l T Baard

Lagonzf Sy Soederanze - Bans, 5Y

i sl ez 1t ]

ety Taac Gowrdt




Screen 5 Resolution Center

This new page provides the contact information for our northern and southern Nevada NVEnergize
resolution centers.

NV

Creating an energy-smart future.

If yvou have any questions:
Please call (702) 402-4273 in southern Nevada
or 1-888-559-0744 in northern Mevada,

D12 NV Eanergy

NVEncoy




Screen 6 Installation Postponement

This page provides customers with information on how to postpone the installation of their
smart meter.

NV 4

Cresating an energy-smart future.

stponeme

at arw tirme prior to the day of installation, you may
contact MY Energy by calling (702) 402-4273 in
southern Mevada or 1-888-559-9744 in northerm
MNevada and ask to be put on the postponement list,

3

b

© 2012 NV Enorgy N’VE%
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ATTACHMENT 2



Customer Service Training Report
Prepared by Schad Koon
General

A special non-published number has been established for the PUCN complaint division to have direct
access to a level 2 Resolution Center representative located in Southern Nevada. The PUCN complain
'division may use this resource for escalated customer issues.

General call center representatives (north and south) have been trained and provided talking points and
procedures for handing off customer postponements or removal requests relating to smart meters to
the Resolution Center.

“Sign-in” sheets were kept documenting which customer service representatives and leadership that
received training covering the information.

Training and informational sessions were held on the following dates:
North
December 14, 2012

Call Center, Final Bill and Billing representatives received a general overview and presentation on
NVEnergize. All of these teams are scheduled for formal classroom training in the month of February
2012. Sign-in sheets were collected and the postponement process was covered and questions were
answered with all of those that attended.

January 3™ & January 4™ 2012

North Call Center — 6 customer service reps have been trained and specialized to answer NVEnergize
level 1 questions. The established North Deployment phone number (888-559-9744) is routed to these 6
representatives only not the general call center. Leadership reviewed a detailed 45 page internal
training manual with the level 1 representatives. This document contains great detail of sensitive
information relating to the systems, workflows and other internal processes. The Company maintains
this information as confidential information within the Company and, therefore, has not provided a copy
of the manual. However, the table of contents is attached.

January 12" - 26", 2012

Resolution Center Level 2 North- training is currently being completed. This team is staffed with two
fulltime positions to handie level 2 customer inquiries including processing of customer postponements
as well as more specialized and complex issues relating to the NV Energize project.



South
(December 19" — 22", 2011)

General Call center has been trained in small groups to ensure understanding of talking points for
customers requesting postponement and have been trained to transfer customer postponements for
smart meters to the level 2 Resolution Center. In addition, the topic of how to properly address
customer requested removal of smart meters and talking points were also provided.



Customer Service Talking Points
Smart Meter Installation

Guidelines
e Asis your normal practice, please treat customers with courtesy and be friendly
e Thank the customer for calling in with questions and/or feedback

Customer Calls in with Questions about Smart Meters
e Use existing procedures when discussing this topic with customers
e Provide education as previously trained
¢ Resource of nvenergize.com for information

Safety/Accuracy and Privacy
¢ Meters are safe and accurate
¢ Meters do not transmit personal information or usage information on specific appliances, only
whole house usage information
e Direct customer to nvenergize.com where they can find studies and additional information
about Safety/Accuracy and Privacy

Customer Calls in to Postpone Installation

¢ Please let the customer know that our team woulid like to understand what their concerns may
be and that there are resources where they may find information.

e Again, encourage customer to visit nvenergize.com or to call 402-4273 (if call originated from
another number) to have the program explained in more detail

e Indicate that postponement list is temporary as NV Energy plans to install all meters by the end
of 2012

e Escalate the call to resolution center

Customer Wants Smart Meter Removed
e Apologize to the customer. Be sympathetic, but state that NV Energy is not currently removing
meters that have already been installed
e The Public Utilities commission is currently reviewing concerns raised by customers and we
expect to learn more after a January 18 workshop
e Transfer to resolution center to be placed on “removal request list”

What Not to Do
e DO NOT speculate on the costs or probability of an “opt-out” as that option is not currently
available
e DO NOT tell customers they will not have service if they refuse the smart meter



DO NOT discuss personnel issues such as layoffs (Direct folks to nvenergize.com as the company
has been very upfront about the jobs issue)
DO NOT tell customers that the installation of smart meters on “old lines” may result in damage

DO NOT tell customers that there is a federal mandate or law for the instaliation of smart
meters
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