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VCE Community Advisory Committee Meeting — February 27, 2025

VALLEY

CLEAN ENERGY

Item 8 — 2024 Year-End Review: Customer Care and Marketing



Public Comments

To Provide Public Comment on any agenda item please:

> E-mail 300 words or less to: meetings@valleycleanenergy.org

OR
Join the Public Comment Queue by

> “Raising Hand” on Zoom Meeting
OR
> Press *9 if joining by phone

Emailed comments received before the item has concluded will be read into the record.

Emailed comments received after the item has concluded but before the end of the meeting will not be read
but will be included in the meeting record.
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

2024 Year
in Review:

A Growing Team

o VALLE

CLEAN ENERGY

prmni— Low;}a'tes. | 378.. &2, We7.

Lower Rates, New Tagline Increased clean energy capacity VCE customer savings since 2018 Dollars allocated to community
since 2018 reinvestment programs

Community Impact

& Projected to increase to $8.25M savings by the end of 2025

CLEAN ENERGY 3
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Outreach: Meeting Our Customers Where They Are

.. Events: 9 events; 40,000+ people reached
.I (including media, in-person)

é’f_ Media: 4 press releases, 7 press placements, 1
\ media event, 200 + media contacts

Customer inquiries: rapid, tailored responses
with emphasis on authenticity and engagement

Photos:
YvonneHunterPhotography.com
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Customer Service Representative (CSR) Interactions

= CSR Calls
Call Backs
» IVR-Self service
= Web transactions
® Emails

= Chats

VALLEY

CLEAN ENERGY

Total Contacts

01/01/2024-12/31/2024

Emails Chats

Web transactions 56 46
441

CSR Calls
2527

Call Backs
IVR-Self service 194

4534

CSR Calls 32%
Call Backs 2%
IVR-Self service 58%
Web transactions 6%
Emails 1%
Chats 1%




Item 8 — 2024 Year-End Review: Customer Care and Marketing

Customer Service Representative (CSR) Interactions

YEARLY RECAP

Abandon Rate % 1.37%
Avarage Speed of Answer (Seconds) 0.34

400
360

350 28:48

300

21:36
250

450 36:00
200
14:24

161
. B
00:00

Jan '24 Feb ‘24  Mar '24 Apr'24  May '24  Jun '24 Jul '24 Aug ‘24 Sep ‘24 Oct '24 Nov ‘24  Dec '24

150

®m Calls Answered 226 230 275 153 184 187 319 328 201 180 129 115
Call Backs 3 11 14 9 10 12 19 25 34 21 13 21
B Emails Answered 126 76 56 30 17 21 39 46 18 27 11 19
™ Chat 3 4 10 3 1 3 9 3 8 6 3 6
~ Call AHT (mm:ss) 13:11 13:13 10:50 8:44 10:22 9:01 11:24 11:36 11:28 12:37 10:38 9:17
VALLEY — Chat AHT (mm:ss) 10:55 7:46 10:28 1:29 0:00 6:32 9:11 17:07 19:06 28:44:00 24:09:00 21:31
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Opt-outs & Opt-ups, 2024

947 Opt Outs 36 Opt Ups

mDAVISINC mUNINCYOLOCO mWINTERSINC = WOODLAND INC mDAVISINC ®mUNINCYOLOCO mWINTERSINC = WOODLANDINC

Monthly Opt Outs Monthly Opt Ups
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Monthly Interaction Type

Interaction Type

Bill inquiry W

Customer Credit [
Escalation — Internal

General Inguiry B

Record Count

Internal
Opt down B
Optin — Base
Optin-Up @B
Opt out — & months [
Opt out - Immediately @

Cptup
Other B
PGE related question (moves-outage-payment)

Created Date

VALLEY

CLEAN ENERGY 10



Item 8 — 2024 Year-End Review: Customer Care and Marketing

Website Analytics: Page Views & Engagement

Page title and screenclass ~ + 4 Views Active Views Average
users per engagement . .
active time per Average Time Spent on Websites
user active user
. 89,209 22,339 3.99 m 235 Across Industries: 53 seconds
100% of total 100% of total Avg 0% Avg 0% .
P (VCE: 1 minute 23 seconds)
2  Home - Valley Clean Energy 12,317 7,749 1.59 27s

E-Commerce Pages:

Credits & Rebates - Valley Clean

3 3,757 2,623 1.43 32s
Energy
2024 Almond Festival - Valley _
4 Clean Energy 2,293 1,912 1.20 11s 3 1 Seconds 1
5 Residential - Valley Clean Energy 2114 1,355 1.56 32s minute 43 secon d S
6 Board Meetings and Agendas - 1357 512 2 65 1m 38s
Valley Clean Energy
7  Optout - Valley Clean Energy 1,306 969 1.35 34s
A Flexible Irrigation Pilot Program B I OgS/P re SS
8  for Agriculture - Valley Clean 1,197 703 1.70 23s . .
Energy Releases: 2 minutes
Solar Customers / Net Energy
9  Metering (NEM) - Valley Clean 1,188 889 1.34 Tm 35s
Energy
10 Staff - Valley Clean Energy 1,156 836 1.38 48s

11
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Electric Advisor -
Program Highlights LAUNCHED
it REACT - LAUNCHED

Hourly Flex Pricing -
LAUNCHED

AgFIT - CONCLUDED

Continued

{’ ohmConnect

"—-‘ Ag and Solar photos:
Uks
YvonneHunterPhotography.com
VALLEY

CLEAN ENERGY
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Program Spotlight: Electric Advisor

Chanmed of Inmitial Contack

f 1 1 Cawis
_ Urmnc. volo

! = -'
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2 10 = o weradland

Link o

mdas=ad COn Progress
Website User Analytics
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Item 8 — 2024 Year-End Review: Customer Care and Marketing

Program Spotlight: Electric Advisor

Interactions

Feason for Comtact

12

3 ?

General  Techrical Go Electric  Energy
1 ] A L AT Hﬁ-ﬂﬂrﬂp A e

Findinga Reviewing Incentives B Energy Bilirs R bt
Contractor Chcobes .ﬁFq:ll.h:HI'.hﬂ!. Eﬂrh:ifrﬂ‘:ﬁl

Hectrification Status

Consi dering 11
In Progress T
Partialby 5
Fulby
Lim s 5

Coyer

Electrical Pans=l

Eflectric vehicle

E% L harger

Heat Purmg HVAC

Heat Pump Waber Heaber
Inducth-on Cookimp SRamge
Preswan g MY mngS CErout s
Sodlar (roaftage)

Storage [(batterny)

Wil ndow = Door =S Insulation
Other

HDme

Equiprme=nt Type Disoussed

1
1

Go Electric Roaedmap ImitatedProaded

Dubocomme of InterzcHomn

Transfemed to Spaciali st AEspeert
Applimtions Completed

WiCE Programs Befemed

External Programs Refermed

WCE + Exiemal Progmams Refermed
Re=ources Provided

Techmical A=zsistamce Provided
Remmmendators Provided

Agiditional 1informat o Headed
wirtual Beergy saedit Completedl 1
Call BEack srappointment Scheduled
Andizred with Billing Question

ather z
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