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Introductions 
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• Dominion Energy (DE) & Dominion Products & Services (DPS) 

─ Jim Neal   General Manager, Retail (DPS) 

─ Maria LaDelfa  Retail Marketing and Partner Relations Coordinator (DPS) 

─ Kelly Mendenhall Director of Regulatory & Pricing, State Regulatory Affairs 

─ Jenniffer Clark  Senior Counsel, State Regulatory 

─ Gary Jeffries  Managing General Counsel, Utility Operations 

─ George Marget  Deputy General Counsel, Utility Operations 
 

• HomeServe 

─ Andrew DeCastro Senior Vice President, Head of Corporate Development  

─ Myles Meehan  Senior Vice President, Corporate Communication 

─ Michelle Martinez Vice President, Account Management 

─ Michael Fahey  Deputy General Counsel 

 

• Public Service Commission, Department of Public Utilities, Office of Consumer Advocate 
 

• Other Stakeholders 



Agenda 
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• Background 

 

• Key Issues 

─ Customer Letter 

─ Billing Tariff 

─ Customer List 

 

• Additional Questions (Merger Commitments) 

 



Dominion Products & Services (DPS) 
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• In business since 1995 

• Market under DE brand in affiliate 

areas (VA, OH, WV) 

• Water, Sewer, Gas, & Electric Lines 

• Plumbing, Water Heater, Heating & 

Cooling, Surge Protection, & Major 

Appliances 

• Over 1 million contracts as of 2017 

 

 

 

DPS Partners 

NOTE:  Program offers can differ from state to state  



Who is HomeServe North America? 
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• The leading provider of repair service plans to 3.6 million homeowners, holding 5.6 million service plans across the 

continental U.S. and Canada 

• Part of a global LSE listed company with operations in US, Canada, UK, France, Spain and Italy 

• Serve one of their customers on average every 75 seconds  

• Saved homeowners more than $394 million in repair expense over the last 3 years 

• Receive a 98%+ satisfaction rating from Homeowners polled within 48 hours of their repairs 

• A BBB Accredited businesses with an A+ rating 

• Administrator of the National League of Cities Service Line Warranties Program under the Service Line Warranties of 

America (SLWA) brand 

• Partner with over 550 leading municipalities, utilities and associations, including these energy utilities:  



HomeServe Service Area 
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HomeServe provides home repair 

services plans to over 550 

municipalities and utility 

companies in North America  

HomeServe Partnerships in Utah: 

• City of Orem 

• City of Clearfield City 

• Salt Lake City Public Utilities 

HomeServe USA Branded  
 

Utility Service Partners Branded 



• 26 partnerships 

• Endorsed by League of Arizona 

Cities and Towns 

• 56,000 customers 

• $5 million paid in repair  

costs in the last three years 

 

Utah and Surrounding State Partnerships 
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• 3 partnerships 

• Endorsed by the Nevada 
League of Cities & 
Municipalities 

• 18,000 customers 

• $1.6 million paid in repair  
costs in the last three years 

 

• 13 partnerships 

• 17,000 customers 

• $1.3 million paid in repair  

costs in the last three years 

 

• 6 partnerships 

• 26,000 customers 

• $3.5 million paid in repair  

costs in the last three years 

 

Colorado 

Wyoming 

Arizona 

Nevada “We were in a challenging position 

where residents were having 

issues with their water and sewer 

[service lines] and weren’t aware it 

was their responsibility. So time 

after time, we were giving people 

this sympathy, ‘we’re sorry this 

happened, but we can’t do 

anything.’ That’s not the time you 

want to learn about your 

responsibilities. Since we joined, at 

no cost to the city, they educated 

residents about their 

responsibilities. At least they would 

know and be able to make an 

educated decision.”  

– Steve Downs, Deputy City 

Manager, Orem, UT 

• 27,000 customers in the state of Utah 

• Performed 2,400 jobs, saving Utah homeowners over $1.7 million paid to in repair costs in the past 

12 months alone 



Coverage Areas – Customer Benefits 
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Repair programs in areas related to: 
 

 Water, Sewer, Gas, & Electric Lines 
 

 Plumbing, Water Heater, Heating & Cooling, Surge 
Protection, & Major Appliances 
 
 
 

Customer Benefits: 
 

• Low cost protection from unexpected repair bills 

• One number to call when repairs are needed 

• Access to local licensed and insured contractors 

 

 

 
 

NOTE:  HomeServe program offers can differ from state to state  



Products & Services Industry 
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• Why would a company (utility) want this? 

– Improves overall customer satisfaction 

– Helps to educate consumers of their 

responsibilities 

– Increases & improves overall brand 

awareness 
 

• Why wouldn’t the company (utility) provide 

the service? 

– May not have marketing expertise or other 

resources to support business;  non-core 

competency 

Much of the industry is structured under partnerships whereby  

a company establishes a relationship with a service provider  

(eg. DPS, HomeServe) and markets under the company brand 

*Customer survey administered by Alan Newman Research for DPS 

HomeServe is a leading provider of home repair programs and is their sole business focus 



Customer Experience 
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• What improves the customer experience? 

– Comfort that the company (utility) has 

performed necessary due diligence to 

partner with a customer-focused, highly 

rated servicing company (brand);  

Branding also improves chances customer 

will open mail & have opportunity to add 

potential value-added service 

– Convenience of paying on-bill (included and 

identified separately on utility bill) 

– Minimization of billing and/or mailing errors 

(through use of limited customer 

information) 



Business & Process Relationships 
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Business Deal Overview 

 

12 NOTES: For illustrative purposes only, does not contain all DE affiliated entities;   

Transaction completed in 2 phases (affiliate areas closed Dec 2017, others to close late 2018) 

 

Dominion Products & 

Services [DPS] 

 
                                   ~600,000 contracts                                    ~500,000 contracts 
  
 ~350k (DE-VA)        ~250k (DE-OH)             0 (DE-UT)                       • Public Service NC 

• SC Electric & Gas 
• Cleveland Water 
• Duquesne Light 
• NOVEC Solutions 
• Buffalo Water 
• Coops 
• Independents 

Dominion Energy (DE) 
Parent Company 

DE-Ohio DE-Utah DE-Virginia 

Electric/Gas 
 Utilities 

HomeServe USA  

Asset Purchase Agreement (APA) 

Commission Agreement (CA) 

DPS Business 

Sale proceeds &  
other payments 

• Non-compete in affiliate territories 
• Conditional rights to use DE (parent) logo                                   



Limited 
Customer Info 
(for program 
admin) 

Process Relationships 

13 

Monthly customer fee 
through utility bill 

Monthly  
Customer 
Fees 

Program  
Administration 

Marketing 
Campaign 
Awareness 

HomeServe 
Marketing 
Material Review 
& Approval 

Dominion Products & Services (DPS) 

HomeServe USA  Program Customers 

DE-Utah 

Billing fees 

Billing services 
per Tariff 

Billing fees 



Timeline 
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Timeline – Prior to Utah Mailing 
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Apr 19th 2018 

Press  release  

[see next slide] 

Feb – Apr 2018 

Utah campaign 

material review 

and edits 

Dec 15th 2017 

DPS / HomeServe  

Commission Agreement  

Nov 2016 

Initial unsolicited 

contact from 

HomeServe to DPS 

Apr – Nov 2017 

Extensive due diligence –  

risk assessment, customer 

benefit evaluation 

(negotiations ensued 

during this period) 

Jan – Mar 2017 

Preliminary 

deal evaluation 

Feb – Mar 2018 

VA & OH campaigns begin 

Oct 18th 2017 

DPS / HomeServe  

Asset Purchase Agreement  

Nov 20th  2017 

Billing Tariff Order 

Docket No. 17-057-T04 



Campaign Public Relations 
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Press Release 

 

- Provided press release directly to 13 

local Utah media outlets 

 

- Sent out over national Business Wire 

 

 



Timeline 
(Mailing+) 
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Apr 17-20 

Campaign Mails 

(~550,000 Gas 

Line mailings) 

Apr 26-May 1 

Campaign  

In-Home 

May 1 

DPU Media 

Alert issued 

May 10 

Clarification letter 

mailed to 

concerned 

customers 

May 2 

DPS / HomeServe 

suspend mailings 

May 3 

DPU data 

request to DEU 

May 9 

DEU responds to 

DPU data request 

May 11 

DPS & OCS  

submit Comments 

May 21 

DEU submits 

Comments 

May 23 

PSC requests DEU 

plan for unwinding 

billing arrangements 

Jun 5 

DEU submits plan for 

unwinding billing 

arrangements 

            Jun 11 

DEU responds to 

OCS data request 

Jun 4 

OCS data 

request to DEU 

Jun 8 

DPS & OCS submit 

questions for  

Technical Conference 



Customer Response 
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30-Apr 1-May 2-May 3-May 4-May 5-May 6-May 7-May 8-May 9-May 10-May

Inquiries to DEU

Informal Complaints (DEU & DPU)

NOTE:  Data provided by Dominion Energy Utah;  

DPU complaint date reflects the day the complaint was received by DEU 

Gas Line Campaign: 
• Number of mailings ~550,000 
• Number of enrollments ~8,200 

Customer                 Media 
Letters                      Alert 
[Apr 27-May 1]       [May 1] 



Customer Letter 
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Review Process for HomeServe Materials (per agreement) 
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HomeServe 
submits mailing 
content (art) for 
review to DPS 

 

DPS & DE review 
(branding 

guidelines, etc) 

 

DPS submits 
edits back to 
HomeServe 
within 5-10 

business days 

 

HomeServe 
provides revised 
art – DPS has 5 
business days to 
provide additional 

comments 

 

DPS provides 
final approval to 
HomeServe to 

mail 

Submit Review Comment Approval Revisions 



Gas Line 
Letter Review 
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Direct Letter References 

“Dominion Energy customers can now protect their gas line with Gas Line Coverage 
from HomeServe.” 

“With this optional coverage, …” 

“Your gas line, from your utility’s responsibility up to each gas appliance in your home, 
is your responsibility.” 

“HomeServe…is an independent company separate from Dominion Energy and offers 
this optional service plan…” 

“Your choice of whether to participate in this service plan will not affect the price, 
availability or terms of service from Dominion Energy.” 

“YES, I want Gas Line Coverage from HomeServe. I authorize the $5.49 monthly 
charge, plus applicable taxes, to be included on my Dominion Energy bill. This optional 
coverage is billed monthly and based on an annual contract that will be automatically 
renewed annually at the then-current renewal price. I can cancel any time by calling 1-
833-808-6703. I agree Dominion Energy may provide my data, including my account 
number, to facilitate the processing of my enrollment and billing under this plan. I 
confirm I have read the information in this package, understand there are limitations 
and exclusions, and meet the eligibility requirements for this coverage.” 

Areas to Address 
 

Distinguish between 

Dominion Energy (utility) and 

third-party provider 

 

Other 

• Optional service 

• Gas line coverage 

(physical) 

• Cancel at any time 

• Customer data 

• Timing of receipt 

 



Gas Line Illustration – Included in mailing 
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• In letter, “For fastest processing, visit www.decustomerhomerepair.com” 

• Link goes to landing page at www.homeserveusa.com for DE customers… 

Gas Line Letter – Website resource for customers 
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http://www.decustomerhomerepair.com/
http://www.homeserveusa.com/


• A “Welcome Kit” is sent by HomeServe to 

new customers (see cover letter to the 

right) with all necessary information to 

fully understand the program benefits, 

costs, and all other terms & conditions 
 

• Includes a website link to access service 

plan information and provides toll-free 

HomeServe Repair Hotline phone number 

HomeServe 
Welcome Kit Letter 
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Repair Plans  
from HomeServe 

Signed by HomeServe COO, reference 
to www.MyHomeServeUSA.com 

…gas line coverage 
from HomeServe. 

Refunds are available from HomeServe for 
any customer who was confused by the gas 
line letter about the relationship between 
Dominion Energy – Utah and HomeServe   



Billing Tariff 
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Billing Tariff 
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Key Tariff Provisions 

 Utah Insurance Department authorization as “service contract provider” 

 Directly or indirectly related to utility services 

 No adverse impact to customer 

 Must have toll-free call center 

 Must allow customer to cancel at any time 

 Payment of initial set-up costs & on-going bill production costs (specified in Tariff) 

HomeServe Currently 

Previously 

Billing Fees 

DPS 

DE-Utah 
Dominion Products 

& Services (DPS) 

Service Contract Provider 
Billing Services 

Third-party – per Tariff 

Other Third Parties** 

**To date, no other prospective third party has 

sought to obtain billing services from DE-Utah    

Addressing “disparate treatment”: 



Customer Bill 

27 

• HomeServe is clearly identified on bill 

DE-Utah bill is in strict compliance with the Tariff provisions;  
Charges for HomeServe services are distinct & separate, appearing on the second page of the bill 

Page 2 of Customer Bill 



Customer Concerns (if Tariff is suspended) 
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• Lost benefit of convenient utility billing 

 

• Potential confusion or lack of response by customer (for alternate billing) could result in 

loss of expected coverage 

 

• Suspension of tariff and subsequent request for new billing method may cause concern 

as some customers may believe this is a phishing scam  

(attempting to get credit card or banking information) 



Customer List 
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Customer List Improves Process & Customer Experience 
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• Customer information helps to efficiently 

facilitate processes related to the 

convenience of on-bill 

• Improves service call response & reliability 

through always accurate & up-to-date data 

• Reduces potentially confusing customer 

mailings due to name or address issues 
(data from utility is typically better quality than 

information procured from other sources) 

 



Customer Information 
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Per the agreement, name, address, & randomly generated identifier 

are used for limited purposes to facilitate efficient processes 

Key considerations: 

• Name & address are considered “Public Information” and not “personal information” per 

Utah Notice of Intent to Sell Nonpublic Personal Information Act 
 

Process & protections: 

– Information is treated confidentially and in strict adherence to the agreement 

– Process includes use of secure FTP sites using HTTPS/SSL (ie. encrypted data) 

– Randomly generated identifier is only relevant to secure internal processes related to 

new customer enrollment & processing 



Additional Questions 

32 



Q&A 
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