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Introductions
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

a HomeServe
Andrew DeCastro

Myles Meehan

Michelle Martinez

Michael Fahey

Senior Vice President, Head of Corporate Development

Senior Vice President, Corporate Communication

Vice President, Account Management

Deputy General Counsel

a
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Public Service Commission, Department of Public Utilities, Office of ConsumerAdvocate

Other Stakeholders
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Agenda

Background

Key lssues

Customer Letter

Billing Tariff

Customer List

Additional Questions (Merger Gommitments)

O

o

O
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Dominion Products & Services (DPS)

. ln business since 1995

7 Dominion
Energy'

DPS Partners

$GE&l!i" PSNCEilEfrfre
. 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
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Who is HomeServe North America?
. 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 ltaly
. 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 g8%+ 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:
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HomeServe Service Area
HomeServe provides home repair
services plans to over 550
municipalities and utility
companies in North America

o.i
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O Homeserve USA Branded

O Utility Seruice Partners Branded
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HomeServe Partnerships in Utah:
. City of Orem
. City of Clearfield City
. Salt Lake City Public Utilities
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Utah and Surrounding State Partnerships
. 27 ,000 customers in the state of Utah
. Performed 2,400jobs, saving Utah homeowners over $1.2 million paid to in repair costs in the past

12 months alone

Nevada

Arizona

Wyoming

Colorado
6 partnerships

26,000 customers

$3.5 million paid in repair
costs in the last three years

a

a

13 partnerships

17,000 customers

$'1.3 million paid in repair
costs in the last three years

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

"We were in a challenging position
where residents were having
issues with their water and sewer
[service lines]and werenT 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. Srnce we joined, at
no cosf to the city, they educated
resrdenfs about their
responsibilities. Af /easf they would
know and be able to make an
educated decision."

- Steve Downs, Deputy City
Manager, Orem, UT

26 partnerships

Endorsed by League of Arizona
Cities and Towns

56,000 customers

$5 million paid in repair
costs in the last three

a

a

rs
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Goverage Areas - Customer Benefits

Repair progrcrms in dreqs related to:

tr Water; Sewe; Gas, & Electric Lines

tr Plumbing, Water Heater; Heating & Cooling, Surge

Protection, & Major Appliances

NOTE: HomeServe program offers can differfrom state to state

Customer Benefits:

o

o

Low cost protection from unexpected repair bills

One number to call when repairs are needed

Access to local licensed and insured contractorso

8



Products & Services Industry
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

Why would a company (utility) want this?
I mproves overal I customer satisfaction
Helps to educate consumers of their
responsibilities

Increases & improves overall brand
awareness

a

o Why wouldn't the company (utility) provide
the service?

May not have marketing expertise or other
resources to support business; non-core
competency

Non
Warranty

Warranty
Customer

Warranty
Custcmer
w/Rspair

Overall Satisfaction 8.4 8.8 { 8.8 \
)

A Company You Can Trust 8.1 8.8 {sD
Cares About lts Customers 7.9 8.5 4,6)

Positive Reputation in Community 8.2 8.8 {s.{)
High Quality Products & Services 8.2 { s,i1

Value of HavingA Warranty N/A
'w

8.5 { g.o2
More Favorable Opinion of

Dominion for Offering Warranties t9% 54%

*Customer survey administered Alan Newman Research for DPS
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Customer Experience

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)

lT/Data Exchange

r Enrollment
r Sync Fllcs
r €ustomerfloueeholdData
r PaymentReconciliation

?
{ry

PARTNER

BRAND

Partner
r Customer Billlng
r Customer tist
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Business & Process Relationships
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Business Deal Overview

Asset Purchase Agreement (APA)

Dominion Energy (DE)
Parent Company

HomeServe USA

DE-Ohio DE-UtahDE-Virginia
Dominion Products &

Services [DPS]

7?fillulle"Electric/Gas
Utilities Sale proceeds &

other payments

I

i DPS Business

-600,000 contracts

^'350k (DE-VA) '-250k (DE-OH) 0 (DE-ur)

. Non-compete in affiliate territories

. Conditional rights to use DE (parent) logo

-500,000 contracts
I

I I. Public Service NC
. SC Electric & Gas
. Cleveland Water
. Duquesne Light
. NOVEC Solutions
. Buffalo Water
. Coops
. lndependents

I

Commission Agreement (CA)

12 NOIES; For illustrative purposes only, does not contain all DE affiliated entities;
Transaction completed in 2 phases (aff iliate areas c/osed Dec 201 7 , others to close late 201 B)



Process Relationships

Birring-[Hngrees
Limited
Customer lnfo
(for program
admin)

Mdrketing
Campaign
Awdreness

HomeServe
Marketing
Mhterial Review
& Approval

Monthly customer fee
through utility bill

d

Monthly
Customer
Fees

Billing fees I
Program

Administration

DE-Utah

Dominion Products & Services (DPS)

HomeServe USA Program Customers
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Timeline
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Timeline - Prior to Utah Mailing

Nov 20th 2017 Feb - Apr 2018
Utah campaign
material review

and edits

Anr 19th 2018
Press release
fsee next slidelOct 19th 2017

DPS / HomeServe
Asset Purchase Agreement

Jan - Mar 2017
Preliminary

deal evaluation

Billing Tariff Order
Docket No. 17-A57-T04

Dec 1 51h 2017
DPS / HomeServe

Gommission Agreement

Nov 201 6
lnitial unsolicited

contact from
HomeServe to DPS

Apr-Nov 2O17

Extensive due diligence -
risk assessment, customer

benefit evaluation
(negotiations ensued

during this period)

Feb - ar 2018
VA & OH campaigns begin
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Garnpaign Public Relations

Press Release

Provided press release directly to 13
local Utah media outlets

Sent out over national Business Wire

oonfnionEneqytoofser lrtehcustorErr ltome kpdrservice plansrhrarEhlsormsene

Salt bke CitV, Uf, AprilX, 20XB - Bominion En€rgytodsyBnnounr€dth€ l.aundr sf I new home r:prir
service plan program thet will h€lp its Utih customers pfirt€{t agai nst the rost.and i nconvenience of
e merge ncy home re pairr.

Dominiofl Energy har pertnerud with Hom€SeruE t SA, th€ leading providerof homE emergen$/ r€pair
se rvice p lan p ro€rEms, to off€ r customers ecress to a suit€ of o pticnel ho me repairse rvice pl:ns.
Thrsugh the n€w prsgrBm, HomeServewillcfferrervice plans that€ov€r repairs to int€ri!r gas piping
Bnd €lestric lin€4 inte riar and exterirr plumbingsvst€ ms, ha:ting and roolingsyst€m repairs, water
heater repairs or replaieme n1s End more.

"rr$e are Fl€as€d to rolloutthis new se rvic€ fdrou r Utah customers,o sBid James H€al, Dominion Energy
Solutions Ge neral MBnEEe r. "Our experiense in other $cminisn se rvir€ t€nitori€s d€monetrat€sthst
ourcustomerseppreciate havingtheseopt'onal planravrilablEtothem50theyare prepared incge€ en
urgent repair is needed."

The servic€ plansoftrsd through Homeserve will prov)de homrown€rsvith coverEge that protetts
th€m from th€ €xpen5€ €nd insonven'tenceessociafed with home emergenry reFairs{snn,eEtir€th€m
$/ith q u€lifi€d p r€-scre€n€d lcreltechnidan! i n r timely msn ner end F roviding for th e fort Ef rsr/er€d
repairs or replace ments. HEmeS€rve plan holders also have aEress to: Repair Hotline srressible 24
hour:e dry, 365 dayss year, as well esthe best lirens€d and insuredcontrartorsthe communiry hesto
offer.

"What€verthe tause, dealingwithth€ unexFected Eost rnd incanvenienceafan emergency home
repairc:n be a challenge for mrny homeowner:,'' said John Kitzie,cEoof Homeserve us4. 'we ere
pl€ased ta be workingalongside of Dominion Energyto Frovide r sclution to assist Eustom€15 in these
situgtions."

Theservice plansanailablethrough Home$erveare prired between55.49andS13.9g Fermonth
dependingon the individual or bundled plan 5€l€cted. Custom€$urhochoo6et6enrollwill b€ sbl€to
pay brcouerrge on their monthly Dominion Energy bill.The prqgr.im iscomPlltelyoptionalEnd ths
covsr€€ c:n b€ €nr€led rtanvtime.
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Timeline
(Maiting+)

Ma-v 3
DPU data

request to DEU

Mav 23
PSC requests DEU
plan for unwinding

billing arrangements

Jun 8
DPS & OCS submit

questions for
Technical Gonference

Mav 1

DPU Media
Alert issued

Mav 11

DPS & OCS
submit Gomments

Jun 4
OCS data

request to DEU

I I

Apr 17-20
CampaignMails Campaign
(-550,000 Gas
Line mailings)

I
Apr 26-Mav 1

ln-Home Mav 2
DPS / HomeServe
suspend mailings

Mav 10
Clarification letter
mailed to
concerned

Jun 11

DEU responds to
OCS data request

customers Mav 21
Mav 9 DEU submits

DEU responds to Comments
DPU data request

Jun 5
DEU submits plan for

unwinding billing
arrangements

17
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Gustomer Response
Gas Line Campaign:
o [\umber of mailings -550,000
o [\umber of enrollments -8,200

160 162 r lnquiries to DEU

m lnformal Complaints (DEU & DPU)

98 99

30-Apr 1-May 2-May 3-May A-May S-May 6-May 7-May 8-May g-May 10-May

Medio
Alert
[May 1-]

1

Customer
Letters

[Apr 27-Moy 7]

NOTE: Data provided by Dominion Energy Utah;
DPU cotnplaint date reflects the day llrc cornplaint was recelved by DEU
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Gustomer Letter
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Review Process for HomeServe Materials (per agreement)

I

---
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Direct Letter ReferencesGas Line
Letter Review

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

21

"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 compqny seporate 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 $S.+g 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 anv time by calling 1-

833-808-67A3.1 agree Dominion Enersv mav provide mv data, including my account
number, to facilitate the orocessine of mv enrollm ent and billins under this olan. I

confirm I have read the information in this package, understand there are limitations
and exclusions, and meet the eligibility requirements for this coverage."



Gas Line lllustration - Included in mailing

Now it's easy to avoid the frustration and cost of unexpected repairs

Replace section of natural
gas supply line $212

Plan Members: NO CHAFGF

Repair/replace gas
safety shutoff valve $147

Plan Members: NO CHARAF

Hepair section of pipe
to your fumace $382

Plan Membere: N0 CnlnCgt

tNational average repair costs as of January ?t)16" No cttarge
for covered rcpairs up t0 youl annual beneflt amounl.

I TypicalHomeowner's
Hesporcrbrltty

Gas lines that run to a curbside meter arc lnduded in this coverage.

22



Gas I'ine Lettet - Website resoatce for customets

o I n letter, "For fasfest processrng, visit www.decustomerhomerepai r.com"
Link goes to landing page at unnnru.homeserveusa.com for DE customers...

H.H"serve

Affordable Repair Plans for Dominion Energy
Customers

Dominion Energy has partnered with HomeServe USA to offer optional, yet

afiordable repair plans, that provide protection against costly and inconvcnient repairs

to systems throughout their homes and propertics.

? Dominion
Energy"

I) sebct your state to get started: SelsctSHe

o
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HomeServe
Welcome Kit lretter

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

lncludes a website link to access service
plan information and provides toll-free
HomeServe Repair Hotline phone number

a

RsrlrPhnsfrollt

lino corarago frmn llomeSorra.

To tnako a scrvica call, simpb' callttta HomeServe Repair llotlino and prcviro your Service Agroornent Number. A
lqcal, licensedtedlnician will bs diroct€d to lour Foporty.

l{opefully you u,onl bs ftcod with a ga$ line €rnsrgency, but if pu ato, prompt, reliablo assi$ance b iust one crll
away.

_ Signed by HomeServe COO, reference
to www. My H o m eSe rve U SA. co m

P,S. ADc€ss !,aur accountonline and go paperless with F,deliv€ry of your plan doolrnenls,
Go to wlvrfl .MltlsnaS*wauS. A eom

ft'l;W"

May 10,2018

oearl'

Wo re glad you'ra with us.

Sincersly,

from HomeServe
Repair Plans

mwtadgd lins
is yourAs a Dominion Energy customer, ihank you fo

Kitsie

,..gas line coverage

from HomeServe.

S€n boAgrBernsnt. l€op this inftrmrtion handy to holp
sn€fgBncy.

Chiof Oporating Olficor
Homesavc"
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BillingTariff
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BillingTariff Third-party - per Tariff

Service Contract P rovider

oii., io* i"i";;; -i

I

Billing Services

rrnrn*
@

Billing Fees

l
I

Previously

Currently

Key Tariff Provisions
,/ Utah lnsurance 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)

DPS
Dominion Products
& Services (DPS)DE-Utah

26 Addressing "disparate treotment" : **To date, no other prospective third pafi has

_:?!s!:_!?_g!:iy_9:!irg__:-"ryie_":l::y_?EI!:!_

I
I
I
I
I



Gustomer Bill
HomeServe is clearly identified on bill

Account Summary as of May 18,2018
Previous Balance Due - 6125/2018
Current Charges . Gas Service {Budget}
Current Charges - Products and Services

I
P.S.C. Dod(et No. 1&057{7

O

oEU E*ibitc
Page 1 of2

55.00
55.00

5.49
Total Amount Due Upon Receipt $ll5-49
1% monthly interest (12% annually) charged on balanc€ on or afier6/25/2019.

Any Questions? Contact:
HomeServe Products & Services
7134 Lee Hrvy
Chattanooga, TN 37421
{-833.808-6703

Service irom 5114120'18 - 6/{4/2018
Rate - HomeServe Products and Services
HomeServe-lnt Gas Plan

HomeServe Products and Services

Page 2 of Customer Bill

Service

5.49
5.49

0.000000 0.000000 0.000000 0.000000

HomeServe Products and Services

27



Gustomer Goncerns (ifTariff is suspended)

Losf benefif 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)

a

o

O
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Gustomer List
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Customer List Improves Process & Customer Experience

a

o

a

Customer information helps to efficiently
facilitate processes related to the
convenience of on-bill

lmproves 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)

ma*etln€ r iilebslter

lT/Data Exchange

r Enrollment
r Sync Files
r Cnstomer/HouseholdData
I PaymrntRcconciliation

Partner
o (ustomer Eilllng
r Cu*omer Llst

PARTNER

BRAND
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Customer Information
Per the agreement, name, address, & randomlv generated identifier

are used for limited purposes fo facilitate efficient processes

Key considerations:

Name & address are considered "Public lnformation" and not "personal information" pera

Utah Notice of lntent to Sell Nonpublic Personal lnformation Act

Process & protections:

lnformation is treated confidentially and in strict adherence to the agreement

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

Randomlv qenerated identifier is on ly relevant to secure internal processes related to
new customer enrollment & processing
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Additional Questions
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