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FortisBC improved the billing experience, redefined service
delivery, and raised awareness of energy use with its updated
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THE CHALLENGE

FortisBC considered their bill an underutilized communications tool, and customer
research showed that customers found the bill confusing. There was an opportunity
to increase awareness of programs and other important information while improving
the perception of the value that FortisBC delivers. Their goal was to give a sense of
helpfulness and ease while infusing moments of delight where possible.

4% Electricity FORTIS BC
@ Electricity @FORTISBC" Your meter reading Bill details
Meter number: Bimonthly residential rate
Amount to be withdrawn Your account This bill actual reading: 069469 kWh (Nov 25, 2024)

LT T 12345678 Last bill actual reading: 068620 kWh (Sep 25, 2024) Last bill (Jul 25 - Sep 25)———— $256.08

Name: Log in to your online account for more details Payment received (Oct 29 2024) $256.08CR
° -1l E Address, City, Province, Postal Code Balance from last bill $0.00

Electricity charges Sep 25 - Nov 25

Due Friday, Dec 27, 2024

Billing period: Sep 25-Nov 25, 2024 Customer charge 61 days —————————$45.28¢

Cost to support the system that brings

Billing date: Nov 25, 2024 ' ‘ electricity to your home/business
Cost for electricity used ———— —$120.22«
You used 849 kWh at $0.1416/kWh.
A $7.80 credit has been applied to this bill. What is a kilowatt hour? Total electricity chargegs———————————$165.50
A kilowatt hour (kWh) measures how much electricity is Credits & discounts
used in an hour. One kWh can: OCT B.C. Electricity Affordability Credit $3.90CR
OCT B.C. Electricity Affordability Credit $3.90CR
Ideas to help you save energy & money Provide 15 minutes* of baseboard heating Tetal credits & discounts $7.80CR
Your e|ectricity usage Vacuum baseboards % %e.q. 4,200 watt baseboard heater The credited amount of $7.80CR has been applied to this bill.
Removing dust from baseboards will help them work as
1455 kWh IYezl; glseecc::rei,gitsyktvr\ll:n % efficiently as possible. GST (5% of < amount) ———  —$8.28
p Reduce your usage: keep baseboards clear of carpets, ‘e hi
849 kith 983 kWh your last bill. 9 drapes and dust, Total from this bill $165.98
You used 134 kWh o . .
U less electricity than Avoid phantom power Withdrawal amount $165.98
this time last year. __ Unplug phone chargers and coffee makers, etc. to reduce
phantom power use.
Last This Last See details of your past ~ News to know
bill bill year usage on your online A shocking fact: power can jump from power lines. Stay at
““““““ t. least 6m away from overhead lines and 1m away from service

drops (the line going to your home). If you see a downed power
line, stay at least 10m away and call us at 1-866-436-7847.
Get more shocking safety tips at fortisbc.com/linesafety.

OUR APPROACH

A market scan and survey allowed us to understand the playing field and uncover the
gaps. We determined Fortis BC’s user personas and specific content needs through
extensive research. We architected the layout to marry user and printing
requirements for the physical bill and crafted the online experience. Focus groups
helped us zero in on the look and feel that delivered the most connection and sense
of ‘wow..
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Your 24-hour electricity usage

Last bill  This bill FORTIS BC

sl Ny saler

_q\\_ ;(I); —(D— C

Morning Afternoon Evening Overnight Summary Billing & payments My energy use
7 a.m. - noon Noon - 5 p.m. 5p.m.-10 p.m. 10 p.m.- 7 a.m. i
B 345 h NATURAL GAS
120 kWh 117 kWh
You currently owe

14 KiWh 14 kWh 1TkWh 10 kWh

Your meter reading Electricity rates have increased as of Jan.1by 5.65 per cent. $ ; O .1 3

News to know
The BC Utilities Commission has approved this interim rate

Met ber:
eternumber] change. For more details, visit fortisbc.com/electricityrates. View bill details

This bill actual reading: 5867 kWh (Jan 8, 2025)
Last bill actual reading: 5380 kWh (Dec 9, 2024)
onli

Log in to your online account for more details

Last Bill Your Next Bill
$45.12 Mar 12, 2025
Ideas to help you save energy & money Payment of $45.12 3 days from now
Energy assessment Received Feb 4
Get a free walkthrough energy assessment to help you save
1 energy.
fortisbc.com/businessrebates Full terms and conditions
apply.

Turn it down when not around
B Llowerthe thermostat in storage rooms, office and staff areas
f\., when not in use.

This curated system of bill designs across print, web, mobile and
email formats — 32 bill variations in total — enabled Fortis to provide
clear information relevant to its varied audiences on payments and
energy use and to encourage smart energy choices. The new bill
designs provided the right information to the right person, solidifying
Fortis BC’s position as a provider who cares.

FortisBC earned Chartwell's Bronze Billing and Payment Programs
Award for its Beyond the Bill program. The new designs have
Improved a key contact center performance indicator and effectively
achieved the objective of providing a fresh and exceptional billing

experience for all its customers.



