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Exhibit No. iJMK-Si

Project Compass Communication Planning

A
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Exhibit No._ (JMK-3)

Project Compags External Communicatjons

<-2013 — November 2014

December 2014

January 2015

February 2015

March 2015->

2/2/15
We are here A Ga.li
L\
Connections Connections
Web Page
Customer Direct Bill Insert

Mail

Industry Contingency
Publications (WEI, Video — How to Read Your New Bill Planning:
Intelligent Utility)

Communications *Media

Prep EVP/IVR Ads
Media | *Radio
Communications: Targeted Communications — Area eKiosks

Spokesman Review

Lights/Street Lights, Landlords,
CLB/Wind, Prior Obligation, APS

Postcards
Targeted |
Communications — Community Newsletter
Master Accounts I

PROJECT COMPASS

a7
YT

eBlast/Questline
|

Social Media
|

*Social Media
eConnections

Page 3 of 9



Exhibit No. iJMK-Si

Informing our Customers

PROJECT COMPASE

Use energy wisely
Usa our online erargy advisorto kam
about the anangy sawngs avalable for
you. Being avears of the snengy you s
N reducn costs and conssrss our ratural
rasources. With a vansty of tooks svaloble,
‘thors:ara rmary simpls, kow-cost sieps otk
‘to mouce erarngy weshs. Ona of the caskst
and most covaniant ways b by usng cur
onling anangy a
Ll zing the knsst wab fechnelogles, our
onling anargy scvior croatos 3 customized
anengy sngs plan thert s spacticte you.
Thar ars mamy fatures anemgy savars wil
lowva, such o
= Rocelve & froe onorgy analysks of
yourhoma
= (tling top ways yOou can =ve anargy.
# ficmees alibrarny of hov-to vidoos,
apert sdvics and nformatian about
anongy toplcs.
= Track your progress onlne.
To accees e orling orangy adveot, kg oma
your "My Accourk™ on avistaui bies com and
start sploning veays 1o savedoday.

~

‘:;:_ A\

» \

—

Your new bill and account number
changes coming in February

In Fabnuary, Avista’s new astormar Information and billing systam
‘willl ba in place, providing vz with incroased sfficencos in serving o and with raw
oppartunkies o bulld on the mosllent customer servics that you sepect.
Dur v systom will bring two important dangas to you in Fabnusny:
=a new 10 dight acoourt number
=g naw and iImproved bill

Stops you naad to taka Importantdstes to remambar
Do yeu pay your menthly erergy bil enling Comearsion to tha naw cusiomar
thrcugh pour bank or other third party? imfarmeatian ared bl
I =0, you will nasd to updats your & plannad for lanuary 25 o
acooumt ramber with your bank or February 2. During this ims,
peyment sarvics as soon as passibla acoms 1o your My occumt
after recelwing your Fabruary bill imormatian and stk s
“Your res soount rumbar wil be onyour optons st &yt ities com and
Fabruary bL on curautomated phone system
Ii2 ur bl by chack or mons: wll nort b swallablo. Hovowar,
?mpp-s‘lts:uhmb:mmmrm nh’mhd-mt;t"mh
—] us
acoount nurmiar In the mema fiedd and o " ﬂ?:mnufﬂmh o

ynurn-lmnm'bmfguurmhl
lecironic paymrank In Februany.
'I'h'lt.lhﬂrnufﬂmm‘tirm
Fu.r e and knovw that this chiangs may be inttially = e
hmm.mlmr_ Fw“hl.n'n'rn|:ur|ﬂ\:l-rl.l.rnn.l'(|mnrr:"l:““rrirln.lmtt‘I ard biling
systam will halp us continus providing sxoslant service whean you contact Svista.
Wéstch fora spectal mading in lanuany for mom infermation on cur new systom.

“You can abo vist avistautiBes.com or call us ot B0 2279157,
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Informing our Customers

Exhibit No

My Account

Pay Now

View My Bill

Go Paperiess.
Bill Assistance
My Bil

My Payments
Moving?

Update My Account
Biling Options
Payment Options

FYYVTVTYY

Manage Properties
Bill Inserts

Housewarming Gift
Certificate

Avista's Mobile Website

Services For Your m

Business

avistautilities.com

»Home page banner

»Web ad

»New landing page —
Changes to serve you
better

PROJECT COMPASE

L i)
g

(- make this easy.

Project Compass page title

Lorem ipsum dolor sit amet, consectetur adipiscing efit. Vivamus eu lobortis ante. Cras ac bibendum nulla, pretium
porttitor turpis. Sed mattis ut snim ac hendrert. Prassent diam augue, bibsndum
in varius vitae, tincidunt vel nisl. Nunc sodales quis libero dictum convaliis.
Fusce tristique neque vel urna ornare, sit amet uftricies arcu semper. Curabitur
wviverra, elit sit amet vehicula facilisis, massa magna lacinia edic, porta luctus
nisl estin est. Donec tempus sollicitudin neque, et faciisis justo fringila ac.
Morbi sit amet massa ipsum. Sed lobortis, velit et lacinia imperdiet, risus dolor
consectetur tellus, ut elementum eros justo at diam. Suspendisse euismod libero
lorem, tempus consectetur leo dignissim id. Etiam bibendum arcu diam, eu
tempor odio condimentum quis.

BT T T

New Account Number

Lorem ipsum dolor sit amet, consectetur adipiscing efit. Vivamus eu lobortis ante.
Cras ac bibendum nulla, pretium porttitor turpis. Sed mattis ut enim ac hendrerit.

Praesent diam augue, bibendum in varius vitae, tincidunt vel nisl. Nunc sodales quis
livero dictum convalis. Fusce tristique negue vel urna ornare, sit amet ultricies arcu
semper.

New and improved monthly statement

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Vivamus eu lobortis ante.
Cras ac bibendum nulla, pretium porttitor turpis. Sed mattis ut enim ac hendrerit
Praesent diam augue, bibendum in varius vitae, tincidunt vel nisl. Nunc sodales quis
livero dictum convaliis. Fusce tristigue neque vel urna ornare, sit amet ultricies arcu
semper

Learn more about your new monthly statement. Watch video.

Self serve options

Lorem ipsum dolor sit amet, consectetur adipiscing el Vivamus eu Iobortis ante
Cras ac bibendum nulla, pretium porttitor turpis. Sed mattis ut enim ac hendrerit
Praesent diam augue, bibendum in varius vitae, tincidunt vel nisl. Nunc sodales quis
livero dictum convallis. Fusce tristigue neque vel urna ornare, sit amet ultricies arcu
semper.

Learn more

Frequently asked questions

Lorem ipsum dolor sit amet, consectetur adipiscing elt. Vivamus eu lobortis ante.
Cras ac bibendum nulla, pretium porttior turpis. Sed mattis ut enim ac hendrerit
Praesent diam augue, bibendum in varius vitae, tincidunt vel nisl. Nunc sodales quis
lirero dictum convallis. Fusce tristique negue vel urna ornare, sit amet ultricies arcu
semper.

Learn more

Welcome Mair, Catherine =

Self-Service Options

| Select Option

-

= ol

Is Your Meter All

Clear?

Learn natural gas safety &

JMK-3
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Customer Direct Mail — January 2015

AIvISTA

Important infoermation
about changes

coming to your Avista
account and bill

A 0N
We’re making

changes to serve
you better.

Buistn i launchi i icn and bl

Quick Facts you need to know:

P Your account number will change. Al customers wil
recieve o new 10-digit accourt rurmber, Weich your Febrasry
il far your new account numbsr.

rumbar

system in Febinaary. W are excited shout the
and the increased efficiencies it provides, along with new
ities 1o buid on the sxcell

that you expect. This system is the com af cur daytc-day
i -y and

al :
-in Washington, kdsha and Oregan

¥ You may need to take action. Your new account number
will be o your first redesigned energy bil. You wil need ta
use your rew sccount number on any correspordence with
Mwista, inchading writing your new account number an your
paymert. I you pay your manthly Avista bill through
your bank, you will need to update your acoount
number with your finandal institution.

Key messages:

>

YV V V VY

Exhibit No.

Account Number Change

New bill

Website availability during cutover

FAQs

In specially-marked envelope

We're warking hard to miake the transit amil
pessible far yau. Ta make wure you bnw whet ta xpect and
wihat you may reed ta do, please take a few minutes 1o read
the following infarmiaticn. Mare informatian wil be avaiable
in your first new bill and orline at avistautities.com.

We are here ta make the transition to our new astamer
infarmation and hilling system as easy as possible
for you. If you have questions, wisit our website at
avistautilities.com ar call cur customer service certer at
{B00) 227-9187. We're available 7 a.m. ta 7 p.m. Manday
through Friday and Saturday 9 am. to § p.m.

PROJECT COMPASE

# Your newe menthly bill will be new and improved. The
updated manthly kil will be easier o read and easier ta find
your bill amaunt and payment dus date, and it will have
more infarmatian 1o help you manage your energy use.

P Some areas of aur avistautilites.com website will be
dawm during conversion. Comversion to the new custamer
infermatian and billing system s planned for Thursday,
laruary 29, ot 8:00 p.m, untd Monday, February 2, at 7:00
2.m. During this time, access ta your My Account infarmaticn
2nd self-service apticns at sistautilties.com and on aur
surtamated phore system will nct be avslsble. However aur
customer service team will be avafable to help yau.

Frequently Asked Questions

We're making upgrades to serve you
better - what you need to know

B Wihy is my sccount number changing? The updated
spstem requires a 10-digit szzount number rather than
a nine-digit account number which & curently used
Changing accourt rumbers can be a litle incorvenient
inkialy, bat we're sure our updsted custamer information
andbiling system will prowide new oppartunities o buid
o the excellent customer service that you expect when
you cantact Avista.

I How do | find my new account number? Your new
be in'the top center af you
fallowing the corwersion, which shaukd be your February
il Yo'l be remined abcut your new account number
with a meszage on the bill and o the outer envelcps of
your bil

e
Maw ac —l C
rumbor | e L -

P Do | need to use my new account number to pay my
ill? Yes. To make aure your peyment is comecily sppicd
2 your aceount, please start using yaur new sccount
rirmier a2 soon s possible sfter receiing it on your
firstnesw hil and make sure to write it on your check o
meaney crder.

I Wihat i 1 pay my bill with.....
= Chesk or meney arder by mail - Simply write your
new sccourt rmber in the mema ekl of your chedk
cron a money arder and place it, along with the
FaymEt sk, in the return erwelope induded with
yourkil,
Online Payment by Bank - f you have an criine
payment account set up, you need to provide your
new 1-cigit Auista acaourt rumber to your bark a
spon a5 possible after receiving your firt updated ill
which will include your new aczount nurmber.
= Payment Service - Autornatic withdrawals from
your checking ar saving sccount each manth wil
continus, howevet you will nesd ta provide your
e 10-digit Avista sccount number to your bank
as5con as possible after receiving your first new
il i i

AlwisTa

0. Bos

77
Spokane, Washinglon 99220-3727

Important changes

to your account are inside.

Please do not discard.

Oe-Time Electronic Payment - You can continue to
make 3 ane-time payment with a credit or deih card
o Froem your checking o savings account. Just make
sure o erver your new 10-digit account number.

I Wity s the bill changing? The updated bil wil be easier
ta read esier o find infarmation an your bl amaunt
and payment due date, and will have an expanded
message center with helpful informatian. Your first il
atter the canversion willinchude an insertwith more
informaticn an haw to read the updated bill. You can akia
viit aurwebsite at svistautilties com for a videa 1a hel
You biecame famiar with the new bll

B How will | knowwhen the change to the new
system has taken place? Watch for s special Avista
erwelope that will include your first updated bill
falkowing the change 1o out rew system. h iz planned
for Thursdy, Jaruary 28, at 8:00 p.m. untd Monday,
February 2, st 5:00 a.m,

B Wihat if | still have questions? We are here 10 help
mske the transiic 1o our new cLEtEmer informatian
systerm and new bill 5 ensy a5 possiale for you. f you

. vt our
call our customer service cemter 1300} 227-8167. Cal
valumes may be higher in the early days after canvessian,
s0we appredate your petienee and undenstanding.

AlwisTa

Important Information Enclosed
Open for changes to your account.
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February Bill

Insert

Important information about changes
coming to your Avista account and bill

Quick Facts you need to know:

» You have a new 10-digit account number. You can find your
news account number in the top center of your updsted bl whch &
enclosed. ff you are & master acenunt customer with multple accouns,
you now have one account umber for muttiple kcatiors, making it
Easler tD Manage your accounts.

¥ You may need to take actlon. If your payment s made through an
online payment account set, please update your sccount number with
your bank or other third party as 5000 2 possiale. Your new acoount
number Is on your Bill. if makng a ane-ime electronic payment with 2
creittor debit card o from your checking or saving account, make sure
10 enter your new 10-digit account number.

\fyuu = yuurh\ll by check, maney order, Awista automatic payment
your checking or s3ngs account, or WS My Account
you an rmm.ed mukeanym 10 update your account number.

P Your monthly statement is new and improved. when It comes
more Information you have the betier chokces you

can make. Thats why your updated manthly Avista energy bill has
been rmgroved, whether you are a residential, commercial of Industrial
customer; a landlord; or have a master account bill summary, the
redlesigned monthly bill:

» I Exsler to read,

» & easler tn find Information at s glance, and

+ has more helpful Information, induding a larger message center

and 3 134menth graph showing your histerical energy use.

More Information on how to rezd your bil s on the reverse. You can
also viit our website 3t avistautlities com for 3 video to help you
become famillar with the new bill

I We're here to help, We're here to make the transition t our new
mer Information billng system as eaxsy as possitle for you. If
you hiave questions, visit our website at avstautiities com or call our
customer sendce center 3t (800) 227-9187. We're avallable 7 am. to
7 pm., Moniay thimuch Friday and Saturday 8 am. to 5 p.m

Copyight 2014 Avista Corporation

Mwista’s new customer
information and billng system

with increased effidencies

in sarving you and with new
apportunities to build on the
excellent customer service that
you expect.

We know thatthis change may
initially be a little incorvenient
and that call volumes may
be higher in the early days
following the transition.
However, we're confident
rnew systemn will help us
eontinue providing a great
experience when you mntact
Avista. We apprediate your
patience and understanding.

How to read your bill: Front
New bill with explanation of fields.
;‘ mn(mamumum—mmﬁ:
€ amount you ove a 2 in
vannwplacéumhmpufmmgwmesllma
lance saction, and on your payment stub.

% Accountumber— use our new nume:
when requesting Iformation about your accounit or
mmpayﬂyynurwlmsmlma tels the ste
o il sl and o Pyt Code,
payatone ufuurPiM

@ il ata Glance - This section & a summary of
the hirgescn our bl hows prvous e
andanynew ? cradits. Detalled charges are
Tound an page 2 df thebil.

2 Contact Us - It's essy to reach us by phone,
anline, postal mal or emal—howeser you choase

E:Eyuu N oo ety el o e
JPRENINgs at Aulsta,

ttance Coupon - Datach and retum this
J]nr\wh!npayln q by check or maney order
sending niymerllwusmmughme mall. Be
sure 1 use the reum

How to read yuur bIII' Back

D ney '?u 5 area shows 3
hr!&-ulltd dm\hdd’\ ir monthly
enargy use, Induding the i uungjslnm

bllng . whch cn vy by mont
RGUOR, 0t o A SnErY s it e
bling cyde:

1 U &l ~If have 13-maonths
of usage history e s e graph wil

prior year.

O Automatic Payment service Enrallment Form -
rfyouaremmmdnm 0 Your payment

rbank account automaticaly, 1
e e bk i i et Be
e o crter 3wk 1 the b on e frnt s of

Specially-marked bill
envelopes in
February and March

Important changes

Pleasa do not discard. Your eneray bill s inside. o your account are inside.

Important Information Enclosed
Open for changes to your account and Avista bill.

Key Messages

» How to read your bill
» Promotes video

» Account number change
> New bill
» We're here to help
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Customer Segmentation

In Process:
» Automatic Payment Service
» Landlords

Auista
PO, Baw 3727
Spokane, WA 90220-3727

Important Information
abol’!t Changesl tc Yqur Frepara‘ti_orsfnrﬂ'.e.d'langeom.rtnournewcummer
Automatic Payment Service [JESsiitaslin i

your acoount, we want to make you aware of a change that
m

impacts your Automatic Payment Sendca.

Beginning with your next bill. your new due date will be
onthe ______of each menth. That & the date your Avista
payment will be drawn from your bank account each month.
your due date falls on a weskend or holiday, your payment will
be drawn on the next business day.

‘fou do not need to take any action at this time. If you hawe

questions, pleasa call us at (B00) 227-9187 or email s at

Askivita@avistacorpcom. One of cur customer sanice ’

representatives will be happy to assist you. \ |
J L

Sincemly,
‘four Avista Customer Sevice Team
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Project Compass Internal Employee Communications

<-2013 — November 2014 December 2014 January 2015 February 2015 March 2015->

)| D

.
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