ENHANCING THE CUSTOMER
EXPERIENCE WITH MOBILE
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AEP Corporate Communications | Creative Services
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HANK YOU, QUESTLINE!
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GENDA

Brief recap of AEP mobile history
Compelling mobile stats
Designing for mobile

Usability and research techniques

Alerts, notifications, and communication
preferences

Mobile apps and the future
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BOUT AEP

5.4 million customers
11 states

200,000 square miles
/ utility companies

1 corporate site

8 customer web sites!
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24,407,342 sessions in 2015 a aepohio.com c
(since redesign 2/18/15 - 12/31/15)

- 12,294,809 desktop (50.37 %)

Pay Your Bill

- 10,438,169 mobile (42.77 %)

Start, Stop or
Transfer Service

-+ 1,647,364 tablet (6.86%)

Outages & Problems

Working To Keep the
Power On
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2016 Utility Website
Evaluation Study™

J.D. POWER

McGRAW HILL FINANCIAL

#1 Rated Website by J.D. Power

L{Q Igniting Ideas 2016 Enhance Customer Experience with Mobile E



AEP MOBILE

From full site to mobile optimized to responsive

Enhance Customer Experience with Mobile
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12:05 PM

Qutaaces & Problems

Click on a county below for more outag

lweet this | Follow us for updates

L-S;;a




Way, way back in 2009...
before our mobile site was born,
13% of all web traffic came from

mobile devices
during major storms.
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Get¥

Jalance

-specific
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Outages

Contact Us
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E OHIO Home I

Mobile Web Home

AEP Onhio offers outage reporting
and info through our mobile site.

We are currently managing
restoration efforts for 2 major ocutages
in the AEP Ohic service territory.

* May 8 Severe Storms

* Columbus Dust Storm

Report Outage
Current Outages

Outage Safety
FAQs
Contact Us

aObswON~

See our full site for other
customer service options.

{c) 2070 American Elecric Power | Ful Ste
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Mobile Web Home

AEP Onhio offers outage reporting and info
through our mobile site.

We are currently managing restoration efforts for 2

major outages in the AEP Ohio service territory.

- May 8 Severe Storms

+ Columbus Dust Storm

Report Outage
Current Outages

Outage Safety
FAQs

Contact Us

aORhLN=

See our full site for other customer service
options.

() 2010 American Electric Power | Full Site

BILE OPTIMIZED

Mobile Web Home
AEP Ohio offers outage reporting and info
through our mobile site.

We are currently managing restoration efforts for 2
major outages in the AEP Ohio service territory.

- May 8 Severe Storms

+ Columbus Dust Storm

. Report Outage
. Current Outages

. Outage Safety
. FAQs

. Contact Us

See our full site for other customer service
options.

{c) 2010 American Elecric Power | Ful Ste
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Home Account Outages

Your Account

COURTNEY B SMITH

316 BELL HOLLOW RD
Acct#: 010-009-300-2-2

Contact

Switch account

Total A $386.87
Due Date: 6/21/2011
Last Payment Received: ($62.69)
5/19/2011
Pay Your Bill
_ N .
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AEP OHIO
-
Contact

Home Outages Full Site

Report Outage

Downed wires or safety hazards? Call 24
hrs/day: (800) 277-2177

Help us locate your outage:
+10-Digit Home Phone Number

[ J

OBILE OPTIMIZED FOR TOUCH

ul.. AT&T T 3:18 PM
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Help us locate your outage:

+10-Digit Home Phone Number

|

J
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North American Derecho
June 29, 2012
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4 MILLION CUSTOMERS AFFECTED

Click on a colored county to view more detailed information about the area.

Licking Co.
45,008 Customers Out
[click for details)

¥y '

E OHIO*

A unit of American Electric Power

AEP Dhio serves 1,499,233 customers in 65 counties in OH & WV

CUSTOMER OUTAGES LEGEND
100 - 500 ( > Service Territory

501 - 2,000 County Lines

2,001 + - ' Major Highways

Enhance Customer Experience with Mobile E
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At the peak of the storm aftermath,

67%

of all web traffic on AEPOhio.com came
from mobile devices.
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OBILE TRAFFIC SKYROCKETED

Before Storm % | Peak Outage % Mobile

s Il Mobile Traffic Traffic
AEP Ohio 17.4% 67%
Appalachian Power 16.7% 64 %
Indiana Michigan 16.9% 60.5%
Power
Kentucky Power 15.6% 57%

| "Before Storm" is the 13-day period immediately preceding the storm, or June 16 - June 28. “Peak Outage” was on June 30.
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OBILE TRAFFIC SKYROCKETED

: . . Mobile Visits
Mobile Visits :
During/After % Change
Before Storm
Storm

AEP Ohio 20,626 223,839 +985.23%
Appalachian Power 10,417 116,507 +1,018.43%
Indiana Michigan 8,001 39,602 +394.96%

Power
Kentucky Power 1,793 7,173 +300.06%

"Before Storm" is the 13-day period immediately preceding the storm, or June 16 - June 28. "During/After Storm" is the
13-day period from June 29 - July 11.
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ELF-SERVICE INCREASED

% Increase vs.

Self-Service

June 2012
View Online Bill | 6%
Usage History 36%
Account Summary 20%
Start Service 86%
Stop Service 56%
Level Pay 72%
Paperless 1 7%
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BILE SURVEYS

AEP Utilities - Poll Administration

Administration Home :: Poll Results

What is the reason for your visit?

il VIRGIN 3G 4:20 PM 01 @
. =AC Report Outage / Get Status (13327 votes)

51.2%
X

Streetlight Problem (140 votes)
Help Us Improve Our Mobile Site

10.5%
What is the reason for your visit?

Start/Stop/Transfer Service (1585 votes)

R

Account Balance (4728 votes)

B s

Make Immediate Payment (3820 votes)

. 147

Payment Extension (891 votes)
H34%

Go Paperless (592 votes)
12.3%

Other (933 votes)
H36%

26016 Votes
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OBILE EMAILS

9:43 AM

8 Contact Us

What are customers actually T -
saying while they’re in the

Do not use this form to report outages or

c h a n n e I safety hazards. Report outages here.
|

First Name

[ J

Last Name
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USTOMER EMAILS

First Nawe:
Last Name:

Email: "
Street:
City: Fort Wayne
State: IN
MESSAGE:

What is status of our outag

First Nawe:
Last Namwe:
Email:
Jtreet:
City:
State:

4 "Contact Us" message has been sent from www. indianamichiganpower.corm:

broken arrow
OK

Power has been out for an hour a

N! Igniting Ideas 2016
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First Nawe:
Last Nawme:

Email:
Street:
City: Monroe
State: VA
MESSAGE:

We received a termination notice for 10/25 for the past due amount of 276.51 for
account # 10-1-5. We are regquesting an extension for the past due amount
until 10/31, when I am paid. We will pay online. We would appreciate an
extension.

Thanks in advance,

Steve M

Enhance Customer Experience with Mobile :




MOBILE USERS WILL DO
ANYTHING AND EVERY THING

DESKTOP USERS WILL DO,
PROVIDED IT'S PRESENTED
IN A USABLE WAY.

http://www.slideshare.net/bradfrostweb/for-a-futurefriendly-web-webvisions-chicago-2012
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& aepohio.com ¢

AEP OHIO Log In

el

Home Account Outages Contact

e Account Summary

* Pay Bill

» Report Outages

¢ Check Outage Status

® Current Outages

* Energy Usage

¢ > M om A

Enhance Customer Experience with Mobile
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VIEW FULL SITE IS OBSOLETE
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Pay Your Bill

Start, Stop or
Transfer Service

Outages &
Problems

Igniting Ideas 2016

Register 1-800-672-2231

We're Your
Power
Company:

People You Can Rely On

..} Pay YourBil

: 6 Start, Stop or Transfer Service

_% | Outages & Problems

Save Energy

Rebates and Incentives
Saving Tips and Tools
Calculate Energy Consumption

Level Your Monthly Payments

E OHIO l_og [ Register 1-800-672-2231

We're Your Power\A
Company:

People You Can Rely On

.S.) Pay YourBil *s+ | Start, Stop or Outages & Problems
Transfer Service >

Save Energy Safety Business

Rebates and Incentives VIDEO: Live Lines Rates & Tariffs
Saving Tips and Tools Call 811 Before You Dig Bills & Payments
Calculate Energy Consumption Downed Power Lines Energy Usage

evel Your Monthly Payments How Electricity Works Business Development Resources

yoe with Mobile ‘
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- My Account
Service Requests
Start, Stop & Transf
Start Service

Start Service

[]: o «

Enter New Adc

To begin, please enter t

address where you nee
service |f voul nrefer ve
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Schedule Payment

Total Amount Due: $103.00
Due Date: 5/24/2016
Pay From: E OHIO' e
% |Checking - x1041 .
Add
— My Account Outages & Problems
Amount:

Report Power Outage

i J

$10,000 maximum per transaction. Report an Outage

Payment Date: All inquiries through this automated syste
] monitored 24 X 7 x 365.

* [5/24/201 6

1 2 3 4 5
Payments can take up to 2 business d

Continue > Canc .
Conirve > Safety Gonditions

* Does the outage include a downed v
or safety hazard condition?

O Yes, a downed wire or safety
hazard condition exists

O No
O ldon't know

Enhance Customer Experience with

Savings Incentive Programs

Rebates on energy efficient products &

services

Also See Business Energy Savings

Learn Energy Efficiency

»



45.0%

30.0%

15.0%

5.2% 5.1%

BILE TRAFFIC

Mobile Traffic as Percentage of Overall Web Traffic

53.0%

24.9% 25.0%

0.0% : t t
Jan’Il  Apr’ll  Jul’ll  Oct’ll Jan’l2
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Apr’l2 Jul’l2 Oct’l2 Jan’I3 Apr’l3 Jul’l3 Jul’l4 Oct’l4 Jan’I5 Apr’l5 July’l5 Oct’l5 Jan’l6 Apr’lé
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Total Amount Due:

Pay Your Bill v

Due Date: 5/24/2016
View Bill

Last Payment Received: ($96.00)

4/22/2016 Billing History

Payment Options P ay Yo u r Bi I I

Free Payment (w/ Paperless Billing)
Requires two banking business days to appear on >

our account -
e 48% mobile
©® You are enrolled in paperless billing

® Free payment from your checking account

508,000 monthly unique page views

Immediate Payment (w/ $2.95 Fee) >

® Pay by electronic check, credit, debit, some
ATM cards

® Payment is through AEP Ohio's partner
BillMatrix. AEP Ohio will be notified immediately.
More details.

M! lgniting Ideas 2016 Enhance Customer Experience with Mobile E



Schedule Payment

Total Amount Due: $103.00
Due Date: 5/24/2016
Pay From:

% |Checking - x1041 -

Add

Amount:
* | $103.00

$10,000 maximum per transaction.

Payment Date:

* | 5/24/2016

Payments can take up to 2 business days to
process.

Continue > Cancel

Working Around Home?

A

Paperless Payments
40% mobile

@5 Igniting Ideas 2016 Enhance Customer Experience with Mobile
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Start Service

2 3 4 5

Find Address
Confirm Address
Details

Enter New Address

To begin, please enter the address where you
need to start service. If you prefer, you can
Enter your meter number of your new

- Start Service

56% mobile

* | 5554 E. 5th Ave

Address 2

City

% | Columbus

State
% |Ohio -

ZIP Code
* | 43288

e,! Igniting Ideas 2016 Enhance Customer Experience with Mobile



Transfer Your Service

Find Address
Confirm Address
Mailing Address

Enter New Address

3456

Next, tell us where you're moving to.

If you prefer, you can Enter your meter

number of your new address.

Address 1

Transfer Service

% | 1234 Main Street

Address 2

52% mobile

City

% | Columbus

State

% |Ohio

ZIP Code

* | 43299

ea Igniting Ideas 2016
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Appliance Rebate Program

Get your rebate now to start saving at
home.

Make your life easy with energy savings:

|
© Simple discounts. Earn cash-back rebates from A I R b t
your new ENERGY STAR appliances. p p I a n ce e a es
©® Long-lasting savings. Save big on monthly

energy costs. 45 O/O m O b i I e

© Reliable comfort. Improve your home with high-
performing appliances.

© Smart investments. For just a little more money,
you save a lot of energy.

Want to mail in your rebate?

Download one of the forms below to get your rebate.

%) ENERGY STAR® certified electric heat pump
water heaters — $500

M' [Elitnsllceasieote Enhance Customer Experience with Mobile E



Report an Outage

monitored 24 x 7 x 365.

All inquiries through this automated system are

Step 4: Provide Details

1 32 W3 I
| Step4:ProvideDetalls

Create Outage Ticket

Service address starts with:
2780 B+

Home Phone:
614- -

Contact Information
Contact Name:

Report Outage

90% mobile

* | ERIC DAVIS

Contact Phone Number:

* |614-555-1212|

Best callback number to reach you during the

outage.

Overall Outage Information

* Select the option that applies
describes the situation:

. All out
. Part out

or best

ea Igniting Ideas 2016
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Today during major storms

90%

of all web traffic on comes from
mobile devices.
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DESIGNING FOR MOBILE

(Designing for humans using small gadgets)

Enhance Customer Experience with Mobile E
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E OHIO Home I

Mobile Web Home

AEP Onhio offers outage reporting
and info through our mobile site.

We are currently managing
restoration efforts for 2 major ocutages
in the AEP Ohic service territory.

* May 8 Severe Storms

* Columbus Dust Storm

Report Outage
Current Outages

Outage Safety
FAQs
Contact Us

aObswON~

See our full site for other
customer service options.

{c) 2070 American Elecric Power | Ful Ste
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#*BlackBerry

Mobile Web Home

AEP Onhio offers outage reporting and info
through our mobile site.

We are currently managing restoration efforts for 2

major outages in the AEP Ohio service territory.

- May 8 Severe Storms

+ Columbus Dust Storm

Report Outage
Current Outages

Outage Safety
FAQs

Contact Us

aORhLN=

See our full site for other customer service
options.

() 2010 American Electric Power | Full Site

BILE OPTIMIZED

Mobile Web Home
AEP Ohio offers outage reporting and info
through our mobile site.

We are currently managing restoration efforts for 2
major outages in the AEP Ohio service territory.

- May 8 Severe Storms

+ Columbus Dust Storm

. Report Outage
. Current Outages

. Outage Safety
. FAQs

. Contact Us

See our full site for other customer service
options.

{c) 2010 American Elecric Power | Ful Ste
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OBILE OPTIMIZED?

Not Charging @}

8 Current Outages

[0 A == |www.aepohio.com/mobile/CurrentOutage

Home
A unit of American Electric Power
Current Outages

AEP Ohio April 20 Wind Storm
Update: 12:15 PM, 4/20/2011 ... Read More

Outages By County
There are 10 counties with outages > 100 customers.
4/20/11 1:53 PM (refresh)

County Customers Out
ALLEN Co., OH 966
COLUMBIANA Co., OH 110
FAIRFIELD Co., OH 214
JEFFERSON Co., OH

LICKING Co., OH

MUSKINGUM Co., OH

PICKAWAY Co., OH

PIKE Co., OH

ROSS Co., OH

VINTON Co., OH

Grand Total:

. Report Outage

. Current Outages
. Outage Safety

. EAQs

. Contact Us

. Home

©2011 American Electric Power | Full Site
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K, NOT REALLY MOBILE OPTIMIZED

rLive image - Image Mate SCIEN

[ Live image - Image M... Links > @ jp L 2:57 PM
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AEP APPALACHIAN
POWER’

o~

Home Account Outages

Your Account v

COURTNEY B SMITH
316 BELL HOLLOW RD

Acct#: 010-009-300-2-2 Switch account

Contact

Total A $386.87
Due Date: 6/21/2011
Last Payment Received: ($62.69)

5/19/2011

Pay Your Bill

ul.. AT&T T 3:17 PM

AEP OHIO

E=S

Home Outages Contact Full Site

Report Outage

Downed wires or safety hazards? Call 24
hrs/day: (800) 277-2177

Help us locate your outage:
+10-Digit Home Phone Number

[ J

M! Igniting Ideas 2016
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Help us locate your outage:

+10-Digit Home Phone Number

|

|

Enhance Customer Experience with Mobile
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MINIMIZE TEDIOUS
INTERACTIONS

Enhance Customer Experience with Mobile



DESIGN FOR THE HUMAN FINGER
at least 44 px

Enhance Customer Experience with Mobile E
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& . com ¢ & aepohio.com ¢
P T
Registration requires information from a current Reg| ster
bill.
Account Number © Find Your Account
[ lEnter your Account Number ] Phone Number:
* [| J
l Continue ]
Continue
Contact Us | Terms - Condftions | Privacy Policy OR, if you prefer, you may search by

account number.

Done L — ———

AutoFill

ea Igniting Ideas 2016
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Email Address
Email Address:

[ ]

Confirm Email Address:

[ ]

Yes, | do wish to receive energy tips e-
newsletter.
Create Account

eeeee ATRT = 1:55 PM X 86% EE)
& aepohio.com

> AutofFill Done

Send an Email

* Category: |Feedback -

Email Address:
* ||

Confirm Email Address:

.3

First Name:
x — ]
) AutoFil Do

e'! Igniting Ideas 2016 Enhance Customer Experience with Mobile E
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DESIGN FOR THE HUMAN THUMB

Enhance Customer Experience with Mobile E



IPHONE 6 PLUS

IPHONE 6

IPHONE 5 TO 5S

IPHONE TO IPHONE 4S

http://scotthurff.com/posts/how-to-design-for-thumbs-in-the-era-of-huge-screens

{! Igniting Ideas 2016 Enhance Customer Experience with Mobile
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& aepohio.com ¢

E‘ s OHIO —
STRETCH

Pay Your Bill

Start, Stop or
Transfer Service NATURAL

Outages &
Problems

0 m

k iIPhone 5/ 5s
‘ Igniting Ideas 2016 Enhance Customer Experience with Mobile
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wﬂ aepohio.com ¢

y /.1 OHIO
VE STRETCH wew

.S. Pay Your Bil

«  Start, Stop or

o Transfer Service

4 Outages &
Problems

> ow

iIPhone 5/ 5s

Enhance Customer Experience with Mobile
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a aepohio.com ¢

Pay Your Bill STRETCH

«es  Start, Stop or
Transfer Service

i Outages & Problems NATURAL

Working To Keep the
Power On

IPhone 6

‘ Igniting Ideas 2016 Enhance Customer Experience with Mobile
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Pay Your Bill

Start, Stop or
Transfer Service

LA AT O3 1 ges & Problems

Working To Keep the
Power On

IPhone 6

Enhance Customer Experience with Mobile E



NTENT

AEP AMERICAN®
ELECTRIC

HOME INVESTORS

NEWSROOM ENVIRONMENT COMMUNITY CAREERS

ABOUT US CONTACT US

- Cut everything you can.

- Why are you writing?

EVER

Y word

- Mobile abandonment
almost guarantees a
phone call.

M! Igniting Ideas 2016
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& Home / Environment / Climate Change / Investment in Renewable Resources

AEP Energy Partners

Trent Mesa Wind Farm

Desert Sky Wind Farm

San Cristobal Wind Project

Smith Mountain Hydro

Home

Investment In Renewable
Resources

Our growing renewables portfolio helps meet our customers' energy
needs while also reducing our environmental impact.

Wind

We've had an active wind generation development program since the
mid-1990s. AEP supplies electricity from renewable wind resources in

Trent Mesa Wind Farm

AEP's Trent Mesa wind farm uses
100 wind turbines, each rated at

three ways: purchased power hip and i
development.

Purchased Power Agreements

We sign long-term purchased power agreement with wind project
developers to increase our renewable portfolio without requiring
capital investment in the wind facilities. Six of our regulated utility
operating companies have agreements to purchase a total of 2,584
megawatts (MW) from wind power facilities in lllinois, Indiana, West
Virginia, Ohio, Oklahoma, Kansas, and Texas.

Read about our Regulated Wind Energy Power Purchase Agreements.

(PDF)

In addition, our subsidiary AEP Energy Partners has agreements with
the Southwest Mesa (75 MW) and South Trent (102 MW) wind power
facilities located in Texas. Power from these facilities is contracted to
the city of G , Texas, including University.

AEP Ownership

« AEP Energy Partners buys and sells power within the unregulated
Electric Reliability Council of Texas (ERCOT). It owns 310.5 MW of
wind generation capacity in Texas.

The Trent Mesa Wind Farm near Abilene, Texas, in Nolan and Taylor
counties, was completed in 2001 and has 150 MW of capacity. The
energy is sold to Luminant under a wholesale energy supply contract.

The Desert Sky Wind Farm near Iraan in Pecos County, Texas, was
also completed in 2001 and has 160 MW of capacity. The energy is
sold to CPS Energy of San Antonio under wholesale energy supply
contracts.

International Efforts

San Cristobal Wind Project -- AEP led development of the 8's San
Cristobal Wind Project in the Galapagos Archipelago. The 2.4-
megawatt project, dedicated in March 2008, was completed in
collaboration with 8, the United Nations, and Ecuador. It is the first
large-scale wind project in Ecuador and is one of the largest wind-
diesel hybrid systems in the world.

Hydroelectric

We have 17 hydroelectric generating facilities in Virginia, West Virginia,
Ohio, Indiana, and Michigan, generating more than 800 megawatts of

electricity. We own and operate two types of facilities: run-of-the-river

and pumped storage.

.

The Smith Mountain Hydro Project on the Roanoke River southeast
of Roanoke, Virginia, was the nation's first major development that
combined run-of-the-river hydro with pumped storage generation.
Water held in the lower reservoir (Leesville) is pumped back into the
upper reservoir (Smith Mountain) during off-peak hours, for use in
generating electricity during times of peak demand. The Smith
Mountain and Leesville facilities have a combined generation
capacity of more than 600 MW.

.

The Claytor Hydro facility on the New River in Virginia, is our next
largest hydro project with a capacity of 76 MW.

Read about our hydroelectric facilities.
Solar

AEP Ohio, an AEP operating company based in Columbus, Ohio,
signed a 20-year power purchase agreement for solar energy with
Wyandot Solar LLC, a subsidiary of PSEG Energy Holdings. AEP Ohio is
purchasing energy from the 10.08-megawatt Wyandot Solar facility
near Upper Sandusky, Ohio. The project, covering about 80 acres in
Salem Township, consists of 160,000 photovoltaic modules supplied by
First Solar, Inc., a company that manufactures solar modules in
Perrysburg, Ohio.

AEP also has installed rooftop solar arrays at several of its facilities to
learn more about the technology's performance.

Biomass

Biomass generates electricity using non-hazardous, cellulosic material
from forest-related resources (wood waste materials). The materials are
burned, or the methane released during decomposition is burned.
Biomass represents a potential carbon-neutral energy source. The
carbon released while converting plants and trees into electricity is the
same carbon that is taken out of the atmosphere during
photosynthesis. We've conducted biomass co-firing tests and analyses
at several of our power plants, and we continue to investigate biomass
fuels.

Today we use biodiesel for unit startup and flame stabilization at
several power plants.

Environment Careers

About Us




ONTENT

- Cut everything you can.

- Why are you writing?
EVERY word

- Mobile abandonment
almost guarantees a
phone call.

l PEOPLE DON’T READ
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ONTENT AUDIT

N 4 <4 » »|
|Normal View

Candidate
Content Web Writing Meets User | Meets Bus Rank Top pruning
Page Name Source Content Notes Type(s) Accurate? |Timely? Standards? Needs? Needs? 1007 consolidat
Investors http-//www.aep.com/investors/ Lots of busy-ness going on on this page. Stock performance table, Text blocks, Most,
video (Century of Dividends), PDFs (2011 Fact Book), links to Proxy |table of stock except
Statement & Appendix, 2011 Corporate Accountability Report performance, Century of
(Sustainability), news articles; question: Do we need two links to the |links, video, Dividends
Corporate Accountability Report; this page has buttony graphics Mostly video talks Yes Yes Yes NA No
about 400
consecutive
earnings
releases
Buy and Manage |http-//www.aep.com/investors/buya |This page was rewritten to be more web friendly, although for the non |Owned
AEP Stock ndmanagestock/ AEP shareholder, the "or" needs to be embedded along with the elsewhere
steps 1 and 2 above; the design elements may be preventing
this.This page was rewritten to be more web friendly, although for the
non AEP shareholder, the "or" needs to be embedded along with the
steps 1 and 2 above; the design elements may be preventing this. Yes Yes Yes Yes Yes 51 No
Body has email link to launch/new win to Computershare e-mail
page; Buy Stock and Manage Your Stock Account launch to
Computershare home page; Subscribe to E-mail Alerts launches to
http:/iwww.aep.com/investors/newsreleasesandemailalerts/femail Alert
s/
Buy Stock at http-//iwww.computershare.com/us/ |Launch/new window to Computershare home page (page used to Owned Not sure Not sure
Computershare  |pages/default.aspx differ from Manage Stock at Computershare). Wondering how this will [elsewhere assumeci aseiam eci No Yes Yes NA No
render when we go to Responsive.
Manage Stock at | http-//www.computershare.com/us/ |Launch/new window to Computershare home page; (page used to Owned Not sure Not sure
Computershare  [pages/default.aspx differ from Buy Stock at Computershare) Now the same page as Buy |elsewhere 235UMO d 2SSO d No Yes Yes NA No
Stock at Computershare.
Analyst Coverage |htto//www.aep.com/investors/buya |Nothing really to do with this Table Not sure, Not sure,
gs;nanaqestock/analvleoverage.a asaumed asaumed Yes Yes Yes NA No
FAQs: Buy & http-/iwww.aep.com/investors/buya |Six separate bullet lists/questions with jumps deeper into page.Very |Body text with
Manage Stock ndmanagestock/fag.aspx lengthy, hard to read. The information is useful, however. For jumps
example, information about How to get started with direct purchase of Not sure, Not sure,
AEP stock is a pretty important question. Rewriting this could make it assumed assumed No Yes Unsure NA No
easier to digest And, placing it on the may Buy and Manage AEP
Stock page might work.
Stock History & | htto://www.aep.com/investors/stock |Needs lead-in descriptor text for Stock Splits, Dividends & Link headings
Dividends historyanddividends/ Subscriptions on the History and Dividends web site. Also contains a |and brief
link to the Century of Dividends video that talks of our 400 descriptor text. \ AL v \ \ aa v
Sheetl |/ Sheet2 | Sheet3 | +
| Ready Sum= 262 v | { Y/
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ORMS

- Cut everything you can.

- Why are you asking?
EVERY field

- Mobile abandonment
almost guarantees a
phone call.

M, Igniting Ideas 2016 Enhance Customer Experience with Mobile

1

2

©
dll

Permanent Service
Permanent Service for a New Business
Ploase use this form 10 request service for a nowly-
constructed business faciity.

Also see information on our Requiremeants For Electrica
Service,

Customer Information

Email address:

Customer name:

Is this a legally registered name?

Additional customer name (store £, asset#, etc.k

Soe address.
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SABILITY TEST ACROSS DEVICES
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SABILITY TEST ACROSS DEVICES
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SABILITY TEST ACROSS DEVICES
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ERATE AND TEST YOUR DESIGNS

L" PUBLIC SERVICE : :
COMPANY OF [WARol Register Search Q
OKLAHOMA

Account Services Safety Save Energy Company Contact Us

We Power Lite’s
Possibilities.

Start, stop, transfer, upgrade or move your Manage your billing and payment profile, energy
usage, alerts and more.

PSO offers a variety of payment options
including One-Time, Checkless and Paperless service.
Billing.

. Report Outages&ProbIems Q Outage Status e View Map
14% 10% 10%

Igniting Ideas 2016 Enhance Customer Experience with Mobile E@



ERATE AND TEST YOUR DESIGNS

We Power Life’s

Possibilities.

=

|

E PUBLIC SERVICE
COMPANY OF Log LIl Register Search
OKLAHOMA

¥

‘ %2 ‘% =y - My Account Safety Save Energy News & Info Contact Us

Go Paperless ana\Win
a Nest Thermostai

GO

WITH PAPERLESS BILLING
& WIN THIS NEST!

View Details

: ... Start, Stop or 4 \ Outages
:S;/ Pay Your Bl Transfer Service = & Problems

Igniting Ideas 2016 Enhance Customer Experience with Mobile E@



TRACKING

AEP AMERICAN®

ELECTRIC
POWER

HOME INVESTORS NEWSROOM ENVIRONMENT COMMUNITY CAREERS ABOUT US CQACT US
L3

AEP Seeks A Fair Transition In Ohio

Path to competition must address remaining key issues.

@ Read About AEP's Position

New EPA Rules . Transmission gridSMART®

New EPA rules will increase costs AEP believes that an advanced Customer programs and

for our customers, close plants interstate transmission system advanced technology initiatives to
and harm communities. We have should be part of a shared transport us into a new era of

a better way. national vision. energy delivery and service.
LEARN MORE LEARN MCh’ LEARN MORE

," =)

.

AEP Texas

Appalehian Power American Electric Power (AEP - NYSE)

Quote as of 10/1/2012 « 1:19 PM ET
Indiana Michigan Power

4“ 1 ° +0.17 b  READ 18T QUARTER EARNINGS RELEASE
Kentucky Power

y (0.39%) ) DOWNLOAD INVESTOR PRESENTATION
PSO

SWEPCO P GO TOINVESTORS

ber 25, 2012

: Ser
National Accounts

AEP Names Rasmussen To Board Of Directors

Ohio Businesses looking for a

Retail Electricity Provider. Steve Rasmussen, chief executive officer of Nationwide, has been elected to the American Electric Power
Board of Directors.

M! lgniting Ideas 2016 Enhance Customer Experience with Mobile




HOME INVESTORS N "Ca RONMENT SOMMUNITY

EWARE OF BANNERS

CAREERS ABOUT US CONTACT US

A Shared National

We believe that an advanced
should be part of a shared natio:

@ Learn More About AEP’s Plans

Bills & Payments
Storms & Outages
Start & Stop Service

Customer Services

AEP Ohio

AEP Texas

Appalachian Power
Indiana Michigan Power
Kentucky Power

PSO

SWEPCO

National Accounts

Ohio Businesses looking for

a Retail Electricity Provider.

AEP Retail Energy

Igniting Ideas 2016

New EPA Rules gridSMART®
New EPA r @ vill increase costs B that an advanged Customer programs and advanced

for our cybtgfndrs, closeplants and pAsystem technology initiatives to transport

harm commqupities. We have S/pa terational us into a new era of energy delivery
better way. RS ,- and customer service.

Q
LEARN MORE l LEARN MORE

American Electric Power (AEP - NYSE)
Quote as of 2/9/2012 » 1:05 PM EST

3 9 8 4 ° +0.32 P READ 4TH QUARTER EARNINGS RELEASE
o (0.84%) )  DOWNLOAD INVESTOR PRESENTATION
P GO TO INVESTORS
News & Announcements

AEP Names Vegas President and Chief Operating Officer of AEP Ohio

AEP has named Pablo A. Vegas president and chief operating officer of AEP Ohio, effective May 1. Rozsa named
interim Chief Information Officer.

Enhance Customer Experience with Mobile
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OBILE BANNERS

I omio

Pay Your Bill

Start, Stop or Transfer
Service

Outages & Problems

Working To Keep
the Power On

Watch The Video >

Save Energy

Rebates and Incentives

Enhance Customer Experience with Mobile E
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REFERENCES AND OMNI-CHANNEL

* /7% of consumers say that they should be able to
choose how a company contacts them.

e Customers want omni-channel customer service.

* Customers want pain-free customer service — including

2-way text, click-to-call, virtual agents, social media,
reassuring messaging.

Forrester Blog, “Forrester Data Shows An Explosion Of Channels For Customer Service With Inconsistent
Satisfaction Ratings ,” by Kate Leggett

N Igniting Ideas 2016 Enhance Customer Experieﬂce with Mobile m



http://blogs.forrester.com/kate_leggett/13-04-29-forrester_data_shows_an_explosion_of_channels_for_customer_service_with_inconsistent_satisfaction_rat

EXT REMINDERS

00000 AT&T = 7:07 PM $ 10%

{ Messages  670-82 Contact
Obi is my dog. Yes,
Text Message

Today 11:02 AM even the dog groomer

OBI, just a reminder that sends alerts.

your appointment is on the
02-Apr-14 11:00 AM.
Should you need to cancel
please call 6149078243

E Send

‘e" Igniting Ideas 2016 Enhance CUStomeI’ Experience with MOblle E@
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WO-WAY TEXTING

00000 AT&T 7 11:17 AM ¥ 92%

{ Messages Thrifty Parking Contact Our car was Wa|t|ng for

Fri, Mar 21, 9:49 P us, already warmed up
505218 and ready to drive home.

Thank you ERIC DAVIS,
your claim check number
505218 has been logged.
If you received this
message in error, Call
614-236-3326

[&]] Send

MQ lgniting Ideas 2016 Enhance Customer Experience with Mobile E
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WO-WAY TEXTING

eeeee ATRT & 12:53 PM } 85% )

( Messages (3) CVS Details

Tue, Jan 19, 9:37 AM

CVS/pharmacy: ERIC J your Rx
beginning with MEL is due for
refill at 2532 E. MAIN ST.. Reply
R to refill or S to skip.

Wed, Jan 20, 6:29 PM

CVS/pharmacy: Thanks! Rx
MEL will be filled and ready by
noon THU. We'll text you when
ready. Questions? Call
6142353024 or visit m.cvs.com/
rXi

Thu, Jan 21, 10:17 AM

CVS/pharmacy: ERIC J, your Rx
order is ready at 2532 E. MAIN
ST., COLUMBUS
(614-235-3024). View Rx info:
i.cvs.com/alVe2bk. Reply HELP
for help

Fri, Jan 22, 9:26 AM

[©7] Send

Enhance Customer Experience with Mobile
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Promotional Video




Power Outage Alerts

Get alerted when there's a power outage
at your address. Includes restoration time
updates, power restored notification, and
notifications for large-scale outages
caused by storms or other major events.

v EMAIL: mary@email.com
v TEXT: 614-555-1212

Billing & Payment Alerts

Get alerted when there is activity on your
account. We'll notify you when your
payment is received. Other types of alerts
to be added soon.

v EMAIL: mary@email.com
v TEXT: 614-555-1212

AEP OH received your payment
of $1.03 for account ending in
64011 at 2780 B***. Thank you.
Visit: http://aepohio.com/
account

|
) [~

Igniting Ideas 2016

eeeee ATRT = 3:42 PM ¥ 100%
{ Messages AEP Ohio Details
Fri, Jan 16, 11:17 AM

AEP OH received a
request for alerts to be
sent to this number.
Reply YES to confirm
this request and activate
alerts. HELP for help.
STOP to stop.

Thanks for confirming.
You are now enrolled in
AEP OH's text alerts.

You enrolled in AEP OH's
text alerts program for
2780 B***. Monthly texts
will vary. HELP for help.
STOP to quit. Msg&Data
rates may apply.

EP CUSTOMER ALERTS

Outage impacting 342
H***. AEP OH est
restoration at 06:00PM
04/02/14. Updates will
be sent if this changes.
Check status: http://
aepohio.com/out.

According to our systems, power has
been restored to your address. Below is
the most recent information we have on
your outage.

Outage
Summary

Cause: Line down
Duration: 2 Hours 25 Minutes
Impact: 45,000

Outage
Location

Enhance Customer Experience with Mobile E



Account Alerts | Home Electric 2780 B

Power Outage Alerts

Outage Alert Details

Billing & Payment Alerts
Billing Alert Details

Home Energy Report . . o
Home Energy Alert Details enrolled

Energy Usage Alerts
Alert me when my monthly usage goes above:

1000 KWH

Usage Threshold Alert Details

SMART Coolingsu Event
SMART Event Details

PSO PowerPaysm Alerts

PowerPay Alert Details

v Alert me when my balance
falls below a threshold of:

$25 ¢

Email

Email

Email

Email

Email

Email

Text

Text

Text not
available

Text

Text

Text

Why can't | uncheck this?

Additionally, send me balance and usage

updates

Daily v

M! Igniting Ideas 2016
)'

Enhance Customer Experience with Mobile

Email Newsletters & Offers

Safety Newsletter

Details

Save Energy Newsletter

Details

Amazing Offers

Details

Email

Email

Email

REFERENCE CENTER 2.0

Text not
available

Text not
available

Text not
available
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OBILE APPS

=
# TAP THAT APP &

e L]
!
-
Fo |

YELLOW CAB I

- i ’7

I
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WBILE APPS

amazon

=

NETELIX

Enhance Customer Experience with Mobile




‘{! Igniting Ideas 2016 Enhance Customer Experience with Mobile

OBILE APPS




OBILE APPS

00000 ATRT &

UDZF TV

Castupuatcu.

63% Il )

Call Status:

72% )

Arrived

2:51 PM
En Route

00000 ATRT 7

< w7

@ Assigned Dispatched

Help is on the way! A AAA Roadside Assistance
Technician is now en route to your location.
For Emergencies: Dial 911 for Police, Fire Department or
Ambulance.

Saturday, December 12

Share Your Call Info With Friends and Family

Lat

@ 222-669
AAASERVICE: Help is on the way! Watch

your truck's progress on a map and get
ETA updates here: https://www.aaa.com/

tt?x=eGyLgQ Reply STOP to cancel

Driver Location:

]

TRAFFIC APPROVED AUTO REPAIR

S:Drexe

@ 222-669 Bexley Park Rd v
AAASERVICE: AAA: AAA IS RESPONDING Bryden Rd 3
TO YOUR SERVICE REQUEST 10649 AND §
SHOULD ARRIVE BY 03:33 PM.Reply =t
STOP to cancel txts. HELP for help w/txt. g B 2 2 E
> o EMound St = e )
N EENENEN Sk
§ s, % 5 Ast
K] > £ L
A g,EJ K
. g %]
L0g|n ] ==\ E-Livingston-ave
=) G&h / D
Gc, ng.l_‘e \ M’ép datao©vgr0$g Google Terms of Use
Location:
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@A Service Tracker
Cancel Call Open Calls (1)

Estimated Time of Arrival: 03:33 PM -

Last Updated: 03:24 PM Next Update: 1:37 ]

Call Status:

Arrived

[ Assigned @ Dispatched

Help is on the way! A AAA Roadside Assistance
Technician is now en route to your location.
For Emergencies: Dial 911 for Police, Fire Department or
Ambulance.

Driver Location:

F=—y
APPROVED AUTO REPAIR

Bexley Park Rd
Bryden Rd

Gould Rd{

Fe————=S:Drexe

OBILE APPS

I TRAFFIC I APPROVED AUTO REPAIR

=]
»

Bexley Park Rd
Bryden Rd

S Gould Rd{

o
[ > g o ©
z < z o (S
5 @ EMound St = SIS
5 = a1 s &
= [3} @ @ = o
o 5 T 1% 7
- O [~ o M &
c ] [s} L)
@© g &> o =
@ > £ L
a = <
7] o
5 3 =
A o
®, (%]

\E-Livingstonave
eé’rh,_, Dover Rd
Map data ©2015 Google ~Terms of Use

Location:

2780 BRENTWOOD ROAD

‘5] S GOULD RD

More Information

Vehicle: 2000 NAVY HONDA ACCORD

Call Received: 03:22 PM

Service Provider: ELITE AUTO SERVICES LLC

Call Number: 10649

Privacy Policy

Share Your Call Info i,

’ You can send your Service Tracker

link to your friends and family so .

they are also updated on your call
progress

@ arvicetracker.ca/QIMmWw

T oo

Share Your Call Info With Friends and Family

Done

QWEWRTYU I OFP

A 'S DFGHJ KL

uZXCVBNM
Be. — [
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Web

App Phone

OMNI-CHANNEL SUCCESS

Text In Person
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AEP Alert:
High price event now in progress.

Igniting Ideas 2016

BILE APPS

il AT&T 3G 4:20 PM —

Back: Home Energy Manager

T ——

3 e i
“
:
o

Real-Time Pricing Alert (tap to review)

Current Real-Time Price: I

*0.895 w

® =

Your Account Outages Energy Usage

a

il AT&T 3G 4:20 PM

Backs Home Energy Manager

Real-Time Pricing Alert (tap to review)

Current Real-Time Price:

ant availability

g oane )
® =

Home Your Account Outages Energy Usage

a
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BILE APPS

il AT&T 3G 4:20 PM -l AT&T 3G 4:20 PM J il AT&T 3G 4:20 PM

Outages Outages ] Outages

Report Trouble _ . - ' L& ‘ i . Report Trouble

I Columbus, OH (43215 \
} Please select the type of problem: A ) ‘ \ " 3 The outage report
S ‘ has been received!

| Power Outage Q

Your Account Outages Energy Usage Your Account Outages Energy Usage Your Account Outages Energy Usage

D | O D

Igniting Ideas 2016 Enhance Customer Experience with Mobile E@




eecee ATET & 5:46 PM % 71% eecee ATET & 5:45 PM % 71% m)

outagemaptest.psoklahoma.com.s3.ama: C outagemaptest.psoklahoma.com.s3.ama: C

AEP PUBLIC SERVICE
COMPANY OF
OKLAHOMA

AEP PUBLIC SERVICE
COMPANY OF
OKLAHOMA

OUTAGE INFORMATION X

Customer Outages:
1,381

Start Time:
May 4 2016, 8:53 AM

Estimated Restoration:
Assessing Condition

Outage ID:
6015021

OMING SOON - OUTAGE MAPS

eeeee ATRT = 5:50 PM ¥ 70% EE

outagemaptest.psoklahoma.com.s3.ama: C

AEP PUBLIC SERVICE
X Q COMPANY OF
OKLAHOMA

Customer Outages:

204,905

Outage Cases:
1,324

Total Customers Served:
599,374

Last Updated: Today at 4:44 PM CT
(Information updated every 5 minutes.)
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OMING SOON - PREPAY

eeeee ATAT = 3:06 PM 7 3% 87% W)

( Messages (2) PSO Details

Tue, Jul 21 9:00 AM

PowerPay balance is $36.89 for acct. at
3629 P***. Your carrover amt. due is
$50.00. Approx 11 days of power left.
http://PSOklahoma.com/PowerPay

Fri, Jul 24 9:00 AM

LOW BALANCE: PowerPay balance is
$22.00 for acct. at 18000 G*** BLDG
23-HM. Approx. 44 days of power left.

Add funds soon.
PSOklahoma.com.com/PowerPay
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OMING SOONISH

Online Chat 'q
New IVR D O
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Eric J. Davis

Principal User Experience Consultant
AEP Corporate Communications | Creative Services

® ejdavis@aep.com
facebook.com/AEPDigitalLab

(3 twitter.com/ericdux

o ericdux.com

linkedin.com/in/ericdux
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