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OPINION:

... [*38] O&E plan is a "listen, test, and learn" approach, which is designed to optimize customer engagement and
communications through various means that include, but are not limited to: community forums, direct customer
interaction, and social media outlets (Exh. EHW-1, at 5). Based on feedback from participants, the Company states that
it will refine: (1) its communication channels; (2) the form and content of messages that are communicated to
customers; and (3) the means of communicating information ( ...

... [*39] in TOU/CPP rates (Exh. EHW-2, at 13). National Grid's O&E plan will use five major communication
channels: (1) home or work; n26 (2) local and social media; n27 (3) community partners and leaders; n28 (4) college
co-op; n29 and (5) retailers and contractors n30 (Exhs. EHW-1, at 10; EHW-2, at 15). National Grid states that it will
specifically tailor its approaches to the context, reach, and capabilities of each of these channels (Exh. EHW-2, at 15).
In addition, the Company plans to use means such as print, broadcast, web, electronic, mobile, and social media, as well
as in-person discussions (Exh. EHW-2, at 15-23).

n26 Through this channel, residential participants will receive educational messages in their homes, while C&I
participants

...

... [*117] D.P.U. 09-32, at 66. Finally, we directed the Company, in developing its detailed O&E plan, to consider
all options that would reduce costs without diminishing the benefits of its proposed comprehensive marketing
approaches, such as the inclusion of social media technologies. D.P.U. 09-32, at 67-68.

National Grid's current pilot program proposal contains a detailed O&E plan designed with two fundamental goals:
(1) to achieve effective and ...

... [*119] 65-66. Further, consistent with the Department's directives in D.P.U. 09-32, at 68, the proposed O&E plan
leverages cost-effective education and outreach strategies, such as the college co-op program, social media, and
partnerships with vendors and community stakeholders (Exhs. EHW-1, at 10; EHW-2, at 35-37). The Company's
"listen, test, and learn" approach and the use of a variety of different communication channels, both traditional and ...

Page 1


