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What work do we want Al to do for us?

v Take on repetitive, tedious tasks

v’ Eliminate boring work- or home-life activities

v Replace humans on dumb/dirty/dangerous jobs

v  Optimize our information or entertainment streams

v Help me learn a new subject more quickly and easily

v Help diagnose illnesses based on personal information

v’ Filter out all the “noise” that saps our time and attention
v Assist in problem solving where time, resources are scarce
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Internal policies at our utility limit potential value

» Today, most value is still tied to writing content, researching

« Some generative-Al (GAI) applications can sit on top of enterprise
software like CRMs, but we don’t have a CRM

* Part of the value of GAI tools is that they can learn over time
from your chats with them, but we don’t allow that

« Copilot is now approved, and “uses tech from OpenAl," but most
employees still don't have access to all features

* It could still be some time before GAl is broadly used (& useful)

« At my wife’s company, they are already doing this...”
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Utility cultural challenges also limit deployments

“It's a black box!”

“We don’t have time or resources to “We have 100 other ‘top’ priorities”
(nnovate”

"We tried something similar 5 years

“We don’t understand the risk, so we ago and it didn't work”

assume it's unacceptably high”

“We only do what the regulator tells us

"Al will eliminate jobs/budgets” to do”
“This doesn’t impact our goals or
performance metrics” “Our 2-year plan is set in stone”
“Our preferred vendor/consultant says "Al (s scary! Didn't you watch
we don't need to do this” Terminator?!”
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Al solutions on a spectrum from “bad” to “benevolent”

Benevolent Solutions - Bad Solutions -
Human-Centered & Supervised Trained to Own Your A$$
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How can we trust Al for mission-critical decisions?

Consumer Al Mission-Critical Al
Examples e ChatGPT e Medical imaging diagnostics
e eCommerce recommendations e Fraud detection
Consequences of being Low Very high
wrong or a bit random
Transparency, Explainability, | “Black box” models are prevalent “Glass box” models & rigorous ML Operations
Reproducibility e How the algorithm makes its decisions is not visible or are required
understandable to humans. e Humans can understand the algorithm’s behavior and
e If you enter the same prompt, you are not guaranteed rules
the same result e Can reproduce results for consistency, explainability,
audit trail
Data ownership & privacy Consumer interactions and data can be “owned” | User interactions and other data are stored
and used by the Al solution vendor as additional | separately & securely from general model
training data, or even sold to other third parties | training data and are owned by the enterprise,
not the Al solution vendor
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Evaluation challenges — “black box" vs. “glass box”

Black Boxes Everywhere — A Needle in a Haystack Glass Box Unicorns — Transparent Co-Development
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Exploring Al challenges (and opportunities)
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External challenges: affordability, optionality, climate
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Utilities with higher customer satisfaction achieved better regulatory outcomes
Utility rate case success compared to Customer Satisfaction (CSAT)
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Assistance & incentives vs. affordability challenges

Customer Assistance

Having trouble paying your electric bill? TEP offers severzl customer-funded programs and Th
partners with local and state agencies to assist customers facing financizl hardships and to

ways TEP Helps

Limited-Income Families

help them reduce their energy use. These programs provide one-time assistance to
qualifying families, payment extensions or monthly discounts.

TEP is working to improve the quality
of life for our most vulnerable
residents.

Lifeline Program - Lower-income residential customers may be eligible to receive
discounted elactric sarvice through our Lifeline program.

Payment Extensions — Need a little extra time paying your bill? Customers may request a
Learn more

payment extension by visiting My Account or calling TEP Customer Care at 520-623-7711.
Short-term Assistance - TEF partners with several community agencies to offer
emergency bill-payment assistance to customers facing hardships.

Weatherization Assistance — TEP works with local agendies to help limited-income
residents weatherize their homes with energy efficiency upgrades and offers energy
efficiency workshops to help them reduce energy use and costs.

HEERO Program — Customers can help ease the burden of other customers who are
struggling to pay their bills by contributing to our Help with Emergency Energy Relief

Operation (HEERO] program. Customers simply round-up the amount on their bill to the
next highest dollar. Over the HEERQ program's 20-plus year history, more than 53 million
has been donated to assist hundrads of families each y=ar.

Low Income Home Energy Assistance Program

Apply for Assistance FAQs for Applicants

Dashboard
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Natalie

TEP Residential Lifeline
Customer

o Being a single mom is not a status,
but a badge of honor. ))

MY STORY

o Tucson, AZ
0 32 Years Old

TEP

Tucson Electric Power

Natalie, is a single mother of two children, aged 3 and 5, who works a3 2 mental health and
substance abuse counselor for a local non-profit. Natalie is passionate about helping people
and taking care of her children, and focused her college degree on sodial work, anly to
discover that jobs in her field of passion pay bacely enough to cover her student loans and
rent. She i now about to undergo a trimmung’ of hours, which will take her down to part time

eliminating her health benefits. Without famdy to rely on, Natalie is now contemplating her

@ Single Mom with two

options to be able to sustain herseif and her chikiren and maintain her housing.

children
Financial Security Energy Usage
Low igh Low Weh
GOALS VALUES & BELIEFS MOTIVATORS

* Find empioyment that is both mentally
and financially fulfilling in the hopes of
breaking the paycheck-to-paycheck
cycle

Creating & supportive network of friend
ar communaty resources to share
challenges, advice, and childcare
responsibilities, fostering a sense of
belonging and mutual support

resiliency

Take care of hersed so that she can
continue to care for her children

The wellbeing and happiness of her
children is her highest priority

* Challenges are opportunities for
personal growth and practicing

* Supparting and being supported by
others, especially fellow single
parents facing similar struggles,
creates a powerful community

* The safety and security of her
children, typically sacrificing her
own neads

* Determination to grow personaily
and professionally and have some
sort of savings fior emergencies

* Taking care of those whose needs
are different than hers, but equally
challenging

NEEDS & WANTS

= Needs stable and affordable housing and heaithcare to provide
a safe and secure environment far her family

Needs assistance with finances until she can find more job
security

* Wants oppartunities for career advancement that offer better
pay, stability, and potential for growth

Wants to be able to take a vacation with her children, even for
just a weekend, but knows she needs to use every penny to
make ends meet
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FRUSTRATIONS & PAIN POINTS

* She needs to choose between taking 3 buses going to get
assistance and working another part time job to pay her bills

* She feels like she needs to constantly decide between paying
rent, paying her electric bill, or paying for food — she trades off
late fees every other month between these things

* She appreciates the 520 a month she receives for energy
assistance, but in the summer, it doesn’t make a dent in her
$400 a month bill

* She has been threstenad with discannection of her electric
service in the past, and fears being in this position again




UniSourceEnergy
SERVICES

MY STORY
bl £ Vic 5 3 retired Navy veteran wha maved to Meadvicw atter his wite pazsed sway. They never

o Measy, A2 had chifdenn, but he conziders his rescucd pups, Jake and Dasy, to be family. He enjoys
spending time with other vets at the American Legion down the road from his house but really

o 68 Years Old enjoys the solitude and privacy the area aHords Aim. Vic lives In 3 manutsctured home that
has plenty of rocm for the dogs o roam and that kets him sce some amarng sunsets over the
mountains from his porch. He & grasefut for his military pensian and secial security that help

o Witowed secure the simple Me be 50 cnjoys.

——— Yy 'r% iw,.ge

GOALS

Vi & invested 1 keeping fife hassle
free. He donsn't need much and
cocan't look dor trouble

He would Ske to de more scif sufficers,
maybe cven gencrating his own
clecircity 3t some paint

He has minimal passessions and wants
0 reduce any distractions. He spends
time reading and 15 glad to finaly hawe

VALUES & BELIEFS

Vic betieyes in doing all things with
wrognty and hanoe

He also boliowes in selt relisnce. He'g
rathes have kess than ask for addittonal
sszistance.

e s very patriotic and vakues his
prvacy. He 1s giad to $nd Ske mindea
folis at the egian who share his e
CHPOrCNCES,

MOTIVATORS

* Vi enjoys the chalicege and
satiiaction of his mdependent lifestyle,
cyen though Be's starting to sood his age
a Intie

* HCwares to contiowe to dbe
Independent, 50 Makes 2 1o walk
with the dogs 26 much as possible to
xoop he mind and body actie.

* He truly wants to [ve and ot ive, S0

some zatelite zervice for intemet and be's inspired to stay out of any iocal

Vic g =

Residential Electric
Customer

NEEDS & WANTS FRUSTRATIONS & PAIN POINTS

* Vic needs vory ittle to get by in life. He has the bazics and all of = Although Vic really enjoys ivang In Mesdvicw: he doesa't ergoy the
= k& owred with no ceot. power outages he has expenenced, outages alsa take cue his phone
sorvice. He thinks things mighe be better with the recent upgrades but

* e wants to ay piwsicady tir and gees his chedk up 2 the VA
& waiting to e for cortain

| don't believe in taking a handout. | Clnic i Kingman annually. It mighs amast be time %or that knee
- -5 reglacement though, dut he's worriad about who might check
just want my power to stay on and oiv hieh and the dbgs.

my bill to be something | can afford J)

He feols ke bes clectnc Bill koeps getting higher akhough he hasn't
changed the way he uses clectncey. He'd like to understand why that
& happening and what he can do. The price of everything cise kocos

* Vic just wants to hawe ¢ work, He docsn 't ask for much and
u v LR Rcing up too and It's getting harder to stay oo top of the dils.

st expects refabiiny from the services owtside of Rés control,
to pay. Mo his Inteenet, clectric, and waner.

¥ the price ot electric koops rising, it & probably going to push him to
icok Into going soi3r sooncr rather than Qter The solar instaliers that
wisit hims s3y that UniSource pays poopie for the enargy they gencrate
ard thinks perhaps that's samething he should fook into.
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UniSourceEnergy
SERVICES

OUR STORY

o Nogales, A2
o 28 Yesrs Qld

Frank and Raza are high school sweethearts who attended Nogales High School and both finished
degrees at Pima Community Collkege at Santa Cruz. Frank came back to his school distnet to work
25 an IT technician. Rosa completed 3 cortidfiod nurse 32se2ant program and works 3t 3 jocal semor
Wing ciity. They Ive cloze to thewr hard working, extended tamilies in Nogales, and are gratetul
for Frank's moeher and her willingness to care for thelr young children, Sofla and 3. They enjoy
takirg their turn hosting the weekly family meal at their moderately siaed home, which they
purchased from 2 cousin, They are quite frugal with their spending and oftentimes travel to

]

Hello

Frank and Rosa

Residential Gas and
Electric Customers

| wish there were assistance
programs available for customers like
us, Sometimes, our combination
utility bills are a bit overwhelming.

Family of four, own

o Meoxco for some of thesy peccssries and cire.

home

Financial Security

»

GOALS

* To watch their chiidren grow up healkthy
and happy and surrcundad by ther

VALUES & BELIEFS

Family bonds arc one of the most
significant things in their ives. Elders ane

MOTIVATORS

* Ercuring thoir children howe access 10
qQuaity educstion and appartunities for

Smiy. treated with the respoct they have 3 successhs furure.
* To canteyoe their education a5 time earnnd. * Achicwing tmancal security and stabiley
allows. Fght now, the needs of their * They valuo hard work and coucation asa & impartant, They are motivazad by

children are taking priccity

* To eventually *pay Sorward” the anci il chikiach.

kindness of thelr cousin and 28l thair
Rome to ancther relative just geming
started In life whiic moving to a larger
rame that provides more p3ce.

mMens o 3 better future for both them

Their haritage and cultum arc of grest
imeartance to them, and thoy want to
cnzure their children grow up
wderstanding their traditions snd fSith

career advancement, home ownershp,
and pruders finandal planmirg.

* The health and happiness of the family
unit are crucial, and they want ta
cnsare gooad heakh care, and foster
strong amily relationships.

NEEDS & WANTS

* Whike they are both empicynd, they arc still barely scraping by
with Iving cxponses. Fosd i makeg minimum wage, and her
hours cantinue to dwindke

Whike Frani's promotion ks great, the family doosn't consider
themscives financially sotvent. Thoy are working on budaing
their crede by making thelr mongage payments an tane as
often 2z they can.

= They want 1o be able to lower thedr utility expenses, but their
home gets very cokd in the winter at might and wery warm in the
summes mid day. They want their chiddeen 1o be comfortable,
but zomptimes hodd oft on running the hoat or A/Cta see id they
can keep their Dils under cootrod
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FRUSTRATIONS & PAIN POINTS

They know there is 2 discount for low income custamers, Dt
they don't quatfy because they make Just 3 bit too much. They
don't want to be to get assistance.

They would do much detter If they codd choase a date that
ther utiity bills were due! it woukd help them with thelr
budgetng it they could plan around thelr poy periods

The number of times they 2en out of power seems to be
InCreasing over the years. Sametemes It's just a fhcker, but
they've had some pretty big storma In the summer and no real
communication about when their power might be back on. With
two small children, they'd like 1o know If they should 2oy wieh
thew tamily for the night 1o stay cool.




So, how could Al improve the lives of these customers?

Natalie Vic Frank & Rosa

Source: Rock Rabbit

TEP
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Exploring opportunities — a few Al solution providers

) bidgely

APERIC
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Exploring opportunities — a few Al solution providers

# {3 Rock Rabbit

dl bidgely

APERIC
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Journey-mapping the customer friction points

Business as usual

O & 6L @

Incentive Eligibility Incentive Cash Flow
Discovery Requirements Paperwork

& Hours of desktop & Complex, differing & Hours of paperwork & Weeks to months
research & changing delay to receive funds

requirements

Source: Rock Rabbit
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Making the process straightforward and friction-free

With Rock Rabbit

&

O—

" o

O

Incentive Eligibility Incentive Cash Flow
Discovery Requirements Paperwork

@ Centralized, @ Incentive layering, @ Streamlined & @ Contractors and
standardized, reliable equipment automated workflows homeowners get paid
data leveraging LLMs requirements & powered by Al faster

income verification

Source: Rock Rabbit

TEP
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The Solution

© Rock Rabbit, Inc. 2025 — Confidential

An Al-powered platform, built for home electrification

Rock Rabbit integrates the highly fragmented landscape of actors, processes & data to drastically
reduce friction across the value chain of the residential electrification market

Homeowners Incentive Providers OEMs & Distributors Contractors
Goal: hassle-free, fair and Goal: deliver cost-efficient & Goal: efficient distribution of Goal: real-time incentive
affordable home upgrades equitable programs with high equipment that meets market access to drive sales and
participation rates to achieve needs customer satisfaction
policy goals

- ﬁ ROCI( Rabbit ~
@ Platform Services
R Externa

Databases

Services Integrations
o Text Recognition e AHJ Registry
o Object recognition e UTL Registry
e Language Models o Parcel Data
e Recommender Systems e Contractor Networks

e GreenButton Connect
o CRMs

@ Proprietary

20



The meaning of
“Rock Rabbit”

A rock rabbit is another name for an American
pika, a small, mountain-dwelling mammal that is
especially sensitive to rising temperatures. Rock
rabbits are disappearing due to their habitats
being threatened by global warming. They are
considered an indicator species for detecting the
devastating impacts of climate change.

¢ Rock Rabbit




Tucson’s own version of
“Rock Rabbit”

The Sonoran Desert “wood rat” a.k.a.,
“pack rat” is also sensitive to climate
change impacts and can be viewed as an
indicator species. The Southwest region’s
version of the American pika ©

(™ Rock Rabbit
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Leveraging back-end capabilities to deliver value

< (=)
= u]|l
¢¢ ) 00

Custom implementation : Standard implementations N Out-of-box . Custom implementation
Generative Al Computer vision Geofencing Claim validation
Making policy accessible, such as Automatically parse text from Verify physical location of Automate claim review for
incentives & permitting appliance labels, invoices & building upgrade project through validity and correctness, and
requirements permits out-of-the box mobile OS provide explainable insights
features

i Rock Rabbit 23
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Transforming the customer experience

Example Use Cases

Project Location Installation Equipment Installation Photos
Timeline Eligibility
>
g Proof of address External apps to date & Manual equipment look- Manual review of
5 time stamp photos up submitted photos
(@)
= ¢¢

- 4
= )
]
i Geofencing from In-app date & Text recognition of Computer vision to
9 photo metadata time stamping appliance labels analyze images
o
-
§ Out-of-box » Out-of-box » Standard implementations _ Standard implementations

Accurate to within a 15ft Precise date and Targeting >97% accuracy on

radius time most labels* Targeting >95% accuracy*

ﬁ Rock Rabbit *Accuracy level dependent on data available for model training

Other Application
Requirements

(project costs, permit, etc.)

Manual entry &
review

(=)

.

D
Text recognition for

automated data entry &
review

Standard implementations

Targeting >90% accuracy*

24
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Al solutions that could benefit these customers

Natalie Vic Frank & Rosa

Source: Rock Rabbit
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Thank youl!

To learn more,
please contact:

¢ Rock Rabbit

Aimee Gotway Bailey
Founder and CEO
aimee@rockrabbit.ai

+1 650 284 9062

26
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mailto:aimee@rockrabbit.ai

Contact

Bryan Jungers
Principal, Emerging Technology & Innovation

Bryan.Jungers@tep.com
520.336.2812

© Tucson Electric Power. All rights reserved.


mailto:Bryan.Jungers@tep.com

	Covers
	Slide 1: Leveraging AI to Optimize Utility Customer Experience

	100% Master layouts
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11: Assistance & incentives vs. affordability challenges
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21:  The meaning of  “Rock Rabbit”
	Slide 22: Tucson’s own version of “Rock Rabbit”
	Slide 23
	Slide 24
	Slide 25
	Slide 26: Thank you!
	Slide 27: Contact


