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General Usage Questions

What is Empower?
Empower is a secure online dashboard that lets residential and commercial utility customers
view their energy usage data.

Why did the City create Empower?

Empower was developed as a customer service tool to inform Naperville’s Electric Utility
customers on their energy usage. With Empower, customers can see the days and times they
use energy the most and, as a result, reduce their energy consumption.

How does Empower work?
o Empower displays a customer’s energy usage as frequently as 15-minute intervals.
¢ Available usage information will be approximately 24 hours old.
e Colorful charts show how much electricity a customer uses by the month, day or hour.
e Customers can view and compare usage by the day, week, month or custom ranges and
see the variables impacting their utility bill, like the weather.

How can customers reset their password?

If an Empower user forgets their username or password, there is a process built into the app to
recover the username or reset the password using the user’'s email address. The process is
similar to most sites that have username/password recovery.

How far back in time can customers go to compare their energy consumption?
Customers can go back a maximum of 36 months (3 years) as long as they have been a City of
Naperville utility customer during that time period.

Can customers have more than one utility account/meter on the same Empower
account?

Yes. For those customers with multiple meters/locations, all can be accessed within one
Empower account.

Can Non-Wireless Meter Alternative customers use Empower?
Yes. There will be a delay of one month’s worth of data due to these customers having
monthly manual reads.

Can customers pay their utility bill through Empower?
Paying your bill through the dashboard is not available. The City of Naperville’s e-bill payment
system can be accessed at www.naperville.il.us/ebill.

Who should customers call with a question about Empower?
Contact the City’s Finance Department at (630) 420-6059. Calls will be escalated through the
customer care process as needed.
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How to Sign Up

How do customers sign up for Empower?
Visit www.empowernaperville.com.

What will customers need to access their energy information?

Customers will

need their )
account number, \.‘-Y:_
which can be ==

found on their
utility bills. Servia

City of Naperville

Finance Department
400 S. Eagle Street
Naperville, IL 60540

630-420-6059

For questions, service problems

or

address changes, please call or visit

www.naperville.il.us

: 1234 Lincoln Lane, Naperville, IL 60540
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Empower’s Data

How is a customer’s data made available through Empower?

The data generated from each customer’s electric meter is available through Empower thanks
to Naperville’s integrated system of meters, communications networks and data management

systems.

Besides myself, who can see my data?
A limited number of City employees in the Finance Department, the Electric Utility and Legal
Department have access to customer data. This is so they can assist customers with any
guestions they might have about their utility bill or Empower.

| just enrolled in Empower and logged in for the first time. My data is not displaying.

What do | do?

It may take a few minutes for a customer’s historical usage data to populate in their dashboard
after they first enroll in Empower. They should log out and try again after a few minutes. Once
their data has populated for the first time, they will not experience this lag time again.

Will the information provided on Empower exactly match my electric bill?

Thanks to the advanced mode feature, you can use Empower to compare your energy usage

data to your monthly bill. However, there are some key differences between how Empower was
built and how data is collected for monthly billing that will cause minor data discrepancies.
Here’s what you need to know before comparing Empower’s data with your bill:

1) Choose the correct time interval for your billing cycle: In Empower, you can use
the custom range field function to request specific dates and download your usage data.
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Let’s say your billing cycle starts and ends on the 10" day of each month, and you want
to see how you used energy between January 10 and February 10.

It’s important to note that the energy usage on the “From” date (in this case,
January 10) will have already been accounted for in your previous month’s utility
bill. To account for this, in Empower, you will need to start your custom range one day
later than the start date of your monthly billing cycle (in our scenario, January 11). You
can still end your custom range on the actual last day of your billing cycle (in our
scenario, February 10).

2) Account for Daylight Saving Time: Empower has been built to automatically adjust
for the beginning and end of Daylight Saving Time. This is to help customers recognize
how they use energy during this unique annual time period. However, the utility’s
monthly billing system remains consistent with standard time. This means that during
Daylight Saving Time (March to November), customers might see minor discrepancies
between what Empower shows and their total monthly billing due to the one-hour
forward time shift in Empower.

How do customers download their usage data from Empower?
By entering the beginning and ending date, customers can download their usage data into a
spreadsheet that shows the energy used every 15 minutes.

Where can | find more information about how to interpret my data?
A how-to guide and video will be available upon public launch of the dashboard on the City’s
website at www.naperville.il.us/empower.

Can customers see their water/wastewater usage data in Empower?
This feature is not available.

Empower’s Security

What data security precautions have been taken?

The Empower dashboard was developed in-house at the City of Naperville and has gone
through multiple high-level cybersecurity reviews to make sure the data is and remains secure.
There is a triple firewall, among other precautions that were taken to ensure customers’ data is
safe.

Can someone tell what activity I’'m doing by looking at my Empower dashboard?
No, the dashboard only records overall electrical energy usage, which could be attributable to
many different activities.

If | am out of the country for a period of time, can | use Empower?
Due to Empower’s stringent security requirements and precautions, customers are unable to
access Empower from countries outside of the United States.



