
BEFORE THE PUBLIC SERVICE COMMISSION 
OF THE STATE OF MISSOURI 

In the Matter of a Collaborative Workshop for 
Customer Education and Outreach Regarding 
the Introduction of Default Time-of-Use Rates 
by Evergy Metro, Inc. d/b/a Evergy Missouri 
Metro and Evergy Missouri West, Inc. d/b/a 
Evergy Missouri West  

) 
) 
) File No. EW-2023-0199 
) 
) 
) 

NOTICE OF FILING 

COMES NOW, Evergy Metro, Inc. d/b/a as Evergy Missouri Metro (“Evergy Missouri 

Metro”) and Evergy Missouri West, Inc. d/b/a Evergy Missouri West (“Evergy Missouri West”) 

(collectively, “Evergy” or the “Company”) and states as follows: 

1. Attached as Exhibit A, please find the Company’s monthly marketing dashboard

which contains key examples of the Company’s Time-of-Use Marketing Tactics (“Marketing 

Dashboard”). 

2. Please note that filing of this monthly Marketing Dashboard was planned before

the Missouri Public Service Commission’s (“Commission”) Order Directing Time-of-Use 

Customer Choice Transition Reporting (“Order”) issued on August 30, 2023.  The attached Exhibit 

A is not meant to represent the Company’s response to the Order.  

3. The Company is working to respond to the Commission requests in the Order and

will move marketing examples and performance data to that monthly filing going forward. 

WHEREFORE, The Company submits the attached Marketing Dashboard for the 

information of the Commission. 



Respectfully submitted, 

/s/ Roger W. Steiner 
Roger W. Steiner, MBN 39586 
Phone: (816) 556-2314 
E-mail: roger.steiner@evergy.com
Evergy, Inc.
1200 Main – 16th Floor
Kansas City, Missouri 64105
Fax: (816) 556-2110

James M. Fischer, MBN 27543 
Fischer & Dority, P.C. 
101 Madison Street, Suite 400  
Jefferson City, MO 65101  
Phone: (573) 636-6758 ext. 1 
Fax: (573) 636-0383 
jfischerpc@aol.com   

Attorneys for Evergy Missouri Metro and 
Evergy Missouri West 

CERTIFICATE OF SERVICE 

I hereby certify that a true and copy of the foregoing was emailed on this 8th day of 

September 2023 to counsel for all parties. 

/s/ Roger W. Steiner 
Roger W. Steiner 

mailto:roger.steiner@evergy.com
mailto:jfischerpc@aol.com
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TOU Campaign Dashboard 

Customer Awareness
Awareness of Mandatory 

TOU Change*

54,016

# TOU 
Pre-Selection

112,749

# Compare My Rate Tool 
Cumulative Unique 

Sessions
182,633 

# Landing Page Sessions 

74% - August

* Based on monthly TOU survey * Includes 7,620 from TOU Pilot

50% 
since June

166%
MOM increase

220% MOM
increase*

* Greyed out tactics are not yet in-field
Contact Center Engagements

Number of TOU Calls Offered Average Length of TOU Calls

Evergy’s Mandatory TOU Implementation2

As of 9/1/23

5% MOM
increase 

Online Enrollments

5% completed through the Evergy
Contact Center or Connect

238 1116

22666
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Missouri TOU Rate Enrollments Summary 

Rate Plan Name Total Enrollments
Standard Peak Saver 18,429
Peak Reward Saver 18,810

Nights & Weekends Saver *9,138
Nights & Weekends 
Max Saver 7,639

Total 54,016

63% MOM
increase*

* % Increase from July to August

% of all Enrollments 
Completed Online

*Inclusive of pre-existing enrollments

* % Increase from July to August

Awareness of New Rate 
Options*

90% - August

* Based on monthly TOU survey

59% 
since June

Exhibit A 
Page 2 of 51



TOU Education and Outreach Campaign Dashboard
Measured Date: June – August 2023

Channel Performance
Tactic Impressions To 

Date
Goal #1 Result Benchmark Goal #2 Result Benchmark

Bill Message/Insert 2,190,000 General Awareness N/A N/A URL Visits 6,647 1500 site visits by 
10/1

Billboards 128,399,001 General Awareness N/A N/A URL Visits 2,309 1000 site visits by 
10/1

Digital Display 7,654,321 Click-Through Rate 0.11% 0.09% Cost Per Click $3.24 $5.60

Digital Video N/A Video Completion Rate N/A 41.0% Click-Through Rate N/A 0.02%

Direct Mail 805,168 General Awareness N/A N/A URL Visits 17,419 12,000 by 10/1

Email 550,461 Open Rate 43% 20% Click Through Rate 14% 5%

Events N/A # of Events 28 60 events by 12/1 # Customer Reached 5,264 5000 customer by 
12/1

High Impact Display N/A Click-Through Rate N/A 1.50% Engagement Rate N/A 10.0%

Media Relations 25,072,259 Story Sentiment 70% 80% Neutral or 
Positive

Message Pull 
Through

50 out of 
50

At least 1 key 
message

Newspaper & Church 
Ads

362,043 General Awareness N/A N/A URL Visits 651 800 site visits by 10/1

Paid Search 52,748 Click-Through Rate 42.93% 28.0% Cost Per Click $0.56 $1.73

Paid Social 430,638 Click-Through Rate 22.01% 2.59% Engagement Rate 6.51% 10.3%

Radio & Streaming 
Audio

686,694 General Awareness N/A N/A URL Visits 6 500 site visits by 10/1

* Greyed out tactics are not yet in-field
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Glossary of Terms

4

• General Awareness: when the main goal is to inform rather than taking an action

• Impressions: the number of times an audience is exposed to content

• Click-Through-Rate (CTR): ratio of clicks on content divided by the number of impressions served

• Engagement Rate: total number of actions takes on social ads (likes, shares, comments) divided by
the number of impressions served)

• Cost-Per-Click (CPC): cost of media divided by the clicks on content

• URL Visits: clicks that result in a session on a landing page

• Message Pull Through: key messages earned media coverage
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Seen or Heard of New Rate Options

5

In August, nine out of ten customers had seen or heard about Evergy’s new 
rate options

Yes, 31%

No, 69%

June

Yes, 73%

No, 27%

July

Yes, 90%

No, 10%

August

Seen or heard anything recently about Evergy offering new rate plan options to customers?

Project 23-0013: Missouri Mandatory TOU_Q5 - Have you seen or heard anything recently about Evergy offering new rate plan options to customers?
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Cost of Electricity Will Vary Based On Time Of Day Awareness

6

The number of customers who are aware that cost of electricity will vary based 
on time of day by end of 2023 has tripled since June

Yes
24%

Yes
60%

Yes
74%

No
76%

No
40%

No
26%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

June July August

Aware cost of electricity will vary based on the time of day by the end of 2023

Project 23-0013: Missouri Mandatory TOU_Q19 - Before today, were you aware that your cost of electricity will vary based on the time of day that you use it by the end of 
2023?
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Recall Communications About Time-Based Rate Plans

7

Two out of three customers recall communications about Evergy’s time-based 
rate plans

Recall communications from Evergy about the new time-based rate plans

Project 23-0013: Missouri Mandatory TOU_Q16 - Do you recall any communications from Evergy about the new rate plans where the costs of electricity will vary based on the 
time of day that you use it?

Yes
32%

Yes
38%

Yes
69%

No
68%

No
62%

No
31%
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Education and Awareness Strategy

8

Campaign Phase Objective Message Idea Tactic Type
Phase 1

Awareness & Education
June 15th – Nov. 30th, 2023

Inform customers that Missouri is changing rate 
structures soon and educate them on how TOU 
rates work.

Missouri will be changing electric rate structures starting this 
Fall. Learn how to prepare.  

Mass Awareness

Phase 2
Action & Preparation

Aug. 1st – Nov. 30th, 2023

Prepare customers for the upcoming change, 
inform them of their rate options & how they work, 
and encourage pre-selection of a rate.

As Missouri moves to TOU rates, Evergy is offering new 
personal power plans. Learn about your plan options and 
select a plan before October. 

Mass Awareness and 
Direct

Phase 3
Transition & Coaching
Oct. 1st – Dec. 31st, 2023

Ensure customers know they will be defaulted into 
a new rate and provide coaching to help them be 
successful on the new plan.

Your rate will change on X date. We are here to support your 
transition to TOU.  

Direct

Phase 4
Success & Coaching

Jan. 1st – April 30th, 2024

Help customers understand how their rate works 
and encourage shifting usage to off-peak times.

Your new rate allows you to save money by shifting to off-
peak times. Here are tips and tricks to help you save. 

Direct

Phase 5
Summer Prep & Coaching
May 1st – Sept. 30th, 2024

Prepare customers for the change in summer 
pricing and provide tools, tips, and resources to 
avoid summer peak usage.

Prices change in the summer, start preparing your home and 
family to avoid high usage during the summer.

Mass Awareness and 
Direct

Strategy Overview: Use a phased approach, that incorporates both mass awareness and direct marketing 
tactics, to move a customer from awareness to action and then finally to transition and success.
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Phase 1 – Awareness 
Tactics
Examples filed in June 2023
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Campaign Website Landing PageFull Page
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Plan Webpages

Exhibit A 
Page 11 of 51



Out of Home - Billboard
Audience: Mo Residential customers
Date: June-October 2023

Exhibit A 
Page 12 of 51



Digital Banner Ads

Audience: Missouri Residential 
customers
Send Date: June-October 2023
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Newspaper Print Ad

Church Bulletin Ads

Print Advertising

Missouri Newspapers and Select Church bulletins
Send Date: July 2023
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Placed-Based Out of Home

In-Store Banner/Sign

Take-One Brochure

(Located in places like grocery stores, laundromats, hair solans)

Audience: Mo Residential Customers
Send Date: July - September 2023
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Billing Communication 
July Bill Insert

July Bill Message

Audience: Mo Res with paperless billing
Send Date: July 2023
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Paid Social Posts

Audience: Mo Residential customers
Send Date: June-July 2023
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Phase 2 – Preparation 
and Action Tactics
August 
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August Bill Message

Billing Communication 
August Bill Insert

Audience: Mo Res with paperless billing
Send Date: August 2023
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August Customer Postcard 

Audience: All Missouri Residential Customers 
Send Date: August 7-15, 2023
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August Newspaper Ad

Missouri Newspapers
Send Date: August 2023
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Retargeting Digital Banner Ads

Digital banners
Audience: anyone who went to 
evergy.com TOU pages
Send Date: July – October 2023
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Retargeting Digital Banner Ads

Digital banners
Audience: anyone who went to 
evergy.com TOU pages
Send Date: July – October 2023
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Cover Letter Insert in the Rate Education Reports

Letter with the Rate Education Paper Report
Audience: All Missouri customers 
Send Date: August 15-31, 2023
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Rate Education Reports Paper Version
Audience: All Missouri customers 
Send Date: August 15-31, 2023
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Rate Education Reports Email

Audience: All Missouri customers with emails  
Send Date: August 16-31st, 2023
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Customer Event Handout
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Weekly Energy Analysis Emails – Promotion Pod

Non-TOU customer Customers on TOU Pilot

Promotional pod in the weekly energy analysis emails
Audience: ~300,000
Send Date: August – October, 2023
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All Mo Customers: August Email
Subject: Missouri, it’s time to pick your new rate plan
Audience: Mo Residential (excluding already on TOU, net metering, solar sub, non-AMI), ~400,000
Note: electric heat pod only shows for space heating customers
Send Date: August 2, 2023
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Subject: Are you on the best plan for your home
Audience: Mo Residential that are already on a TOU plan prior to Jan 1, 2023, ~8,000
Note: electric heat pod only shows for space heating customers
Send Date: August 2, 2023

Pilot TOU Customers: August Email
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Seniors & Low Income: August Email

Subject: This Fall: New rate plan options
Audience: Mo Residential seniors and low income, 
~70,000
Note: electric heat pod only shows for space heating 
customers
Send Date: August 10, 2023
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Subject: Important updates regarding your Evergy rate plan
Audience: Mo Residential who are not expected to save on a 
new TOU plan, 
Note: electric heat pod only shows for space heating customers
Send Date: August 14, 2023

Non Saver: August Email
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Subject: Your new rate plan is coming soon
Audience: Net-metering ~6,000
Note: electric heat pod only shows for space heating customers
Send Date: August 25th

Net Metering: August Email
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Subject: Your new rate plan is coming soon
Audience: Solar Subscription Customers ~900
Note: electric heat pod only shows for space heating customers
Send Date: August 23rd

Solar Subscription: August Email
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Phase 2 – Preparation 
and Action Tactics
September 
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Billing Communication 
September Bill Insert

Audience: Mo Res with paperless billing
Send Date: September 2023
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Customer Postcard - September 

Audience: Mo Residential (excluding already on TOU, net metering, solar sub) 
~450,000
Send Date: September 15-20, 2023
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Electric Heat Customers: September Letter

Audience: Customers on the Space 
Heating Rate ~103,749
Send Date: September 5-15, 2023
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Net Metering Customers: September Letter

Audience:  Customers on the Net 
Metering Rate ~6,766
Send Date: September 5-15, 2023
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Low Income and Seniors: September Letter

Audience: Customers identified as 
lower income or a senior ~187,293
Send Date: September 5-15, 2023
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Non-Digital Customers: September Letter

Audience: Customers identified at non-
digital ~32,708
Send Date: September 5-15, 2023
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Solar Subscription Customers: September Letter

Audience:  Customers on Solar 
Subscription Program ~700
Send Date: September 5-15, 2023
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TOU Pilot Customers: September Letter

Audience:  Customers who participated 
in the TOU Pilot Program ~7,000
Send Date: September 5-15, 2023
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All MO: September Email
Subject: Action Needed: It’s time to choose your new plan
Audience: Mo Residential (excluding already on TOU, net metering, solar sub, non-AMI), ~320,000
Note: electric heat pod only shows for space heating customers. 
Send Date: September 11-13, 2023
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Subject: Are you on the best plan for your home
Audience: Mo Residential that are already on a TOU plan prior to Jan 1, 2023, ~3,000
Note: electric heat pod only shows for space heating customers
Resend to non-opens from August
Send Date: September 13, 2023

Pilot TOU Customers: September Email
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Subject: Your new rate plan is coming soon
Audience: Resend to non-opens from August: Net-metering, ~3,000
Note: electric heat pod only shows for space heating customers
Send Date: September 13

Net-Metering: September Email
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Subject: Your new rate plan is coming soon
Audience: Solar Subscription Customers ~600. Resend to 
customers who did not open in August
Send Date: September 13th

Solar Subscription: August Email
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Seniors & Low Income: September Email
Subject: Action needed: Update your rate plan
Audience: Mo Residential seniors and low income, ~70,000
Note: electric heat pod only shows for space heating 
customers
Send Date: September 13-14, 2023
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Subject: Action Needed: Update your rate plan
Audience: Mo Residential who are not expected to save on a 
new TOU plan, ~70,000
Note: electric heat pod only shows for space heating customers
Send Date: September 15-17, 2023

Non-Saver: September Email
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TOU Overview Video

Uses: used on website and paid media advertising
Live: September 2023
Note: Additional videos on individual plans coming soon

https://www.youtube.com/watch?v=YUDNcE9WTBM
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Radio and Streaming Audio

Audience: Missouri Radio Stations, Missouri streaming audio 
customers
Live: September 2023
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