Corporate Citizenship —
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The Community
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The Area we Serve: High Unemployment
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DTE Energy’
The Area we Serve:

High Poverty & Foreclosures
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2011 Customer Service and Satisfaction plan:
“We will be our customers’ advocate” by reducing
defects and improving satisfaction
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Customer Service & Satisfaction Plan
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Community Outreach

Improve image of DTE
Energy by being an
active visible partner
in the community
through our company
practices and employee
iInvolvement in the
communities where we
live and work
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High level desired outcome:

 Humanizing DTE Energy as
a community ally

* Assist large volumes of
customers in need through
outreach
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DTE Energy

Community Outreach Activities

Customer Qutreach

= Community Offices
= Customer Assistance Events

Community Relations

= Community Involvement Events
«  Special Community Projects
- Leveraging other Human Services Agencies

= Executive Outreach

= Director Outreach

ERVICE EXCELLENCE
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Community Outreach Offices
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Community Qutreach Locations

Fellowship Chapel
7707 W. Outer Drive
Detroit, Ml 48235

| St.Cecilia Catholic School
‘ 6327 Burlingame
Detroit, MI 48204

Focus Hope
1300 Oakman
Detroit, Ml 48238

Second Ebenezer Church
I 14601 Dequindre
Detroit , Ml 48203

New Destiny
8100 Davison

Datrot
Belle Detroit, Ml 48238

Isle Park,

,_Bﬂmfié Michigan Welfare Rights Org
23 E. Adams, 4th Floor
Detroit, Ml 48226
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DTE Energy’

Customer Assistance Events

Customer Assistance
Events are held throughout
the community and range
from 500 — 5,000 customers
In attendance. The events
offer...

1. Payment plan programs
« Budget/ Levelized
* Arrears / Shut off protection
2. Assistance funds (from partner agencies)
3. Energy Efficiency
« Education / Seminar
7 « Home consultation
~ 4. Human Service Agencies (wide variety)

SERVICE EXCELLENCE
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2011 Customer Outreach Strategy — Customer

Forums — Arrears by Zip Code*
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DTE Energy
Outreach Events... At many venues %

Community Outreach Events have be held at...
 Block club meetings
« Town hall meetings
» Senior Fairs
» Health Fairs
» Churches
* Fairs
» Hospitals
» Schools
» Union Halls
* Bus
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2011 Community Outreach Events

More than 170 Community

DTE Energy
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DTE Energy’
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Meals on Wheels

= 700 employees and their families,
including great leader turnout

» Packing and
delivering meals
over the Christmas
holiday

* 6,000 seniors
served

« Huge goodwill
generated
internally and
externally

Call v mod.47F.474T
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DTE Energy’
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’ Examples of Customer Outreach rexttheword
“Special Projects”...

Special Community Projects

WEEK OF WARMTH

Presented by DTE Energy and THAW

1.Church Energy Efficiency Program
2.Neighborhood Energy Efficiency Day
3.Community Gospel Concert

4.Awareness @ Sports Event

5. THAW Fund Raisers ==
Many More... & 'V

A Comnunity Gift for the Holidays

i
n !
| % i
November 19,2011 : >
H VIP Rece ption: 6 pamn. A ) (.
H Concert: 7 pm. | ey H E
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DTE Energy’
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Executives paired with key community

Executive Outreach Design

elected officials close to their work or home.
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DTE Energy’

:%

Directors paired with one block club and one
community organization.

Directors Outreach Highlights
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MATRIX OF METRO DETROIT
HUMAN SERVICES | CO s
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for Humanity®
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DTE Energy Residential Corporate Citizenship
Is Trending Higher

m 2009 w2012 (Midpoint)
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Increase In Residential Corporate Citizenship
Awareness — 2009 to 2012 Midpoint

B DTE-MichCon [ Detroit Edison

16%

15%

Energy Savings Environmental efforts Local support
Programs
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Midwest Large Ranking
Local Support / Donations Awareness

MidAmerican Energy
Detroit Edison

Ameren Missouri

Xcel Energy-Midwest
Ameren lllinois

Duke Energy-Midwest
Alliant Energy

We Energies

KCP&L

Consumers Energy
AEP Ohio

ComEd

Indiana Michigan Power
Westar Energy

The llluminating Company
Ohio Edison
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