


















































4.3.7 Asset Management
« Evaluate and communicate asset system heath in PSPS scoping areas.
« Provide/analyze system performance data for PSPS decision criteria.
- Review and provide input for any fire simulations activities related to a PSPS zone.
« Support repairs of damaged infrastructure as needed.
- Support communication responsibilities with the Public Service Commission as needed.
- Participate in AARs and Lessons Learned after PSPS event.
4.3.8 Executive

- An Officer in Charge will be established by NorthWestern Executives for the Incident Command Team. Only one
Officer in Charge will be established for purposes of the role within the PSPS event planning and execution.
Assignment of Officer in Charge is determined as follows:

- The Officer in Charge will be the executive most closely aligned with the systems or outcomes during a PSPS
event. Specifically, the following should be used for designation of the Officer in Charge:

> Vice-President Distribution

> Vice-President Transmission

> Vice-President Asset Management
> Vice-President General Counsel

« Evaluate inputs from multiple functional departments evaluating risks associated with execution of a PSPS
event including, but not limited to, customer and stakeholder impacts, environmental conditions, and system
performance.

- Serve as final decision-making authority including authorizing the Incident Command Team to execute a PSPS de-
energization should conditions warrant it necessary.

« Participate in AARs and Lessons Learned after PSPS event.
4.3.9 Safety
« Ensure personnel are appropriately trained to perform all relevant responsibilities as needed under the PSPS Plan.
- Ensure adherence to safety manual are followed throughout PSPS events.
« Provide training on PSPS Plan requirements for personnel as needed.

« Work with Corporate Communications to provide timely reviews of any gathered creative assets (photos, videos,
etc)

- Participate in AARs and Lessons Learned after PSPS event and modify PSPS plan as needed.
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4.3.10 Corporate Communications

« Corporate Communications develops and executes PSPS communications to customers and employees and
supports other business units in their communication efforts with regulators, critical facility operators, public safety
partners, key accounts, investor relations, and other stakeholders. Corporate Communications will:

« Work with all other groups to ensure that the PSPS Communication Strategy is being executed during all stages of
a PSPS event.

- Ensure consistent and accurate information is disseminated.

- Monitor conversations and engage on social media channels as appropriate.

- Provide on-call media response.

- Produce and/or gather creative assets (photos, videos, etc.) to accompany communication materials.

- In coordination with Operations and Regulatory Affairs, work with public safety partners, critical facilities,
regulators, and other stakeholders to execute a comprehensive, coordinated, and cohesive customer notification
framework.

- With input from public safety partners, develop and implement a general PSPS awareness campaign for
customers.

- In the event of a PSPS:

« To the extent possible and in coordination with Customer Care, Operations, BT, and other groups, notify
stakeholders before, during, and after a PSPS event with the following information:

- Expected timing and duration of the PSPS event.
- Contact information and communication resources.

« Provide up-to-date information on NorthWestern Energy website as single point source of the most accurate and
current information available to all audiences.

- Distribute information via appropriate communication channels for specific audiences as needed.
- Provide scripts for recording and distribution through Distribution Operations Control.
« Participate in AARs and Lessons Learned after PSPS event and modify communication practices as needed.
« Produce any recap reports, presentations as necessary.
4.3.11 Community Connections (Community Relations & Key Accounts)

- The Key Account/Community Relation Managers will identify key account/sensitive customers that are affected by
the PSPS event and will:

« Work with all other groups to ensure that the PSPS Communication Strategy is being executed during all stages of
a PSPS event.

- Respond to customer inquiries about PSPS events.
- Ensure managers are appropriately trained to perform customer interactions during a PSPS event.
« Assist in possible media response.

« Participate in AARs and Lessons Learned after PSPS event.
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5 Situational Awareness Strategy

541 Introduction and Purpose

The Situational Awareness Strategy describes NorthWestern Energy’s process for monitoring weather and
environmental conditions that may result in the consideration of a PSPS event or the progression of an event.

By monitoring the dynamic conditions involved in these situations, NorthWestern aims to optimize the decision-making
process, allocate resources efficiently, and minimize the impact on communities and critical infrastructure. Through
the establishment of specific thresholds and proactive monitoring of conditions, this strategy seeks to empower
stakeholders at all levels to take timely and appropriate actions to mitigate risks and enhance public safety during
PSPS events.

5.2 Overview

Situational awareness is paramount for efficiently managing risk and ensuring the safety of communities, natural
resources, and critical infrastructure. PSPS events serve to reduce the risk of wildfires or other hazards caused

by extreme weather conditions but can introduce dynamic and complex operational environments. Maintaining
situational awareness involves continuously monitoring and comprehensively understanding evolving conditions that
influence the decision-making process throughout the duration of a PSPS event. This includes factors such as wildfire
risk, weather, and vegetation fuel moistures to name a few. The following sections provide more detail on the factors
and approaches utilized by NorthWestern Energy to assess environmental risks and the corresponding efficacy of a
PSPS.

5.3 Weather Monitoring Strategy

Easy access to meteorological, fuel conditions, and wildfire risk data is a crucial aspect of NorthWestern Energy’s
strategy for preventing wildfires, as well as for considering a PSPS event. Given the significant diversity in these
conditions across its service territory, NorthWestern Energy relies on publicly available models and data, as well
as internally developed risk models (Figure 4). Utilizing multiple weather models allows NorthWestern Energy to
understand a possible range of outcomes and provides a more comprehensive understanding of the forecasted
conditions that are on the horizon.

Publicly available information from the National Weather Service (NWS) and the USFS Severe Fire Danger Index (SFDI)
are currently included as part of the models utilized by NorthWestern Energy. From these resources, NorthWestern
Energy generates assessments of present and future wildfire risks spanning its entire service area. NorthWestern
Energy’s internal models currently consist of the Wildfire Risk Index (WFRI) and the Composite Risk Index (CRI). These
metrics are then used as inputs to the operational decision-making process. Further explanation of these models can
be found in their respective sections below (Sections 5.3.3 and 5.3.4).
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Figure 4 — General wildfire weather forecast for NorthWestern Energy’s service territory
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5.3.1 National Weather Service

The NWS is the operational weather services component of the National Oceanic and Atmospheric Administration
(NOAA), an agency of the agency of the United States Department of Commerce. This public platform provides daily
meteorological conditions. It considers factors like temperature, humidity, wind speed, and fuel moisture content, all
of which help assess the likelihood and severity of wildfires. By providing timely updates and alerts, the NWS helps
communities take proactive measures to mitigate the risk of wildfires and protect lives and property.

The NWS issues advisories, watches, and warnings to alert the public about hazardous weather conditions. Advisories
or notifications are issued for weather conditions that are not as severe as those warranting a warning but could still
be hazardous or impactful. A watch is issued when hazardous weather conditions are possible within a specific area
and time frame but are not yet occurring or imminent. A warning is issued when hazardous weather conditions are
imminent or occurring within a specific area and time frame.

A Red Flag Warning is one example of a forecast issued by the NWS to alert the public, firefighters, and land
management agencies about weather conditions conducive to extreme fire behavior. These conditions typically
include a combination of low relative humidity, strong winds, dry vegetation, and high temperatures. A Red Flag
Warning indicates that critical fire weather conditions are either occurring or are expected to occur shortly. When a
Red Flag Warning is issued, it is essential for individuals and communities to take extra precautions to prevent fires
and be prepared to respond quickly to any wildfires that may occur.

5.3.2 Severe Fire Danger Index (SFDI)

The SFDI is an index created by Forest Service and used by fire agencies to assess the level of fire danger in a
particular area. It considers various factors such as temperature, humidity, wind speed, and fuel moisture content

to determine the likelihood and severity of wildfires. The index typically ranges from low to extreme, with severe
indicating conditions highly conducive to rapid fire spread and difficulty in suppression efforts. It serves as a warning
system to alert authorities and the public about the potential for dangerous fire behavior.

NorthWestern Energy’s Public Safety Power Shutoff Implementation Plan 2025 | 21



5.3.3 Wildfire Risk Index (WFRI)

NorthWestern Energy’s WFRI serves as a valuable tool for assessing, quantifying, and communicating the risk of
wildfires, enabling informed decision making and proactive measures to protect lives, property, and natural resources.
The WFRI converts environmental, statistical and scientific data into an easily understood “short-term” forecast

for NorthWestern’s service territory. Variables considered within the dynamic model include but are not limited to:

The USFS Severe Fire Danger Index, NorthWestern Energy asset health, and consequence modeling (risk tiers).

From these inputs, the WFRI provides a seven-day forecast, updated daily, displayed at the sub-circuit level of the
associated wildfire risk (Figure 5). It is used both as an operational parameter (i.e., when devices are set into different
operational protection strategy) as well to give early indication of PSPS probable scenarios on the horizon.

Figure 5 — Example of NorthWestern Energy’s WFRI Dashboard
5.3.4 Composite Risk Index (CRI)

The CRI provides an estimate of risk from power line-caused fires. The main components of this index are wind
gust speed, which acts as a proxy for fire ignition potential, and flame length, which provides a measure of overall
controllability. Weather monitoring zones are created to ring-fence forecasted weather into geographically and
environmentally different areas. The CRI values can then be calculated in each of these zones and compared with
historic weather and wildfire information to gauge relative risk compared to historical weather conditions.
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5.4 PSPS Threshold Guidance

By nature of NorthWestern Energy’s diverse and
expansive service territory, it would be impractical
and ineffective to identify a single weather or
environmental criteria under which the decision to
employ a PSPS could be based. For instance, the
criteria that may warrant a PSPS event in one area
may not warrant it in another due to differences in
a wide variety of factors.

In recognition of this reality, NorthWestern’s
approach to the consideration of PSPS events

as a mitigative tool is not based on a single
environmental factor. Instead, NorthWestern has
developed models that blend both internal and
external data to provide consistent evaluations
of wildfire risk. Importantly, however, these
models and indices are treated as just a few of
the many important data points to consider. In
other words, this approach treats these models
as valuable guidance rather than strict thresholds
and enables NorthWestern (through its teams of
SMEs) to then also consider several situation-
specific factors (e.g., grid resiliency, emergency
response capabilities, fire spread modeling, etc.).
Thus, there is no one factor used as the ultimate
determining factor for de-energization, but rather
a comprehensive assessment of all aspects that
drive final PSPS decision making.

5.5 Situational Awareness Strategy
Summary

NorthWestern Energy’s Situational Awareness
Strategy involves continuous monitoring of factors
such as wildfire risk, weather, and vegetation fuel
moisture. This is accomplished through utilizing
both publicly available models (e.g., NWS, SFDI)
and internal models (e.g., WFRI, CRI).

PSPS environmental thresholds are not
established to be the sole driver of a PSPS

event but are used to empower and educate the
operational, communications, and decision-making
personnel to make data informed decisions in

a near real-time format. Decision making during
PSPS events also includes a variety of other
factors and considerations beyond environmental
conditions, such as customer and stakeholder
impacts as well as system health and performance
among others. Ultimately, the goal of NorthWestern
Energy’s Situational Awareness Strategy is to
provide its operational decision makers with the
best possible information regarding environmental
and system conditions empowering them to make
informed situation-specific decisions regarding the
efficacy and impacts of executing a PSPS event.
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6 Operational Strategy

6.1 Introduction and Purpose

Whereas the Situational Awareness Strategy described how NorthWestern Energy remains apprised of the many
factors that may warrant a PSPS event, the Operational Strategy instead describes how NorthWestern intends to
progress through the various stages and phases of a PSPS event when one is being considered or conducted.
Fundamental to its PSPS Operational Strategy is NorthWestern’s commitment to safely and reliably serving its
customers and communities. As such, NorthWestern’s PSPS operating procedures and work practices define how
NorthWestern will prepare its personnel and equipment to proactively de-energize electrical facilities to reduce the
risk of a utility-ignited wildfire, how it will carry out this de-energization should it be needed, and how it will safely
restore its system. This strategy, in conjunction with the Situational Awareness and Communication Strategies,
balances the need to reliably serve the customers of NorthWestern while also recognizing NorthWestern Energy’s role
in maintaining a safe environment when faced with extreme fire weather.

6.2 Overview

To understand how NorthWestern operationally manages PSPS events, it is necessary to first review NorthWestern’s
general wildfire operational practices. NorthWestern deploys several operational defense strategies as wildfire risk
index increases (Figure 6). Each increase in wildfire risk is matched with a strategy to mitigate that risk while providing
safe and reliable service for NorthWestern Energy’s customers and communities. However, under certain extreme
fire weather conditions, NorthWestern may eventually reach a point at which it is unable to deploy additional or

more sensitive protective strategies to its operating electrical equipment. At this point, the only method remaining

to further reduce wildfire risk may be de-energizing the electrical equipment in the area of concern. However, in this
scenario the extreme wildfire risk must be considered alongside the impacts and risks posed by power-off scenarios
for NorthWestern Energy’s customers and communities. The following sections serve to provide an overview of how
NorthWestern will operationally progress through a PSPS event in those situations where the wildfire risk of continuing
to operate electrical equipment is unacceptably high.

Operational Defense

Wildfire Risk Risk Description Strategy

Fire Start Imminent PSPS Evaluation

Uncontrollable
. Fire Start Easily Fire Season Operating
Very High Control Limited Mode 2
High Fire Start Caution Fire Season Operating
9 Control Challenging Mode 1

Fire Start Challenging

Control Achievable Normal Operations

Fire Start Difficult

Control Easily Normal Operations

Figure 6 — Operational Defense Strategy Matrix
6.3 Stage 0 Operations

Stage O Operations is almost entirely performed by the Situational Awareness Team who is responsible for
environmental monitoring related to wildfire risk. They perform this role by continuously monitoring weather
conditions, fire activity, and other relevant factors (Section 5) that could lead to, or exacerbate, wildfire situations.
Throughout Stage 0O, the Situational Awareness Team will also engage with both company SMEs and local-area
managers to add additional location- and equipment-specific context. If, through these discussions and consultations,
the Situational Awareness Team, SMEs, and local management conclude they have exhausted the available non-de-
energization mitigative measures, this group may then elect to establish a PSPS Awareness Team to formally begin
consideration of, and planning for, a potential de-energization.
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6.4 Stage 1 Operations

Once a PSPS Awareness Team has been established, Stage 1 operations formally begin. Throughout Stage 1,
these actions generally involve the continued monitoring of current and forecasted conditions as well as extensive
preparation for (and communication about) a potential de-energization.

However, it is worth noting that the significance and frequency of the actions taken in Stage 1 are intended to
correspond to the severity and likelihood of the forecasted wildfire conditions. As such, Stage 1 of NorthWestern
Energy’s PSPS Implementation Plan has also been sub-divided into 4 distinct phases. Importantly, because the
conditions may unexpectedly improve or worsen quicker or slower than forecasted, there is no pre-determined time
within each phase of Stage 1. Instead, each phase is defined based on the anticipated timing of the potential de-
energization which may change in accordance with changes in forecasted conditions. In practice, this means that the
four phases of Stage 1 of NorthWestern’s PSPS Implementation Plan may not always progress linearly and consistently.
In these scenarios, NorthWestern will make efforts to ensure operational consistency and communication clarity.
Generalized details regarding the operational actions being taken in each of the four phases of Stage 1 are presented
below.

Phase 1.1 — Monitoring:

- Functional areas begin pre-planning for possible PSPS de-energization event, including subseqguent meetings
with key supervision for planning purposes.

« Initial scoping of impact area and customer impacts is performed.
- Analysis of staffing available during entire period of expected PSPS event is performed.

. Continued and heightened monitoring of conditions. The point at which the anticipated de-energization is
believed to be less than 72 hours away, the transition to Phase 1.2 begins.

Phase 1.2 — Watch:
« Impact area and customer impact analysis is refined.
- Initial external communications are provided in accordance with the Communication Strategy (Section 7).
. Staffing is reviewed across key departments for duration of PSPS event.
« Communication provided to uninvolved employees.

« Incident Command Team is established upon transition from Phase 1.2 to 1.3 (i.e., when the anticipated de-
energization is less than 48 hours away).

Phase 1.3 — Warning:
- Further detailed analysis of system performance and predicted fire weather is performed.

- Ground patrol of anticipated impact area is conducted to update asset health and right-of-way conditions with
real-time observations.

« Consultation with, and communication to, outside agencies as needed.

- Continued and revised communications provided to external stakeholders in accordance with the Communication
Strategy (Section 7).

- If de-energization is determined to be imminent to combat wildfire conditions, Officer in Charge, grants authority
to the Incident Commander to perform the as needed switching to safely execute the PSPS.

« Incident Commander works to schedule the de-energization prompting the transition to Phase 1.4.
Phase 1.4 — Alert:

- Electronic switching instructions finalized.

- Field crews are mobilized to perform de-energization switching.

- PSPS map is populated with anticipated event details.

« Imminent PSPS de-energization communications are provided to impacted stakeholders, including emergency
services, customers, community leaders, and fire agencies in accordance with the Communication Strategy
(Section 7).

- Switching for de-energization is performed resulting in a transition to Stage 2 operations.
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6.5 Stage 2 Operations

Stage 2 of NorthWestern Energy PSPS implementation begins when field crews have completed their switching
efforts resulting in the target area being de-energized. Similarly, this stage ends when all customers are fully restored
to utility service and the PSPS event has been closed out and documented. Stage 2, much like Stage 1, focuses on
the continued monitoring of current and forecasted conditions as well as extensive preparation and communication.
However, unlike Stage 1, the focus now shifts to monitoring and preparing for conditions to improve to a point where
it becomes safe to re-energize electrical equipment. This period requires both the weather conditions to retreat
acceptably below fire risk thresholds for the area as well as the electrical system undergoing a series of inspections
and repairs, if needed, prior to re-energization. Due to the inherent variability of these conditions, Stage 2 is sub-
divided into 3 distinct phases — corresponding to the natural progression of re-energization efforts. Generalized
details regarding the operational actions being taken in each of the three phases of Stage 2 are presented below.

The following sub-phases describe, in general, the operational responsibilities for this phase of the PSPS event:
Phase 2.1 — PSPS In-Effect:

« Weather conditions, fire activity, and other factors are continuously monitored and reviewed by the Incident
Command Team to assess when it will be safe to restore power.

« Initial and ongoing communication with stakeholders on system status and predicted time to restoration are
provided in accordance with the Communication Strategy (Section 7).

- Business orders are proactively created to address any known or expected repairs.
- Evaluation of crew resources, materials, engineer resources, etc. is performed.

- Upon the identification of improved conditions (e.g., wildfire risk has decreased below an acceptable risk
threshold for the particular PSPS area), the Incident Commander (based on inputs from the IC team), may
commence restoration efforts resulting in a transition to Phase 2.2.

Phase 2.2 — Restoration:
- A detailed ground and/or aerial assessment of the entire system in the area of de-energization is performed.
« Repairs are conducted as expeditiously as possible.

- As repairs are made and/or the system is found to be safe, re-energization begins (typically in a stepped
approach).

« Customer and community notifications continue as necessary and in accordance with the Communication Strategy
(Section 7).

- Records of repairs are collected for future analysis.
- Service restoration is completed and verified resulting in a transition to Phase 2.3.
Phase 2.3 — Closeout:
« Event documentation and outage reporting is finalized.
- Feedback sessions are conducted to identify areas for improvement in future events
- Fire simulations at failed component locations are conducted to understand risk avoided.
+ Incident Command Team is disbanded.
« Risk management department compiles all PSPS documentation.

« Business processing orders are closed out.

6.6 Operational Strategy Summary

Wildfire risk and the decision to de-energize the system is a complex and dynamic process, and PSPS events are
cross-functional activities that require involvement from a variety of stakeholders to conduct. While it is impractical

to completely and prescriptively define the operational tasks to be completed during a PSPS event, the operational
strategy described above provides an overview of the approach NorthWestern Energy employs to manage this
dynamic risk. Fundamentally, NorthWestern’s approach is founded on data-informed decision making to maintain

the safety of customers, communities, and stakeholders. This is made possible by balancing the threats posed by
operating electric systems during periods of elevated fire weather conditions with the impacts of service interruptions.
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7 Communication Strategy
741 Introduction and Purpose

Another key component to NorthWestern Energy’s PSPS Implementation Plan is its communication strategy. The
primary purpose of a communication strategy is to define what types of information will be provided to internal and
external stakeholders and what channels (i.e., means of communication) will be used to provide that information

to ensure it reaches the intended audience. Other purposes include how, and how often, the information will be
provided and who is responsible for creating and distributing the information. A communication strategy is a valuable
tool in many situations a utility may encounter, but there are several factors that make it essential for managing PSPS
events in particular. For example:

PSPS events can be more consequential than typical outages and can directly and indirectly impact a variety
and number of internal and external stakeholders (e.g., residential customers, business owners, cellular network
operators, fire departments, governmental agencies, etc.).

The variety and number of external stakeholders also generally exceed the relevant external stakeholders

for planned and unplanned outages — making it necessary to utilize centralized and public channels (e.g.,
public website outage map) rather than the purely targeted and private communications used for planned and
unplanned outages (e.g., individual text/email alerts).

Different stakeholder groups require different levels, frequencies, and types of information as well as different
channels for accessing/receiving (e.g., outage map, social media, automated calls, CSRs, key account managers,
TV/radio announcements, etc.).

Not all channels are desirable or practical as a method for keeping stakeholders apprised of a PSPS event. It is
impractical to accurately utilize and maintain all possible communication channels, and some channels may work
better for certain types of information and/or stakeholders.

Without a communication strategy, stakeholders may not understand where to go for information, may not receive
important information (or may receive conflicting/inaccurate/outdated information), and may attempt to use
unsupported or undesirable channels (e.g., large call center volumes, unmonitored social media posts, etc.)

PSPS events are relatively new practices to utilities and external stakeholders and are often much more dynamic,
unpredictable, and time-sensitive than typical planned and unplanned outages — making it difficult to rely solely on
traditional communication practices and channels.
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7.2 Overview

NorthWestern Energy’s PSPS communication strategy is comprised of both an internal communication strategy and
an external communication strategy. Although external communications are often the primary focus when it comes to
managing a PSPS event, the foundation for effective external communications is a comprehensive internal strategy.
A thorough internal communication strategy ensures that internal parties are providing and receiving accurate and
consistent information in a timely manner and will define:

- How, when, and where information is transferred internally (i.e., channels/methods).
- Which employees, or groups of employees, must be kept informed.

Similarly, an external communication strategy is responsible for defining how relevant information is then distributed to
external stakeholders. In general, external communication strategy describes:

« What general types of information will be provided to external stakeholders.

- When/how/how often that information will be provided to external parties (i.e., channels, timelines, etc.)

« What external stakeholders need to be kept informed and to what extent.

« What personnel are responsible for creating and distributing the information and what those responsibilities are.

NorthWestern Energy’s internal and external PSPS communication strategies provide draft content for communications
during a PSPS event. This gives NorthWestern Energy a clear outline for communications during a PSPS event, but
also allows the specifics of the communications to be defined by the PSPS Awareness Team and Incident Command
Team on a case-by-case basis to accommodate the variable and dynamic nature of PSPS events. It is impractical to be
completely prescriptive about the exact messaging and information that will go out for any generalized PSPS event.
However, NorthWestern Energy’s internal and external communication plans provide a good starting point for effective
communications but still allow those communications to be tailored for specific events.

7.3 Internal Strategy

Depending on the situation, NorthWestern Energy utilizes many different channels (e.g., email, text, phone calls, file
sharing, etc.) for relaying information internally across a widely dispersed employee population. While these can

be effective channels in some cases (and will be used, in part, during PSPS events), they can also be inefficient for
navigating the dynamic, fast-paced, multi-faceted, and multi-participant discussions necessary during PSPS event(s).
Therefore, the foundational principle for NorthWestern Energy’s internal communication strategy is that, during PSPS
events, both the PSPS Awareness and Incident Command Teams will be part of regular meetings. After each of these
meetings (and any ad-hoc meetings that may be called to order), communications-focused employees would then
be responsible for delivering the agreed-upon messaging via the channels and timeframes defined by the external
communication channel strategy (Section 7.4). Depending on the severity and scale of the ongoing PSPS event(s), as
well as the agreed-upon messaging, the involved internal stakeholders with external communication responsibilities
may vary.

7.4 External Strategy

NorthWestern Energy’s external communication strategy describes what channels are used during different phases
of PSPS events to relay information to external stakeholders. A central principle of this communication strategy was
the designation of a default or primary communication channel that would be available to all stakeholders. Since
PSPS events are highly dynamic and involve a wide variety of external parties, NorthWestern Energy recognized

the need to select a flexible and high-speed communication channel that can provide consistent and up-to-date
baseline information accessible to all external parties. Another important element of NorthWestern Energy’s strategy
is based on the recognition that certain key stakeholders (such as customers directly impacted by PSPS outages, key
account holders, large businesses, and governmental bodies) will likely require different, and perhaps more detailed,
information than provided in the baseline channel. As such, NorthWestern has identified several other supplemental
channels of communication designed to augment the baseline channel and meet the specific needs of these key
stakeholders.
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To provide baseline PSPS information to all external parties, NorthWestern Energy designated its existing public
webpage as its default channel. Not only is it the current default source for providing outage information to external
parties (making it familiar to existing stakeholders), it is also a flexible platform that can be updated quickly and
regularly. Additionally, it allows users to subscribe to SMS and email notifications for ongoing outages (i.e., Phases
21through 2.2) — allowing interested parties to stay informed about an ongoing PSPS outage without having to refer
back to the outage map. NorthWestern will leverage this webpage to provide general information about a PSPS event
(beginning in Phase 1.2) such as a map with the anticipated impact areas of PSPS events along with regular updates
based on the decisions made during the daily, and ad hoc, PSPS team meetings. Our PSPS webpage can be found at
NorthWesternEnergy.com/PSPS and a mockup of what this page would look like during a hypothetical PSPS event is
shown below (Figure 7).

Our emergency line is available 24 hours a day.

Mcotana: 833 4673660 | South Dakota/Mebracka: 500245 6977 | In cave of a e threabening smenpensy, dial 911

Public Safety Power Shutoffs:

fl Psps Warning in the Boulder Area

Figure 7 — Example mockup of NorthWestern Energy’s webpage displaying a hypothetical PSPS event.

Recognizing that this webpage would not address all the needs of external stakeholders, NorthWestern Energy also
identified several supplemental communication channels designed to provide additional information or context to
specific external stakeholders. Each channel is intended to be applied at different phases of a PSPS event and is
targeted toward specific external parties. These channels, each of which will be described in more detail below,
include:

« Automated outbound call campaign direct to impacted customers
- Interactive Voice Response (IVR) for incoming calls
« NorthWestern Energy Corporate Communications
> NorthWestern Energy Website
- FAQ page
- Website banner
« NorthWestern Energy Customer Care
> Customer Service Representatives
> Customer Associates
« NorthWestern Energy Community Connections
> Key Account Managers

= Community Relations Managers
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Other channels, which may not always be utilized during PSPS events, but will be utilized when broader awareness is
necessary include:

- NorthWestern Energy Corporate Communications:
> Social media (e.g., Facebook, Instagram, X)
> Earned media (press releases distributed to news outlets and posted to website)
> Paid media (radio, digital, broadcast ads and PSASs)
- NorthWestern Energy Outage Management System (OMS) :
- iTOA
- webOMS
= OASIS

In addition to identifying communication channels as part of its strategy, NorthWestern Energy also identified and
categorized stakeholders to ensure that its communication strategy and channel selection would reach all external
stakeholders with a direct or indirect interest in PSPS events (Figure 8). The three generalized stakeholder groups
identified in the channel strategy are:

- All Stakeholders - Any party seeking PSPS event info (including those listed below).

« Impacted Customers - Specific electric customers whose service is, or is expected to be, interrupted during a
PSPS event.

- Target/Key Stakeholders - Any specific stakeholder or stakeholder group with a special interest in PSPS events.
Examples include:

> Large Customers (e.g., large businesses, commercial & industrial customers, etc))
> Critical Customers (e.g., hospitals, nursing homes, long-term care facilities, universities, etc.)

> Public Safety Partners (e.g., fire departments, law enforcement, hospitals, churches, community centers,
shelters, nonprofit emergency service providers, etc.)

> Service Providers (e.g., co-ops, cellular providers, assistance agencies, water and sewer, transportation such
as railroads, EV supply equipment, bus services, etc.)

> Government (e.g., local, state, federal, tribal)

> Transmission and Supply Organizations (e.g., WECC, NERC, reliability coordinators, adjacent interconnecting
entities, 1ISOs, RTOs, etc))

> Regulators
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Figure 8 — NorthWestern Energy’s PSPS external communication channel strategy showing what communication
channels are intended to be used at each stage and phase of a PSPS event, and which stakeholder groups are
targeted.
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7.4 Automated Call Campaign

The automated call campaign is a key channel for targeted communication. It is intended to be used at three points
during a PSPS event to inform NorthWestern Energy electric customers who are (or may be) directly impacted by

a PSPS de-energization. Phase 1.2, PSPS Watch, is the first phase in which the automated call campaign is used to
contact customers who may be affected by the potential de-energization. The call campaign would be used at this
point to reach out to customers who have been identified to be within the potential outage boundaries and inform
them of the potential for a PSPS event as well as direct them to the outage map webpage as the source for more
real-time updates. The second point at which the call campaign would be used would be when the go/no-go decision
for a PSPS event has been made (i.e., beginning of Phase 1.4). The purpose of this call would be to either inform
previously-contacted customers that the PSPS event had been canceled (if that is the case), or inform them (and

any newly-identified customers) that the outage would be occurring, provide them with critical information about the
outage such as impacted areas and the timing of the outage, and direct them to the outage map webpage for more
information. The final phase at which the call campaign would be utilized would be following the restoration of power
(i.e., Phase 2.3). This call would be used to inform customers who were impacted by the PSPS outage that the power
had been restore d and to direct them to reporting resources if they find themselves to still be experiencing a power
outage (i.e., a nested outage).

7.4.2 Email and text message notifications

Customers for whom NorthWestern has an email address and/or cell phone number will be notified via email and/or
text message in the case that they may be impacted by a PSPS event. These channels will also be used to update
impacted customers throughout the course of a PSPS.

Phase 1.2, PSPS Watch, is the first phase in which email and text message notifications are used to contact customers
who may be affected by the potential de-energization. The notifications would be used at this point to reach out to
customers who have been identified to be within the potential outage boundaries.

The second point at which text and email notifications would be used would be when the go/no-go decision for a
PSPS event has been made (i.e., beginning of Phase 1.4). The purpose of this notification would be to either inform
previously-contacted customers that the PSPS event had been cancelled (if that is the case), or inform them (and
any newly-identified customers) that the outage would be occurring, provide them with critical information about the
outage such as impacted areas and the timing of the outage, and direct them to the outage map webpage for more
information.

The final phase at which text and email notifications would be utilized would be following the restoration of power
(i.e., Phase 2.3). This notification would be used to inform customers who were impacted by the PSPS outage that the
power had been restored.

7.4.3 Public Website

NorthWestern Energy’s public website, in addition to hosting the primary communication channel (the PSPS webpage),
also supports other crucial communication channels. First, NorthWestern Energy’s website will always include a PSPS
education page designed to educate customers about PSPS events, communication channels (including directing
stakeholders to the PSPS webpage as the primary source for real time info), recommended preparations, and other
general PSPS information. The second way the public website is utilized is to display an informational banner at the
top of every page. This banner is intended to be used at all phases of a PSPS event, beginning with Phase 1.2, until
the power is restored or the PSPS event is canceled. The banner would reference any ongoing PSPS events and
provide a link to the PSPS webpage. It is intended to be a highly visible method for catching the attention of website
visitors who may be looking for information about a PSPS event and may be unaware that the PSPS webpage is the
primary channel for information.

7.4.4 Interactive Voice Response (IVR)

NorthWestern Energy also selected its Interactive Voice Response (IVR) as another channel focused on directing
traffic to its outage map. Much like the website banner, the IVR is intended to be used during all phases of a PSPS
event, beginning with Phase 1.2, until the power is restored or the PSPS event is canceled. During these times the IVR
would include a pre-recorded message informing callers, who may be calling to request information about a PSPS
event, that the PSPS webpage is the primary source of information about ongoing PSPS events. Not only does this
direct and educate external parties, it also helps to reduce NorthWestern Energy call volumes — freeing up internal
resources to manage other issues and reduce call wait times.
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7.4.5 Customer Care

NorthWestern Energy also identified the value in supporting several manual/numan-based communication channels
during PSPS events. For instance, NorthWestern Energy’s Customer Care group, which includes customer service
representatives and customer associates, will almost certainly be a critical communication channel for many
customers and other external parties alike. As such, NorthWestern Energy’s PSPS communication strategy requires
that one or more Customer Care leaders (e.g., managers, directors, etc.) be included in all PSPS Awareness Team
and Incident Command Team meetings. The role of these leaders is to then ensure that all customer-facing Customer
Care employees are provided with, and understand, the most up-to-date PSPS information. The general goal of
the customer care communication channel is to ensure that Customer Care employees are properly equipped to
navigate, escalate, or redirect as needed, any conversations with, or questions from, external parties. However, in
addition to fielding incoming inquiries about PSPS events, Customer Care leaders may, in some cases, identify the
need to proactively or reactively reach out to specific customers (e.g., energy-dependent customers, hard-to-reach
customers, etc.) to provide them with PSPS information.

7.4.6 Community Connections

Another human-based channel identified in NorthWestern Energy’s PSPS communication strategy involves its
Community Connections group which includes key account managers and community relations managers. This group,
much like Customer Care, is likely to receive incoming PSPS inquiries from a variety of external parties such as local
governments, critical/energy-dependent customers, and large businesses among others. This group is also generally
responsible for proactively and reactively keeping these external stakeholders apprised of situations that may directly
or indirectly impact them — who in many cases may require more detailed or timely information than can be provided
via other channels. As such, NorthWestern Energy recognizes the value in leveraging the existing communication
processes of the Community Connections group to support the broader PSPS communication strategy. In short, the
approach to the community connections channel requires that one or more Community Connections leaders (e.g.,
managers, directors, local community relations managers, etc.) be included in all PSPS Awareness Team and Incident
Command Team meetings. Much like the strategy for Customer Care, the Community Connections leaders are then
responsible for disseminating the most up-to-date PSPS information to the appropriate Community Connections
employees to enable them to properly navigate, escalate, or redirect any conversations with, or questions from,
external parties. Similarly, and perhaps to a greater degree than Customer Care, Community Connections leaders may
also identify the need to reach out directly to specific stakeholders to provide them with critical PSPS information.
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7.4.7 Corporate Communications

The third human-based channel included in NorthWestern Energy’s PSPS communication strategy involves its
Corporate Communications group. This group is responsible for any corporate-level communications (website,

social media, paid media, press releases, etc.). In general, because PSPS events are expected to be localized to
relatively small areas of impact, it is not anticipated that large-scale, public, and corporate-level communications such
as paid ads and press releases will be necessary. However, due to the inherent potential that PSPS communication
needs may escalate beyond the designated strategies listed above and the fact that the external communication
responsibilities of Corporate Communications, Customer Care, and Community Connections groups can often
overlap, NorthWestern recognized the clear need to include Corporate Communications personnel in its PSPS
communication strategy. As with Customer Care and Community Connections, the expectation is that one or more
Corporate Communications leaders or designee(s) be included in all PSPS Awareness Team and Incident Command
Team meetings. These Corporate Communications leaders would then be responsible for keeping their employees
up to date with PSPS information. Additionally, it is expected that Corporate Communications personnel will support
Customer Care and Community Connections in order to carry out the general PSPS Communication Strategy (website
updates, IVR messaging, etc.). For example, Corporate Communications will be responsible for ultimately establishing
the language and information provided by the abovementioned channels (e.g., defining the language to be contained
on the PSPS webpage, website banner, call campaign scripts, text and email notifications, IVR, and website info
page). This ensures that PSPS information is consistent across all channels. Additionally, if the need is identified,

the Corporate Communications group may be requested on a case-by-case basis to provide supplemental PSPS
communications through channels such as social media, television, newspapers, and/or radio.

7.4.8 Grid Operations Outage Coordination

The final human-based channel included in NorthWestern Energy’s PSPS communication strategy is managed by

the Grid Operations Outage Coordination group. This group is responsible for all transmission system reliability-
based communications with the regional Reliability Coordinator (RC) and external utilities. PSPS events on the
NorthWestern Energy transmission system can impact grid reliability throughout the western interconnection and

this group is expected to coordinate with external entities to prevent the PSPS event from causing undue risk to the
interconnection. Beginning as early as Phase 1.1, and continuing throughout the PSPS event, the Grid Operations
Outage Coordination group will use its iTOA and webOMS outage systems to notify the RC and external utilities of the
status of the PSPS event including the equipment to be removed from service, the expected start and end times of
the PSPS, system impacts, and any actions that are requested from that entity. This allows external entities to assess
reliability impacts within their areas of responsibility and to adjust their operational process to support the PSPS event.
Grid Operations Outage Coordination will also use the OASIS system to adjust available transmission capacity on

the NorthWestern Energy and ensure external utilities can re-allocate energy schedules during the PSPS event. All
outage notifications and OASIS postings will be updated as necessary to ensure all information is current. As such, itis
essential that Grid Operations be included on all PSPS Awareness Team meetings and may be included in all Incident
Command Team meetings if the event is expected to rise to the level of impacting transmission system elements,
generation assets, electric co-operatives or large customer groups.

7.5 PSPS Communication Strategy Summary

The goal of NorthWestern Energy’s PSPS communication strategy is to ensure that critical information about PSPS
events is delivered, or made available, to all necessary external stakeholders via designated channels and that all
necessary internal parties have a clear understanding of their external communication responsibilities and are able
to access to the most up-to-date information. This is essential for ensuring clear, timely, and accurate communication
which, itself, is crucial for the safe and efficient execution of a PSPS event. The above strategy details how
NorthWestern Energy intends to achieve that goal and ensure that all stakeholders are properly informed of ongoing
PSPS events.
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