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• Software as a Service (SaaS)

• Focused on:

• Best-in-Class Data Analytics

• Known for Innovation
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Entering our  
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Esource

Esource upcoming study:

https://www.esource.com/market-research?popup=marketing-
survey

Esource link to all our market 
research: https://www.esource.com/market-research

https://www.esource.com/market-research?popup=marketing-survey
https://www.esource.com/market-research




Jackson EMC

• Fastest growing areas

• Megacorridor

• Dynamic growth center

• 225,000 meters

• 417 employees

10 counties from metro Atlanta, north to Gainesville
and east to Athens



Pilot Scope

Energy Summary Report

Bill Explanation Video



PVM and EOY Usage

Bill Explanation Videos
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Energy Summary Reports
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• Open rate: Jan 66%, Feb 60%, Mar 57% 
• Click rate: Jan 34%, Feb 35%, Mar 29%
• Rates are surprisingly sticky, remain very good at 

the end of the pilot.

• 39.2% open rate 
• Primary goal of opens achieved
• Call to action secondary hence low click-through



Satisfaction Survey

94%  Very easy to understand
70%  Very useful information
68%  Requested to receive it monthly
93%  Effective channel to receive communication on factors causing bill to change

“I like this video feature. I like that it shows the external 

weather factors.”

“I love it. Very easy to understand. Thanks for always 

improving.”

“I love it!! Cool way to communicate to customers”

I think this is awesome!! so detailed and helpful!!!!!!!!!!!!!! 



Outreach



Results



Programs and Services





About PPL Electric Utilities

• 1.4 million residential and 

business customers in 29 

Pennsylvania counties

• 50,000 miles of power lines

• 10,000-square-mile service 

territory

Frequently honored for customer 

service and satisfaction

Subsidiary of PPL Corporation of 

Allentown, Pa., which operates 

award-winning utility companies in 

Kentucky, Pennsylvania and the 

U.K.



PPL Customer Consents

Website:
83% Success Rate

0

50000

100000

150000

200000

250000

300000

350000

2010 2011 2012 2013 2014 2015 2016 2017

Total Customers on E-bill
23% of Customer Base Enrolled in Paperless

0

100000

200000

300000

400000

500000

600000

700000

2010 2011 2012 2013 2014 2015 2016 2017

Total Emails Delivered
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IVR:
56% Success Rate

Associates:
86% Success Rate

Keys to Success

Call Center buy-in

Customer-friendly language

Consent in every channel

Keep records

Use service to verify numbers -
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Mobile Phone Consents
30% of Customer Base





Digital Customer Engagement
LCEC  
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LCEC Electronic 

Customer 

Engagement 

Strategy
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CCO Overview



Step 1. Get “good" email addresses

Customer Engagement 

Strategy

• Verify email addresses on every contact

• Reps are scored on their quality monitoring

Monthly performance reviews (MPR’s)



Step 1. Get “good" email addresses

Customer Engagement 

Strategy

• Utilize past due payment notifications 

and/or high meter read notifications via email

• Set up an email contact customer care box



Step 1. Get “good" email addresses

Customer Engagement 

Strategy

• Put in a process to allow customers to update

their email addresses on the web 



Step 2. Keep “good" addresses

Customer Engagement 

Strategy

• Put in a process to delete bad email addresses



Step 3.    CCC

Customer Engagement 

Strategy

• Communicate, communicate, communicate





Duke Residential Email Strategy

Duke Energy residential email list growth strategies and tactics for 2017:

• Call center representatives collecting email on inbound calls.

• Call center reps and landing page collecting email addresses at start service.

• Sign up for email prominently placed on public web.

• Sign up for email on Facebook home page as well as campaigns. 

• Secondary email addresses in database added to the email program along with 
primary.

• Inactive account email addresses matched to active accounts with email address 
append.

• List purchase to match existing email address in digital leaning Axiom segments.



Increasing Customer Engagement



What we do:

Engaged 
Customers…
a Valuable Asset



Q&A



Upcoming Webinar

Feb. 8th 2:00 PM Eastern 

Top 10 Customer Engagement Tools for Utilities 



Thank you!


