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Why should utilities care
about customer engagement?

» Demanding power customers

» Prevent potential load defection

» Lower your costs

» Grow your business

» Engaged customefs are always
ready for the next step
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Digital Customer Experience (DCX)

* The experience a customer has when
they interact with your brand online,
through a digital interface.

J.D. Power & Centric Digital

 Utility Digital Experience Study
« “Utilities offer one of the worst digital
experiences.”
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J.D. Power 2018 & 219 Utility Digital Experience Study

72% of brands are
adopting a digital
experience strateg
to drive custom
loyalty. *clickt



https://experience.clicktale.com/defining-digital-experience/?utm_medium=ppc&utm_source=g&utm_campaign=Q119-DDE-ubd&utm_content=ebook&utm_term=us-dde-bmm&gclid=Cj0KCQjwjrvpBRC0ARIsAFrFuV8V9gb857trlsws_U2_ShQH37Awp130LHMD-khft216057EgGmLOeMaAhzAEALw_wcB

tomer Experience
amework:

bility
Convenience

alization

————— icity and ease of use

> Channel flexibility

Source: Peppers & Rogers Group






Why is it important for Engaged customers

you to keep customers
engaged? ‘

|\ Happy Customers

—/ 3

Lower Call Volume

v

Efficient Staff Members
&
Lower Costs




What does your DCX strategy consist of?

Focus on:
> Content - what we are saying /
> Demographic information — which channel for

each group

> Patterns in behavior
> Survey results
> Consistent messaging




> Website
> Social Media
> Digital Newsletters &

> Digital Ads - Faceboc mpaigns




How do you ensure your website is user-friendly?

Audience Overview @

All Users
100.00% Users

Overview

Google Analytics

+ Add Segment

Users v VS. Select a metric
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Any maijor increases in customer satisfaction
and engagement due to web changes?

> Large jump in overall satisfaction -
quarterly J.D. Power survey

> 10x increase in Apogee’s Energy Bill j
Analysis calculators ¢

> Leveraging “My Account” section for
driving traffic




How do you boost your
customer engagement
through social media?

> Different platforms to reach
different audiences

> Different platforms for differe
uses







Have you iried any
personalized solutions?

> QR codes

> “Bill Analysis” button
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People today have become really good at |
avoiding branded information.
What do you do to overcome this hurdle?

@

> Different digital channels
> Omnichannel seamless experience

> Reach customers where they are

> Consistent messaging




SAVINGS'-’

You don't have to hunt around your home to see where you can save on
nergy. Use NOVEC's Energy Resource Center. This free tool helps you
n.ah,ula-.e your home energy use on lighting, heating/cooling, appliances,
televisions and more. Let the Energy Resource Center clue you in to how you
can cut energy costs and save on your monthly electric bill!

Assess your home’s energy use.

Cut Energy Costs

Cold weather
pac ks a CAN control other factors to reduce your

You can't control the weather but you

energy bills.

punch to
heating bills.

Example of a high-performance campaign?

“Polar Vortex”

> 20% open rate
» Eye-catching subject line

> Promotion on social media and monthly
newsletters

> Digital ad campaign
> ~1,550 clicks on “call to action” buti
> Timing — when bills started to increase
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Any other =
recommendations? i

Keep in mind: —

> Every audience is different!
> Listen to what they have to say!

> Provide a multichannel experience to meet
as many customers as possible!

> Find quantifiable ways to measure effects!
> One step at a time!



Apogee also
suggests...

Understand customers’ needs &
preferences

> 68% would favor video (*Wyzowl)
Provide personalized content
Simple & easy to understand

Via multiple channels

AN
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Any Questions?
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Contact Information

Matthew Robertson
Mrobertson@NOVEC.COM
703.392.1547

indy Smallwood
csmallwood@apogee.net
678.684.6800 ext. 829

Kate Panaousis

' kpanaousis@apogee.net
678.684.6800 ext. 835




Thank you!



