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The Business Case for Digital 





Digitally engaged customers are significantly more likely to purchase 
or sign up for revenue generating products and services in the next 12 months.



Key Demographics

 Inclined to take control of their 

energy use

 Much more likely to notice 

messaging received via digital 

channels. 

 Will make up as much as 75% 

of the workforce by 2025

 Now at 75.4 million strong  

surpassing Baby Boomers
19 to 35 years of age in 2016
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Benefits 
Beyond 
Customer 
Satisfaction

• The average cost of a live phone call is 
$2 to $5 – Chartwell 2014 Survey

• Cost to send auditor to the home…$100’s 

• Renewable Energy Credits where 
applicable

• Regulatory Compliance where applicable

• Public Relations: positioning your brand as 
an expert 

• Driving program participation

• Data Analytics – target & increase ROI



What does digital 
engagement look like? 



Opportunities 
for Digital 
Engagement 
• Responsive website 

with opportunities for 
online engagement

• And more… that’s just 
the basics

Bill Pay
Outage 

Info/Reporting
Pre-Pay

Apply/Disconnect 
Service



Bill Pay
Outage 

Info/Reporting
Pre-Pay

Apply/Disconnect 
Service

Opportunities 
for Digital 
Engagement 
• Responsive website 

with opportunities for 
online engagement

• Email Correspondence 

eMails + PLUS
Traditional media advertising

Bill stuffers

Post cardsDigital advertising
PSAs



 Bill Alerts – high usage text or email

 Personalized Energy Summary and Progress 

Reports

 Energy Calculators – collect profile information for 

further targeting

 Feedback Opportunities

 Energy Forecasting with weather

 Personalized Video Messaging – Bill Analysis or 

Demand Response Events

 Digital Newsletters

 Digital Advertising – local media and digital radio –

linking to programs and service

 Social Media 

Opportunities 
for Digital 
Engagement 



How Do We 
Engage 
Customers?



What do 
customers 
want? 

More relevant information!

Source: KSV Marketing

What one thing could utilities do 
to improve communication? 

More relevant info Stop sending info 
about products we 
already use

More concise info Different Channels



DIGITAL ENGAGEMENT PLATFORM

Apogee’s Comprehensive 

Digital Engagement Platform



Program 
Targeting 
Improves Yield
 Using bills and weather

 Pin-point retrofit targets

 Locate behavior 
opportunities



We Enable 
POP!

Personalized

Outbound

Proactive



Energy Advisor
Online Check-up

~ Minute completion

Mobile friendly

Weather and Alerts

Saving recommendations

Program Promotion

Collect Profile Data

Offers Feedback Opportunity



Empower
Platform

 YOUR Home Ratings

 Weather Feature

 Energy Cost Forecast

 Easy to Understand

 Provides Progressive 
Engagement



Behavior 
Based Emails

Steady open rates

Industry Average

50%

2x



Mid-Cycle 
Billing Alerts

Proactive Alerts  

Quantified 
Recommendations

Weather and Energy Cost 
Forecast



Case Studies and 
Proven Results 



Case Study

Digital Engagement 

Tool:

Energy Progress Reports

• 20,000 energy reports 
emailed each month

• Only 98 opt-outs since 
the program began in 
2014

AG&E



Personalized 
Energy Progress 
Reports

 Personalized content

 Timely- just prior to 
the bill

 Opportunity for positive 
change

 Program promotion

 Increased customer 
satisfaction

Customize Your Message Here



Other Digital 
Engagement 
Initiatives

• Personal Video 
Messaging

• Energy Forecaster

• Alerts

This utility is adding other digital 
tools to their campaign – now in 
play… 



Results
 Online Energy Audit usage jumped 

300%

 They achieved a steady 50% email 

open rate that is twice the general 

industry average of 26%

 Each member enrolled to receive the 

personalized energy reports, counts for 

345 kWh toward the required 10% 

goal by 2018 to fulfill Renewable Energy 

and Energy Efficiency credits



2015 Q3-Q4

RETENTION SATISFACTION

Our Utility 

Touchstone Energy 76 74

Municipal Utilities 75 68

Investor-Owned Utilities 74 69

Energy Utilities 74 69

80 84



Case Studies

Personal Video Messaging

Ongoing programs are 
currently being monitored

Personalized Video Bill Analysis – 90% 
Positive Response

Beat The Peak Video Campaign

Demand Response Alerts = ½ water heater 
on first round! 

Other Videos Sent 

Storm Alerts, Capital Credit Explanation, 
AC Switch all well received.  



Personalized
Video
Messaging

Found useful

Found Easy

Want more 
videos

94%

95%

99%



Now Sending

40,000+ a month for 1+ year

46% Open Rate

97% Easy to Understand

90+% Useful

Survey Says..



Case Study: 
Major IOU 

Energy Summary 
Reports:

 Powerful

 Proactive

 Personal

 Mail or eMail

 Quarterly/Annually

 Bumped Satisfaction16% 

100 pts. 
JD Power



Small Business 
Energy Summary 
Reports

Major IOU 

 Being received now

 Phone interviews 

 Results will be shared

 Expect Similar Results 



Energy ForecasterCase Study:
Energy Forecaster 

• We saw a four-fold 
increase in web traffic after 
bill stuffers announced the 
weather forecaster tool. 

• A local media article 
garnered another 40% 
increase. 

• As an added benefit the 
relevant and personalized 
information encouraged 
repeat traffic. 



Questions? 
Coming Soon…

July 21st

Increasing Digital Adoption 
with Billing and Payment 
Options

July 28th

Engaging Small to Mid-
Sized Business Customers

• Schedule now to provide summary reports 
for a January send. 

• To discuss digital engagement  strategies 
that are right for you.

Contact Us

info@apogee.net
678-684-6801


