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SDG&E’s Customer Journey 

Reactive 
► Dedicated Hotlines for 

Specific Programs 
► Collecting and Responding 

to Customer Feedback 
► Payment Plan Options 

Proactive 
► Next Best Offer 
► Rate Reform Microsite 
► Personalized Video Bill 
► Enhanced Bill Ready Notification 
► Educational Videos and Webinars 
► “Energy Diet” Media Campaign 

 
 
 

Interactive 
► Energy Marketplace 
► Energy Insights and Rewards 
► Home Energy Assessments 
► Social Media Campaigns 
► Rate Analysis Tools 
► Alerts and Notifications 
► Community Partners 
► Home Area Management 

Solutions 

Engaging customers and building 
stronger relationships  
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Roadmap to the Future 

2013 – 2014 
Awareness 

2015 
Acknowledgement & 

Agreement 

2016 
Action 

2017 – 2019 
Action & 

Acceptance 

PRE-RATE REFORM 
Segmentation and personalization 
communications to ALL residential 
customers…”Change is Coming” 

RATE REFORM – STAGE 1 
• Reforming electricity rates – 3 tiers 
• Tailored communications that allowed 

customers to make informed decisions 
 

RATE REFORM – STAGE 2 
• Reforming electric rates – 2 tiers 
• Refreshing segmentation to deliver consistent 

and relevant communications 

RATE REFORM – STAGE  3 
• Reforming electric rates – 2 tiers plus Super User 
• Enhancing Proactive and Interactive Capability 
• Preparing Customers for Time of Use 



Time of Use Education and Outreach 
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Design 

Test 

Learn 

Refine 

Building on lessons learned through TOU Education and Outreach 
for our Small Business customers 

• Understand 
customer needs 
and journey 

• Define go to 
market 
experience 

• Pilot 
communications 
and processes 
with customers, 
partners and 
employees 

• Proactively seek 
feedback from 
all parties 

• Measure 
effectiveness of 
program  

• Analyze and 
enhance 
communications, 
process, training 
and support 

Illustrative Residential Customer Journey 



Residential Segment Summary 
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3 Bedroom Home 
1,691 SQFT | No pool 

Meet the Zarates Family - 
Engaged Green  

 

Average Monthly kWh: 
730 kWh 

 

Climate Zone: 

Inland 
 

 
 
 
 
 
 
 

 

 
 
 
 
 
 

Monthly Bill Amount: 

$198/month 
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Key Characteristics of Engaged Greens 

 Interested in engagement with SDG&E  

 Higher than average interest in reducing energy use and costs  

 Very concerned about the environment and climate change  

 Higher than average interest in SDG&E EE programs and energy audits  

 Among highest of interest levels for energy management tools  

 Higher for email and online channels, lower for mail 
 
 



SDG&E’s Interactive Customer Experience 
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Video Bill 
Customers have said…. 
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“It was a great way to 
simplify a lot of information 

so that it was easily 
understood. Great job!” 

“Innovative way to 
connect with and 

educate customers” 

“I liked the video because it 
made it easier to understand 

my bill, unlike trying to figure it 
out on my own” 

“It was different and 
exciting to see 

something new” 



Microsite 
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1. Go to sdge.com\ratereform 
2. Answer a few short questions 
3. Information tailored just for you! 

3 Easy Steps 



Community Outreach & Engagement 
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Engagement Results … just a few 
 

• 285 community partners – Energy Solutions Partner Network -- directly 
engaging customers in rate education & solutions 

• Nearly 3,000 activities including events, presentations and solutions 
messaging through online and social media channels 

• Over 1,000 energy saving solutions messages reaching 2,000,000+ 
potential viewers 

• 16 Customer Solutions tailgate events at SDG&E Branch Office locations 



My Account: My Energy; Goals & Alerts 
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Bill Ready Notification 
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Before 

Coming this month! 



8 seconds 
Average attention span of a US adult 

5 minutes 
Average response time to a text 

The Telegraph, September 30,2015  

Challenges of Today’s Customer 



SDG&E Marketing, Education and 
Outreach  

Home Energy Report 

Flyer 

CARE 
Postcard 
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Personalized Bill Video 

Social Media 

Microsite 

DIGITAL 
PRINT Meeting Our 

Customers 
Where  

They Are 

Branch 
Offices 

Contact 
Center 

Community Outreach 

IN  
PERSON 



Thank You 
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