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Principles for Effective Customer Engagement  

1. Tone from the Top 

2. Inspiring long-term vision 

3. Interactive exchanges 
with customers 

4. Co-design methodologies 

5. Stakeholder participation 

6. Community partnerships 

7. Brand promise over  
style guidelines 

8. Portfolio of options 

9. Coach and advise 

10. Meet people where they are  

11. Reflect customer priorities 

12. Encourage youth 

Source: DOE Working Group, IEEE Customer Engagement Workshop, multiple case studies 



3 Implications of Silo Funding & Outreach 



Strengthen Community Relationships 



5 

Energy Worldviews Are Relevant 

Diffusion of Innovations: Everett Rodgers 
Crossing the Chasm: Geoffrey Moore 
Worldview triggers: Judith Schwartz 

Data 



 
 
 

6 Simple Choices and Bundles 

Explored in IEE White Paper on Smart Meter Costs & Benefits, based on idea from SCE 
Concept validated by research from Accenture and SGCC 

 
Photo Credits: © 2012 Marshall Cetlin 
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Alternative Engagement Paths 
 



Self-selection Tools and Advice 
Avoid even perception of coercion 
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9 Low Income: Ability vs Intention to Pay 
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10 Low Income Segments 
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Proactively Use Analytics to Inform Outreach 

Steady Eddies 

Twin Peaks Daytimers 

Night Owls 
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Evening Peakers 
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Judith Schwartz is an entrepreneur, marketing 
strategist, and communications professional on 
the forefront of sustainability issues, the Smart 
Grid, alternative energy, and the digital home.  
Her Silicon Valley-based firm, To the Point, 
designs human-centered strategies, conducts 
research and meta-analysis, creates narratives 
and messaging, facilitates cross-stakeholder 
conversations, and develops communications 
and outreach prototypes.  She is also a 
Commissioner on the Palo Alto Utility Advisory 
Commission. 
http://www.tothept.com 
judith@tothept.com       
650-906-9927 
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