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Principles for Effective Customer Engagement

1. Tone from the Top 7. Brand promise over

style guidelines
2. Inspiring long-term vision

_ 8. Portfolio of options
3. Interactive exchanges

with customers 9. Coach and advise
4. Co-design methodologies 10. Meet people where they are
5. Stakeholder participation 11. Reflect customer priorities
6. Community partnerships 12. Encourage youth

Source: DOE Working Group, IEEE Customer Engagement Workshop, multiple case studies
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Implications of Silo Funding & Outreach

, "People don’t want
/ natural gas and
“  electricity. They
want hot showers
. and cold beer.”

Amory Lovins

&% CITY OF
I(__,I PALO ALTO Sustainability and Climate Action Summit




Strengthen Community Relationships

nationalgrid

HERE WITH YOU. HERE FOR YOU.




Energy Worldviews Are Relevant

EARLY EARLY : LATE : LATE

INNOVATORS | ADOPTERS ~ MAJORITY | MAJORITY i ADOPTERS

Tech Green
Enthusiasts : Altruists ;

Green buildings

Cost Conscious Indifferents

Data Comfort Lovers Doubters

Simple feedback interface Seamless automation
Price incentives
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Simple Choices and Bundles
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Explored in IEE White Paper on Smart Meter Costs & Benefits, based on idea from SCE
Concept validated by research from Accenture and SGCC
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Alternative Engagement Paths

Customer Engagement
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Self-selection Tools and Advice
Avoid even perception of coercion

——
aSrr- TIME-OF-DAY PRICE PLAN OPTIONS

TIME-OF-USE

EZ-3

Save money when you limit energy use
weekdays from 3 to 6 p.m. or 4 to 7

p.m. All other hours are priced lower.

ELECIRIC
VEHICLE

Take advantage of everyday lower super
off-peak prices for overnight electric

vehicle charging.

Shift energy use during 7 to 8 weekday
hours then get lower prices all other

hours.

RESIDENTIAL
DEMAND PILOT

Avoid using major appliances at the
same time 7 to 8 weekday hours and

save with our lowest energy prices.

MORE PRICE PLAN OPTIONS

BASIC

Energy is priced the same no matter

when you use it.

M-POWER

Prepay for electricity and monitor energy

use with an in-home display unit.

CUSTOMER GENERATION

The price plan if you use solar or another method to produce some of your own energy.

o

g8 Residential Rate Advisor

Overall Price
Consistency In Your Bi
Ervironmentalty Consdous

Ability Te: Controd Electric
Usage

Click to leamn
more about your
recommendead

rate —

Nights &
Weekends

GEORGIA A

POWER

L SOUTHIRN COMUPANY

Are you willing to shift when you use
electricity away from peak demand
times in order to reduce your bill?

[ ] Yes [ ] No

Standard FlatBill

Service



Low Income: Ability vs Intention to Pay
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possible
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® Consumer « Energy * Performance

resources

ABILITY TO PAY
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Low Income Segments
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Proactively Use Analytics to Inform Outreach

Steady Eddies Night Owls
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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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