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Senior Solution Director, Customer Experience, E Source
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eryc_eyl@esource.com

Melanie Wemple
Senior Managing Director, Management Consulting, E Source
303-345-9149
melanie_wemple@esource.com
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We understand utilities and municipalities because 
we’ve made them our business for more than 30 years 

Utility research and advisory

Using market research data, 
expert analysis, and industry 

experience, we help utilities put 
their customers first, meet their 
business objectives, and solve 

their corporate challenges.

Data science

We apply predictive data science 
to help electric and gas utilities 
make data-driven decisions that 

improve their bottom line and 
increase customer satisfaction. 

Strategic utility consulting

We’re advancing business and 
technology solutions that 

strategically enhance operations 
for utilities and their cities.
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This is a virtual 
roundtable discussion
 Participation is essential—there will be opportunities 

throughout the presentation to participate and ask 
questions

 We’ll publish a recording and slides on the event page

 Use Zoom’s chat feature to post questions and share 
comments

 Unmute your line when you’re ready to speak (*6)

 Turn your video on

https://www.esource.com/128211h2yo/improving-your-customers-outage-experience
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Agenda

Drivers of satisfaction with planned and unplanned outages

Equipping and enabling employees for the outage experience

Effective outage communication

Open discussion
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Drivers of 
satisfaction with 

planned and 
unplanned outages
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Polling question: What do you think has 
the greatest influence on customer 
satisfaction with outage reporting?
 Accurate information
 Convenient process
 Feeling valued
 Using their preferred channel
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Key drivers of residential customer satisfaction 
(CSAT)

Based on analysis of 4,472 electric, gas, and water customers in Arizona, Arkansas, 
California, Georgia, Massachusetts, Missouri, and New Hampshire. © E Source
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Getting updates has more weight than reporting 
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Points of dissatisfaction
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Points of satisfaction
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Drivers of CSAT: Reporting an outage

Best ratings for 
“Reporting an 

outage or issue”
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These are not the same things …

Best ratings for 
“Reporting an 

outage or issue”
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Listen to customer needs
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Drivers of CSAT: Outage updates

Best ratings for 
“Getting updates 

for outage or 
issue”
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Low versus high confidence: Outage reported

 We’ve detected an outage 
at 123 Main Street

 An outage has been 
reported in the area of 123 
Main Street
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Low versus high confidence: estimated 
restoration time (ERT)
 Power will be restored by 

3:30 p.m. on November 18
 We estimate power may be 

back on between 1:30 and 
3:30 p.m. on November 18



20© 2021 E Source | Proprietary and confidential

Low versus high confidence: ERT update
 Power will be restored by 

4:30 p.m. on November 18
 We have new information 

about your outage: power 
should be back on between 
3:30 and 4:30 p.m. on 
November 18
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Low versus high confidence: Restoration
 Power has been restored to 

123 Main Street
 Power has been restored in 

the area of 123 Main Street; 
if you’re still without power, 
reply 1 for “still out” or 2 for 
“don’t know”
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Equipping and 
enabling 

employees for the 
outage experience
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Polling question: Which of the following tactics are 
you currently pursuing to improve the outage 
experience? (Select all that apply.)

 Aligning outage information across channels

 Enhancing our outage map

 Streamlining outage processes for field employees

 Simplifying customer reporting and status-check processes

 Managing changes in outage management across departments

 Increasing customer awareness and adoption of outage alerts
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Common elements of an outage-management 
strategy 

Streamline outage 
field processes

Simplify how customers report
outages and get updates 

Enhance the outage map

Align outage information

Manage change across 
departments 

Drive customer awareness 
and adoption of alerts
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Metrics to help measure progress

Share of 
customers 
impacted by an 
outage that are 
provided 
information 
about the 
outage 

The lag time 
between key 
outage 
notifications 
and the 
customer’s 
outage 
experience

Share of 
customers  
enrolled in 
alerts
Share who 

respond when 
requested
Opt-out rate for 

outage alerts

Coverage Response 
time

Customer 
engagement

How often 
outage 
information is 
available 
versus “being  
assessed” or 
“unavailable
Customer 

perception of 
helpfulness of 
information

Availability

Accuracy of 
proactive 
outage 
notifications,  
ETRs (first and 
last), 
restoration 
times, and 
restoration 
notices
Customer 

perception of 
accuracy

Accuracy
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Effective outage 
communication 
and campaigns
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Polling question: What information do you 
communicate to customers in an unplanned 
outage? (Select all that apply.)
 Cause of the outage

 Start time of the outage

 Extent of the outage or number of customers impacted

 Estimated restoration time

 Changes to the estimated restoration time

 Updates to the restoration efforts

 Status of crews working the outage

 Date and time when power has been restored
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The more points of information a customer 
receives, the more CSAT increases
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Preferred communication channel for outage alerts
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Preferred method to report an outage
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ComEd uses Nextdoor for storm communications
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Austin Energy winter storm campaign
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Automatic enrollment in alerts

Business value:
 Low organic enrollment in outage alerts—5% to 15%
 Small percentage of customers report an outage—around 15%
 You need to reach customers with outage information to positively 

impact CSAT
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Automatic enrollment in alerts

Utility case study:
 Went from 15% to 87% of residential customers enrolled in outage 

alerts 
 0.03% opt-out rate 
 85% CSAT with alerts 
 Sent first message when impacted by outage, when the messages 

showed value 
 Channel (email, text) based on known preference, available contact 

information, or segmentation if two types of contact were available
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Automatic enrollment in alerts

Considerations before implementing:
 Geographic information system or mapping accuracy 
 Availability and accuracy of customer contact information
 Easy opt-out process
 2-way texting (should customers have to confirm the outage?)
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Open 
discussion
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Fall 2021

Customer Experience 
Leadership Council
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September 28, 2021

*This event is invitation-only

www.esource.com/fall-2021-cxlc
Sheraton Denver Downtown or online

http://www.esource.com/fall-2021-cxlc
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Marketing and Communications 
Leadership Council 
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*This event is invitation-only

Fall 2021

September 28, 2021

www.esource.com/fall-2021-mclc
Sheraton Denver Downtown or online

http://www.esource.com/fall-2021-mclc
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Let us know how we can help!
Jessica Bailis
Solution Director, Marketing and Communications, E Source
303-345-9159
jessica_bailis@esource.com

Eryc Eyl
Senior Solution Director, Customer Experience, E Source
303-345-9120
eryc_eyl@esource.com

Melanie Wemple
Senior Managing Director, Management Consulting, E Source
303-345-9149
melanie_wemple@esource.com

mailto:jessica_bailis@esource.com
mailto:eryc_eyl@esource.com
mailto:melanie_wemple@esource.com
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