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Video: Do customers LIKE their 
utility? 
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Optimizing Your Brand for the Future



The World of Energy
Is Changing
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The Generation of Energy Is Changing

 Democratization of energy
 Distributed resources
 New possibilities for users to become producers
 Smart technology and blockchain will enable people to trade 

energy with their neighbors
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Transmission and Distribution Is Changing

 Priority access to renewables
 Balancing and ancillary markets growing in importance
 Resiliency
 Smart technologies abound
 NIMBY issues continue



© 2018 E Source | www.esource.com 9

Storage Is a Game-Changer

Energy storage is moving from the 
mountains to the garage and the 
living room
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New Power Sources Continue to Emerge

 On-site generation
 CHP, MCHP, fuel cells
 Biogas
 Fusion power
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Brands from Other Sectors

 Retailers with extensive knowledge of branding and 
customer care will add electricity to their value chain. So will 
other beloved brands.

 Who will the consumer choose?
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How Energy Is Consumed Is Changing

Electricity is not just used for the oven or to light the home. It’s 
flowing into the car and even from the car to the grid.

Courtesy: iStock
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Electricity Is Becoming Exciting Again

 Electricity is more visual
 Electricity is becoming 

more tangible
 Electricity is becoming 

easier to understand
 Electricity offers more 

engagement

Courtesy: iStock
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Even IKEA Is in the Game

 IKEA is now producing energy
 Selling solar panels and battery storage systems
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Viral Solar: Panda Green Energy 

 50 MW plant now on 
line as of summer ’17
 First of over 100 to be 

built across Asia
 How? Darker 

monocrystalline silicon 
cells and light-colored 
thin film solar cells

Source: United Nations Development Program



New and Emerging 
Competition for 

Your Customers and 
Your Services
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New Types of Competitors 
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Competitive Headwinds Will Continue
European energy companies are looking for global growth and 
see North America in their crosshairs

WSJ: 6-14-17

WSJ: 3-30-18
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Customers Are Changing

 Population and demographic shifts; ethnicity the 
new normal
 Households and families are changing
 Women becoming the majority of head of households
 Millennials now the largest bubble
 Baby boomers are retiring at a fast pace
 Growth in stay-in-home seniors
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A Growing Landscape of Collaboration

Utility/Corporate Buyer Collaborative Forum
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You Serve Many of Their Facilities
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Cities and Communities Are Taking Action*
53 US cities have committed to 100% renewable power under 
www.sierraclub.org/ready-for-100/commitments

*as of April 2018

http://www.sierraclub.org/ready-for-100/commitments
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Blockchain Is Poised to Be a Major Disruptor
 Peer-to-peer electricity trading is already here
 At least 125 start-ups doing energy blockchain initiatives 

(54 in the past 12 months)
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Lots of Froth, but Lots of Opportunity Too

Courtesy: iStock
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Why You Should Pay Attention to 
Blockchain ... or Not
 Blockchain will democratize the grid
 Many blockchain concepts could be done via a centralized 

database
 Regulator approval needed in most cases, but not all
 Protect the grid strategy or embrace being a transportation, 

delivery, and logistics business
 Grid balancing and flexibility market
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We Need to Think Like Competitive B2C 
and B2B Companies
 Energy retailers need to connect consumers with more than 

just a power cable or a pipe
 Retailers have to connect with their minds and emotions to 

understand and anticipate their needs
 Consumers are individuals with different needs
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Today’s Mostly Utility-Centric Program 
Design & Marketing Strategy

1

Load-shape goal or 
cost-cutting goal Target customers Sell and bribe

2 3
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Shift to a Customer-Centric Product Design & 
Marketing Strategy

Research & target 
customers

Incorporate 
customer value & 

attractive attributes

Bake in utility 
goals & 

marketing

1 2 3



Think Beyond the Meter; 
Change Focus from 

Commodity to Customer
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Solutions & Value As a Service
Comfort
(heating/cooling)

Lighting
Refrigeration

Reliability
StorageSolar/renewables

Efficiency

Financing
Productivity

Transportation
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Focus on the Customer Experience

 Customers’ overall experience is more important than any 
single attribute, including price, in their view of companies
 [Re]Design business processes and policies with the 

customer in mind
 Make your website and IVR more user-friendly and make it 

easy for customers to do business with you
 Self-service is especially effective for some segments
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NowPast

Reactive

Future

Proactive Predictive

Customer Experience for the Future
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Experience 
Ratings for 
Some Service 
Industries
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Which Retailer Gets the Highest  
Experience Ranking? (Temkin 2018)
 Home Depot
 Nordstrom
 Dollar Tree
 Costco
 Apple Store
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Retailer Experience Ranking
(out of 318 companies)

#7 Dollar Tree
#42 The Home Depot
#65 Costco

#124 Nordstrom
#184 Apple Store

Source: Temkin Group Q1 2018 Experience Rating Customer Benchmark Survey

#150
#86
#34
#47
#15

Trust
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Two Primary Elements: Brand Expectations 
Versus Delivery on Expectations

Source: Customer Experience Defined (http://blogs.forrester.com/harley_manning/10-11-23-customer_experience_defined)



Human-
Centered

Design
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—David Kelley, IDEO

Deep empathy for people 
makes our observations 
powerful sources of 
inspiration. Being human-
centered is at the core of 
our innovation process.”
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Design thinking provides an 
immediate framework and 
approach for becoming 
customer-centric, as well 
as pushing innovation 
boundaries.”

—Harvard Business Review
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Discovery and Insight by Looking at 
Extreme Users and Non-Users

Courtesy: http://weunleash.co/blog/2015/01/22/extreme-user-research-the-case-of-nintendos-wii/

Non-
users

Pros

Extreme 
non-users

Extreme 
users

Main target 
customers
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Research into Extreme Users and 
Outliers Can Help Reveal New Solutions

Researchers: 
 Found a group that called 

themselves “hyper-milers”
 Watched their actions
 Then designed automated 

interaction, coaching, and 
feedback into the dashboard

Ford Fusion Hybrid Smart 
Gauge with EcoGuide

Source: Ford Motor Co.
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Another Example

Researchers:
 Found a woman who was 

really stretching to save
 Watched her actions: 

balancing her checkbook
 Designed a whole program 

around that inspiration

Bank of America:
Design Discovery

Source: Bank of America
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Design

+  Experience
+  Service

=
BRAND
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The Utility Bill Is Your Brand

What’s a therm or mcf? 
What’s a kilowatt-hour?
What’s a kilowatt?
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ComEd Used Crowdsourcing to Help 
Design Its New Bill
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The Smart / Connected Home 

Courtesy: iStock
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Alexa Brings Smart Home to Life

Source: Amazon
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Customers Like Smart Controls

www.esource.com/videos

http://www.esource.com/videos


Either Disrupt Yourself or Be 
Disrupted by Someone Else
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Need to Remove Your Filters

 We’re blinded by our past memories, experiences, 
mores, culture, etc.
 Selective attention
 What color are yield signs?
 Stockholm Syndrome
 Need to embrace ambiguity and experiment
 Consider reverse mentors and pre-mortems
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Television won’t be
able to hold to any 
market it captures after
the first six months.”

—Darryl Zanuck, Executive at
20th Century Fox, 1945
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Cellular phones will never 
replace local wire systems 
... even if you project it 
beyond our lifetimes, it 
won’t be cheap enough.”

—Marty Cooper, Motorola’s Director of 
Research and the “Father of the Cell 

Phone,” 1981
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There’s no chance that
the iPhone is going to
get any significant
market share. No chance.”

—Steve Ballmer, CEO of Microsoft, 2007
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When Competition Begins ...

 First, we compete on price
 Then we compete based on better service
 Ultimately, we’ll compete based on product and service 

innovation to increase the “stickiness” of your product and 
the loyalty of your customers

Never ever compete on prices; instead 
compete on services and innovation.”

—Jack Ma, Chairman of Alibaba



The future competitor 
will not be your friendly 

next door utility 
neighbor
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Positioning the Utility of the Future
Push for renewables because that’s where 
your customers want you to be

Be the trusted energy advisor that customers seek

Don’t use “utility speak” in communications

Start thinking of a product/service portfolio that’s 
customer-centric, not load shape–centric

Start building an innovation culture

1
2

3

4
5
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Easy to Do Business With

Source: Rocketdock.com
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Engage Customers
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 Many opportunities to engage
 Connect with customers
 Map the customer journey
 Offer an omnichannel experience
 Culture is everything
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Have You Heard These Phrases at Your 
Company?

“We tried that 
X years ago 
and it didn’t 
work.”

“That wouldn’t 
get approved 
by the boss.”

“There are too 
many hurdles to 
jump over.”

“Why we can’t”
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Closing Thoughts

 Remain relevant. The world is changing so much, and that 
needs to be reflected in what you do and don’t do.  
 Your brand is very important.  
 New Age of Storytelling; Marketing for a Visual World; and 

with emotion
 Be purpose-driven
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If Your Utility Were an Animal ...

www.esource.com/videos

http://www.esource.com/videos
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Kenneth Black
Chairman, E Source
303-345-9102    
kenneth_black@esource.com

Thank You !

Have a question? Ask E Source!
Submit an inquiry: www.esource.com/question

mailto:Kenneth_black@esource.com
http://www.esource.com/question
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