
Your Trusted Partner in Customer Engagement

Welcome to 

Apogee Institute Webinar!

EE: Sell them what they want! 



Today is about messaging 

Who?

What?

How?

With What Impact?

Suzanne Shelton, 
President & CEO 

Shelton Group

Susan Gilbert, 
President & CEO 

Apogee Interactive, Inc.



Apogee….

23
years in business

95%+
client retention rate

Serving  600+ utilities

“Apogee’s Customer Engagement Platform is the most 

comprehensive in the industry. 

It reaches customers in so many ways by educating and providing 

personalized and meaningful information….

Navigant 2015



Seeing Declining Interest…



We Shifted to 

POP!

Personalized

Outbound

Proactive



Proactive and 
Personalized

Study Results

• 16% Boost

• ~100 point increase

• No negative impacts

Year-End Reports



“A 20 to 
50 point 
bump is 
noodling 

around the 
edges”

Jeff Conklin
Energy Utility Practice Leader

“Anything that produced 
a 100 point bump is 
very significant”



100 Points on JD Power Scale…

Moving from 600 to 

700 = Last to First!



This Ain’t New…

Steve Jobs
January 2008

“People 
don’t read 
anymore.”



Video Messaging



46%
open rate

~ 2x Industry Average 21%



30%
click rate

~14x    Industry Average 2.14%



94%
of viewers 

found videos 
useful



found the 
information 

easy to understand



72%

want the video 

every month

27%

want the video 

every quarter



Want more videos!

99%



“OUTSTANDING –
very informative.”

“Surprised – never received a 
video presentation before.  I 
thought it was creative and 
proactive.”

“Excellent – very helpful in 
presenting the reasons for 
changes in the bill month to 
month.”

“Super and very helpful. 

Congratulations on an innovative 
user friendly approach to customer 
service.”

“Loved it!  Amazed.  Very cool.  Fantastic!”



Growing 
Content Library

• Bill Explanations

• Storm Alert

• Beat-the-Peak

• Any Character 

or Voice

GILBERT HOUSE



How to Get Their 
Attention?

# 1 Most Requested Info?



Weather



Provide 
Weather AND 
Energy Cost

Add it to Website AND 
Push it to Customers

• Something Cared About

• No Flashing Ads

• Give More



Drill down 
for more 
information…



Show them 
how to save
Make it Easy and 
Intuitive

• Degree-by-degree

• Give customers 

control

• Show them the real 

cost of their 

comfort



Home Efficiency 

Rating

Energy Forecast



Source: Pew Research Center 2015

Proactive Alerts

80%
Want Alerts



Mid-Cycle Bill Alert

Show You Care



Continuous 

Improvement with…

Progressive 

Personalization
Get just a little more information 

every time you interact



Progressive 
Personalization



What’s Next?

Personal 

Health 

Monitoring

…to add
Personal Home Monitoring



Home Intelligence



Web Service 
APIs in Cloud 
Environment

HVAC PERFORMANCE

SHELL PERFORMANCE

BEHAVIORAL PERFORMANCE

Customer

Experience 

Blue Tooth 

Your Logo &

Branding 

Here



Personalized,
Relevant 
Information



Personalized, Outbound, Proactive, & Relevant



In Summary

•Personalized – Use Video

•Outbound – Make it Relevant

•Proactive – Show you Care



questions

Upcoming Apogee Institute 2:00 pm EST Webinars: 

May 4th

Five Lessons for Utilities From Telecom About Managing Pre-Pay

May 24th

Managing Low Income Customers 


