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Mastering Customer 
Engagement 

Tuesday & Thursday
2:00 – 2:30 PM

Register: www.apogee.net/webinars

June 6th Empower Engagement Platform

June 8th Energy Advisor 

June 13th Call Center Solutions 

June 15th Energy Envoy 

June 20th Personal Video Messaging 

June 22nd Energy Alerts 

July 18th Energy Summary Reports

July 25 Energy Forecast

Aug. 1st Field Audits

http://www.apogee.net/webinars


Our Presenters

Susan Gilbert, CEO

• Co-founded APOGEE Interactive, Inc.

• Devoted to utility success delivering energy education

• Committed to promoting responsible energy use

• Leveraging technology for cost effective impacts

Cindy Smallwood Rand Kirkus



















END TO END

COMPREHENSIVE







Our Four Point Agenda

1. Monthly e-mails

2. Summary Reports

3. Alerts

4. Personalized Videos



Credit to 
Kroger

• Small profit margins

• Must be cost effective

• Moved in the 80s from 
mass marketing to 
personalization

• Enter your code for 
discounts

• Enables predictive 
analytics

• ENGAGEMENT!





From Creepy

to Caring



American 
Express

• Personalized e-mails 
get attention

• But THEY have your 
information

• So do you!

• Let’s get personal….



Highly 
Competitive 
Businesses…

• MUST Personalize!

• Let’s Learn from Them



Proactive
Personalized
Messaging

Monthly Emails

Personalized Message

Use Their Billing 
Information

Comparisons:

• Last month

• Last year



Proactive 
Personalized
Relevant
Messaging

• Explain bills before 

arrival

• Promote programs

• Educate



Energy 
Summary 
Reports
• Personalized bill 

analysis 

• Promote relevant 
programs

• Annually or seasonally

• Print or email



Impacts

Satisfaction 

Up 16% 

= 100 pts. 

JD Power



Energy Alerts

• Sent email or text 
mid-cycle 

• Current bill and 
forecasting final bill 

• While there is time to 
affect it!

• Puts customer in control



Personalized 
Video 
Messaging

• Timely, useful videos

• Provide bill explanations, 
alerts, program offers, or 
notifications

• Combining energy 
information, creating 
value



Energy Summary Report Video



Personal Video Messaging…Bill Explanation



Impacts

95% found 

Useful and Easy to Understand

99% want to 

Continue receiving videos

“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.”

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



Growing 
Content 
Library
• Bill Explanations

• Storm Alert

• Beat-the-Peak

• Any Character or Voice



Proactive
Engagement

Video Emails Proving to 

WOW
Customers!



Use:Summary

Monthly e-mails

Summary Reports

Alerts

Personalized 

Videos



Use:Summary

• Proactive + Personal = 

Engaging & Impactful

• Monthly messages create ongoing 

dialogue

• Use customer information to express 

caring

• Put customers in control

1. Monthly e-mails

2. Summary Reports

3. Alerts

4. Personalized Videos



Any questions?



Join us…

Upcoming Customer 

Engagement

Webinars

Tuesday & Thursday

2:00 – 2:30 PM

June 6th Empower Engagement Platform

June 8th Energy Advisor 

June 13th Call Center Solutions 

June 15th Energy Envoy 

June 20th Personal Video Messaging 

June 22nd Energy Alerts 

July 18th Energy Summary Reports

July 25 Energy Forecast

Aug. 1st Field Audits

Register: www.apogee.net/webinars

http://www.apogee.net/webinars

