
January 31, 2019

Customer Satisfaction Paysé

How Can Utilities Maximize the Benefits?



Who We Are:

Software as a Service (SaaS) provider focused on 

three major utility initiatives:

Best in class Data Analytics

Providing Consistency, Building Customer Trust

Customer 

Engagement

Customer 

Satisfaction
Program

Participation

Leading the market in 

customer engagement

Serving 

HUNDREDS of 

utilities, reaching  

MILLIONS
of customers

In our 26th
year



Jim Malcom, is the Chief OperatingOfficer of ApogeeInteractive, providing
oversight business and financial operations of the company. His senior
management experience in the telecommunications and management
consultingindustries is providing strategic direction for !ǇƻƎŜŜΩǎcontinued
growth and success. He is a graduate of the University of Georgiawith a
bachelor'sand master'sdegreein businessadministration,a certified public
accountant,anda charteredglobalmanagementaccountant.

Kate Panaousisis a graduateof PanteionUniversityof Athens,Greecewith a
ƳŀǎǘŜǊΩǎdegree in Applied Economicsand Managementand a graduateof
Aristotle University of Thessaloniki,Greece with a ōŀŎƘŜƭƻǊΩǎdegree in
Economics. Her professionalbackgroundincludesexperiencewith statistical
analyses,forecastingtechniquesand research. Sheis currently the Marketing
Analystat ApogeeInteractive. Her role includesmarket research,statistical
analysisandsalesteamsupport.



Agenda
üCustomer Satisfaction - Benefits 

üAmazon Case Study

üNet Promoter Score ïUtility Industry Trend

üCSat ïUtility Industry Trend

üCorrelation between CSat and Operating Margin

üPersonalization ïWhy is it important?

üImpactful Case study

üHow can Apogee help?



Why did Apogee do this?

üHow does utility customer satisfaction 

track over time?

üWhat is the long-term correlation 

between customer satisfaction and 

operating margins?



Benefits of Customer Satisfaction 

üJ.D. Power and PricewaterhouseCoopers LLP

o More favorable regulatory outcomes for IOUs

oEnsures utilityôs core business protection

üICF and Accenture

o Revenue growth

o Market share capture


