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Software as a Service (SaaS) provider focused on 
three  major utility initia tives :

Bes t in c lass  Data  Analytics

Provid ing  Cons is tency, Build ing  Cus tomer Trus t

Customer 
Engagement

Customer 
Satisfaction

Program
Participation

Who We Are
Leading  the  marke t in 
cus tomer engagement  

Serving  

HUNDREDS 
of utilities , reaching   

MILLIONS
of cus tomers

In our 27th year  



Who We Are: Milepost

We provide strategic and engagement consulting services 
to help organizations adapt and thrive in a world 
challenged by environmental and social change.

our expertisethree core strategies



Segmentation and Personalization Defined

Segmentation: 
Discovering groups of individuals with a common, yet broad, set of 
characteristics. Customers can be segmented based on attributes like 
geography, demographic, culture, and behavior.

Personalization: 
Tailoring relevant content at the most personal individual level. Real 
personalization enables marketers to focus on the things that matter most to 
their individual customers.



The Difference Visualized 

Source: Dynamic Yield

https://www.dynamicyield.com/blog/segmentation-is-not-personalization/


Opportunities: Customer Data

Utilities hold the most valuable commodity in the 
personalization game: customer data.

Many utilities have already segmented their customers:
• Demographics (e.g. age, gender, race)
• Socio-Economic (e.g. income, household size)
• Use and demand



Opportunities: Delivery Channels 

Technology is allowing utilities to leverage customer 
data to scale personalized communications across 
multiple delivery channels:

• Email
• SMS
• Digital
• Smart home integration



Opportunities: Customer Expectations

Customers expect to receive more than just a bill.  
They want actionable information:

• Energy use patterns and behaviors that 
impact billing

• Steps customers can take to save energy 
and money

Customers increasingly want self service options :
• Online
• Mobile 



Personalization Case Study: Online Retail



Personalization Case Study: Grocery



Personalization Case Study: Telecomm
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Marketing Automation

Follow-up
email



Create a communication plan and engage 
throughout the year:

 Multi touchpoint campaign 
 Tailored to utility’s needs and strategic goals
 Increased customer awareness on critical issues
 Increased program participation - communication based on customers’ preferences and needs
 Increased customer satisfaction and customer engagement
 Establishes loyalty and trust
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Case Study #1: Liberty Utilities

“Thank you for being a value customer of “Energy Provider”. As your trusted energy 
advisor, we have prepared this year-end summary of your energy use in the 20XX…”

 Email was linked to Online Energy Audit Tool
 Online Energy Audits 4X higher this  month than average number of past twelve months
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Case Study #1: Liberty Utilities

Apogee’s flagship solution – Personalized Video Bill Explanation
 Avg unique click -through rate: 14X higher than industry standard
 87% responded “very or somewhat useful information” – usefulness of billing information 

increases satisfaction *J.D. Power

 1 out of 2 respondents reported “their perception of their energy provider improved, after 
watching the video bill explanation”
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Case Study #2: Xcel Energy

Pilot – lasted a couple of months
 AESP Award for outstanding achievement in customer engagement 
 89.3% found the videos very or somewhat useful
 1 out of 2 reported an improved perception of Xcel Energy
 Impact on high bill calls: 15% reduction

On-scale program – nearly two years now
 89.5% found the videos very or somewhat useful
 1 out of 2 reported an improved perception of Xcel Energy
 NPS up to 35  VS Utility Sector – Avg NPS = 27  (*Delighted , 2020)

 Hundreds of thousands of responses collected

Sustainable results – campaign performance and customer satisfaction

https://delighted.com/nps-benchmarks


Create a communication plan and engage 
throughout the year:
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Personalized and timely messaging:
 Nurturing the customer relationship – Customers are experiencing your brand many

times and in a positive way!
 Establishing engagement and loyalty – Engaged customers are ready for the next step!
 Achieving your strategic goals while maintaining a high level of customer satisfaction

and keeping costs low!
 Need for an established communications platform in good times and in times of crisis!

Annual Marketing Campaign



Any Questions ?
?



Luke Gebhard, Senior Project Manager 
Milepos t Consulting
luke@milepos tconsulting .com
615-336-5094

Elizabeth Burroughs, Engagement Manager
Apogee  Inte rac tive , Inc .
eburroughs@apogee .ne t
678-684-6800 ext.803

Kate Panaousis, Marke ting  Analys t
Apogee  Inte rac tive , Inc .
kpanaous is@apogee .ne t
678-684-6800 ext.835

Contact Us



April 16th, 2020
“Field audits are just not popular”

by: 
Joel Gilbert, President and Chief Software Architect
Apogee Interactive, Inc. 

April 28th, 2020
“Realistic and Cost Effective Artificial Intelligence”

by: 

Sydney Roberts, PhD
Joel Gilbert, President and Chief Software Architect
Apogee Interactive, Inc.

Upcoming Webinars
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