
1

WELCOME
apogee.net



2



3

Facing the
Perfect Storm

A presentation of



2020 June Apogee Institute Webinar  |  Facing the Perfect Storm 4|  apogee.net

APOGEE PRESENTERS

Susan Gilbert
CEO

Joel Gilbert, P.E. 
Chief Software
Architect

Elizabeth Burroughs 
Engagement Manager 

Ann Fracas 
Vice President



2020 June Apogee Institute Webinar  |  Facing the Perfect Storm 5|  apogee.net



2020 June Apogee Institute Webinar  |  Facing the Perfect Storm 6|  apogee.net

5 Point Agenda

Some creative methods of showing customers you care

Innovative ways of communicating payment options.

Pre-emptive techniques that reduce high bill calls.

Helping customers help themselves

How to help CSRs assist customers.
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Showing Customers You Care

Explain why the bill changed since 
last month. Analyze and Monetize:

• Weather, 
• Days-of-service, 
• Rate change,
• Behavior in the home
• Then give relevant tips 

Extraordinary Engagement! 
Use that to drive programs relevant 
to that customers:

• EV rate, 
• Show utility’s concern for customers.
• Notice bill explanation is condensed so we 

can add other information.
• Targeted Video Bill COVID-19 TipsResponse Has Been Hard to Believe!
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https://vimeo.com/277656142/8d66029c73
https://vimeo.com/410730196/56e10a6da1
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Personalized Video Messages Proven Results:

• 99% Recipients request more videos

• 97% Rate videos very or somewhat USEFUL

• 37% Click-thru rates …18 times Industry Standard

• 24 to 100 Point increases in JD Power scores

• 15% Reduction in high bill calls

1
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90+% Find Easy and Useful!    40% Higher CTR

~ 90% 
Easy

~ 95% 
Useful

From Personalized Video Bill Explanation with Covid-19 Message

Q1 How easy was the video
to understand?

Q2 How useful was the
information presented?

1
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Boost to Net Promotor Score
Utilities Run -5 to +30
Average 12

This survey shows 
a NPS = 35!

Increase over general 
video bill of 23%

11
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Special Concern for Hardest Hit:  
Low Income

• Share tips they can do…

…Not what they can’t change

• Share dollar value of single degree
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Remarkable Engagement from Text!

• 97% Gave positive feedback

• 95% Requested continue
receiving messages 
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Communicating Payment Options

Make it Interesting and Easy
• Let customers help each other
• Click to reach payment options

AGAIN…Response Has Been Hard to Believe!
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https://vimeo.com/424790194/931f2bc892
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2 Verbatim Comments Say It All …
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Reduce High Bill Calls
Proven…Pre-emptive 
Techniques

• 15% Call Reduction 
• 90% Containment

Expect High Bill Compliments
“Good morning Mr.xxx, this is one of your customers, Edwin and Diane xxx, calling.  I was so impressed 
with the e-mail you sent about my light bill possibly being a little higher this month.  I was so excited to get 
that e-mail but I knew it would be higher because we had cut the heat up a notch plus it was Christmas, but 
I was just so excited when I got that e-mail to know that you were looking at my electric bill and my usage.  
So, I just wanted to say THANK YOU so much and you keep up the good work.  Have a blessed day.”  

3

https://vimeo.com/408901202/0c797a0274
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Informative proactive
tips and rebates Mid-month notification

Reduce High Bill Calls3
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Help
Customers 
Help
Themselves 

4
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Recommendations

• Speak Their Language
Dollars?  
Carbon Impact?

• Dollarized Recommendations
• Offer Appealing Program Links

5
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Post Audit Messaging - Stay Connected4
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Aid CSRs in 
Helping 
Customers

5
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Instant
Answers 
for CSRs

5

• Cuts call time
• Consistent answers

– Website
– From field audit
– From CSR

• Builds trust
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5

CSR
Bill Analysis

• Tools for CSRs
• First Call Resolution
• Reason to Provide
• Explain the bill, ask for an 

email address, then send the 
report.
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Summary

Some creative methods of showing customers you care

Innovative ways of communicating payment options.

Pre-emptive techniques that reduce high bill calls.

Helping customers help themselves

How to help CSRs assist customers.
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Any Questions ?
?



2020 June Apogee Institute Webinar  |  Facing the Perfect Storm 27|  apogee.net

Watch for these timely topics coming soon! 

Summer Series - 2020 – 2:00PM EST
June  “Bringing Value to Low-Income Customers.”
July “You’ve Sent Home Energy Reports – Now What?”
August “Helping Customers Understand Rate Options.” 

Upcoming Webinars
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Karen Morris
Marketing Manager
info@apogee.net
678-684-6801
apogee.net

Contact Us
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