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Joel Gilbert, P.E. 
Founder & Senior Advisor

Leads Apogee’s accomplished team of engineers, data scientists, 
analysists, and researchers.

Responsible for applying highest standards of excellence in building 
science and engineering, applying artificial intelligence and 
predictive analytics to build strong customer relationships. 
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AGENDA
1. Transitions in the Energy Utility Relationships
2. Excellence Today is Called Racist/Classist
3. What is Brand?
4. JD Powers - How Customer Satisfaction Drives 

Return on Equity for Regulated Utilities
5. Apogee Distinctives
6. Looming Risks for Customer Trust & Brand
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Transitions in Energy Utility Relationships
1980s we called them rate payers

• Cogeneration and gas cooling changed that
• Customer choice emerged as key agenda

2000s the internet/social media drove perceptions
• Customer experience and journey mapping dominated
• Utilities renamed/reinvented marketing labels but not much else

2020s the focus on DEI, ESG, and climate change
• Customers are and/or will become confused and angry
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Excellence Today is Called Racist/Classist
• Do you really want mediocre doctors or pilots?
• Do you really want liberal engineers 

or contractors?
• Conservatism and excellence are now 

being silenced
• First signs of this nonsense on major 

cities is evident
• More widespread signs of it are emerging 

everywhere
• We have things to correct, but the pendulum 

swung too far
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What is a Brand?
A brand is the composite reaction of how a product or business is 
perceived by those who experience it — including customers, 
investors, employees, the media, and more. 

Branding is the process of shaping these perceptions. A brand, then, 
is more than just a company’s name, logo, product, or price tag. It’s 
more than the marketing and advertising around these things. A 
brand is the consistent and recognizable feeling that all of these 
things evoke.

The way a customer feels about a business influences their 
purchasing behavior, which directly impacts the business’s bottom 
line.  There’s a reason the world’s most successful companies invest 
millions of dollars every year in strengthening their brands.

From https://www.ignytebrands.com/ website

https://www.ignytebrands.com/
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When is good 
enough … not 
good enough?

• Use pass/fail tests – just check boxes
• Don’t care about the best solution
• Don’t care what others think
• Quality/accuracy is irrelevant
• Organizational trust is broken
• Don’t care who stays or leaves
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What do you think happens to these 
when you don’t care about excellence? 



Signs you 
don’t really 

care 
about the 

energy 
choices 

customers 
make

Use normative comparisons rather than true 
energy insights Use

Assume customers trust you rather than work 
to earn and maintain it Assume

Stick to your talking points and fail the 
customer relevance test Stick
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• Serving Hundreds of North American Utilities
• Reaching Tens of Millions of Customers
• Providing Software as a Service (SaaS)
• Delivering

 Increased Customer Satisfaction
 Heightened Customer Engagement
 Energy Efficiency and Revenue Generating 

Program Promotion

• Distinctive: Top-Rated Data Analytics and 
Predictive Modeling

• Industry’s Most Comprehensive Customer 
Engagement Platform

• Consistency Creates Customer Trust

Market Leader 
in Customer 
Engagement

Celebrating 
30 Years 
of Success
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Any Questions ?
?



May 23, 2023  |  GOOD ENOUGH ISN’T - THE IMPACT ON CUSTOMER ENGAGEMENT

Joel Gilbert
jgilbert@apogee.net
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