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Agenda

 E Source introductions

 Icebreaker

 Fireside chat on key CX lessons from the crisis

 Breakout discussion on planning and strategizing for the next normal in 
utility CX

 Sharing from discussions

 SPECIAL GUEST!!!

 Wrap it up and get ready for day 2
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Your E Source 
crew
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Your hosts and moderators
Aleana Reeves
Vice President, Sales Support 
and Engagement
aleana_reeves@esource.com

Jeffrey Daigle
Managing Director, Consulting 
and Advisory Services 
jeffrey_daigle@esource.com

Melanie Wemple
Senior Managing Director, 
Consulting and Advisory Services 
melanie_wemple@esource.com

Lisa Schulte
Senior Analyst, Customer 
Engagement Solutions
lisa_schulte@esource.com

Eryc Eyl
Senior Solution Director, 
Customer Experience
eryc_eyl@esource.com
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Never have I ever …
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Back to CX basics
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Customers had needs …

https://changecycle.com/change-cycle

Basic needs

Safety

Reliability

Care
Helping me and 
my community 

Keeping the electricity or gas on, 
offering shutoff protection, making it 
easy to get or keep energy services

Offering protection from 
pandemic scams and from utility 

workers coming to my home

Having access to food, 
shelter, and water

Safety and 
reliability

Care

Basic needs

Utility CX plan 
of action 
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And y’all responded!
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What you did

Customer care Digital

Communication
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And you got results!
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What’s the opportunity?

What have you learned?

What has made you more nimble 
and more responsive?

What will you do differently in the near future?

How has your long-term strategy changed?
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Fireside chat
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Breakout 
discussion
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Breakout instructions

 Pick someone from your group to be your reporter
 Discuss any or all of the following questions:
 What’s on the horizon for CX at your utility?
 What are you preparing for to meet or exceed customer expectations 

in the next normal?
 How are you going to keep CX a priority in your organization?
 How are you going to build on the customer goodwill you’ve earned?
 What do you need help with?
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Share



SPECIAL GUEST



© 2020 E Source | www.esource.com 17

Wrap up
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See you tomorrow (and all week)!

Monday: CX 
in the next 

normal

Tuesday: 
Driving digital 

forward

Wednesday: 
Customer 
care after 
COVID-19

Thursday: 
Doing CX 

from a 
distance
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