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Purpose and outcome

Purpose: To use customer market research on revenue-

generating products and services to better inform your 

portfolio planning and marketing strategies for specific 

audiences

Outcome: To leave with a better understanding of which 

products and services you want to explore for your customers 

to provide additional value and help identify target audiences
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Session agenda

▪ Residential customer insights on revenue-generating (rev-gen) products 

and services with live demo

▪ Utility residential rev-gen products and services with marketing examples

▪ Business customer insights on rev-gen products & services with live demo

▪ Utility small and midsize business (SMB) rev-gen products and services 

with marketing examples

▪ Utility large business rev-gen products and services with marketing examples

▪ Q&A and group discussion
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Who you’re speaking with today

Jessica Bailis
Associate Solution Director, Sales 

Support and Engagement, E Source

303-345-9159

jessica_bailis@esource.com

mailto:Jessica_bailis@esource.com
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Residential 

customer insights 

on rev-gen
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What are the top US offerings? Voice of the customer

1. Appliance protection plans

2. Water heater leasing 

3. Home security or automation

4. HVAC leasing

5. Whole-house surge protection
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What are the top Canadian offerings? Voice of the customer

1. Water heater leasing

2. Home security or automation

3. Appliance protection plans

4. EV time-of-use

5. Whole-house surge protection
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Residential Customer 
Insights Center

With access to thousands of survey data points, you can 

learn, analyze, and act on residential customers’

energy attributes, interests, and preferences.

LIVE DEMO
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Rev-gen offerings 

for residential 

customers
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Home warranty programs 
(nonregulated)

Utility market scan

Duke Energy: Home Wiring Repair Plans and Surge Protection Plans

Tampa Electric: Zap Cap offers surge protection and uninterruptible power supply

DTE Energy: Appliance, plumbing, and whole-home protection plans

Reliant: Electric Line Protect, provided by Allied Warranty

BGE: BGE Home home repair and service plans

TXU Energy: Home Protection Plans

Direct Energy: Home protection plans

https://www.duke-energy.com/home-services/home-wiring-repair-plans
https://www.duke-energy.com/home-services/surge/surge-protection
https://www.tampaelectric.com/residential/start-service/surge-protection/
https://www.hppservices.com/HowItWorks
https://www.hppservices.com/Plumbing
https://www.hppservices.com/Plumbing
https://www.reliant.com/en/residential/electricity/protection-plans/index.jsp
https://www.bgehome.com/repair-services/home-service-plans/
https://www.txu.com/en/savings-solutions/home-solutions/home-protection.aspx
https://www.directenergyprotects.com/
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BGE bundled plan Marketing example

Source: BGE

BGE’s Smart Service Protection Plans include:
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Direct Energy video Marketing example

Source: Direct Energy (YouTube)

https://youtu.be/c-cVVIRwPaU
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Home warranty programs 
(third party)

American Water Resources of Florida (AWRF)

■ OUC offers a set of Home Warranty Programs in partnership with AWRF

HomeServe USA

■ Indiana Michigan Power: Home Warranty Coverage

■ FirstEnergy: Home protection and repair plans

■ PSE&G: WorryFree Appliance Service

■ Dominion Energy: HomeServe

■ Duquesne Light: HomeServe

Utility market scan

https://www.ouc.com/residential/save-energy-water-money/home-warranty-programs
https://indianamichiganpower.com/account/service/HomeWarranty.aspx
https://www.firstenergycorp.com/content/customer/products/products-services.html
https://nj.pseg.com/worryfree
https://www.homeserve.com/sc/mail/dominion
https://www.homeserve.com/sc/mail/duquesne
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Social media promotion Marketing examples

Source: OUC (Facebook) Source: Duquesne Light (Facebook)
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New mover (third party)

▪ AllConnect partnerships

▪ Xcel Energy: AllConnect

▪ SDG&E: AllConnect

▪ Southern California Gas Co.: AllConnect

▪ FirstEnergy: AllConnect

▪ TXU Energy: AllConnect

▪ Kandela partnerships: In May 2018, ComEd said it was 

working with Kandela to assist customers with moving-

related services such as cable, movers, and internet

Utility market scan

https://www.allconnect.com/move/xcelenergy/notoken?utm_mcid=3570759
https://www.sdge.com/residential/customer-service/service-requests/start-stop-move/connect-all-your-home-services
https://www.allconnect.com/move/socalgas/notoken?utm_mcid=3570588
https://www.allconnect.com/move/firstenergy/notoken?utm_mcid=3570668
https://www.allconnect.com/move/txue/notoken/?utm_mcid=3574426&utm_source=2
https://utility.kandela.com/
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Xcel Energy Marketing examples

Source: Xcel Energy
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Online marketplace revenue

▪ Con Edison: The Con Edison Marketplace, 

powered by Enervee, has sold more than 

61,000 products, including 2,600 smart 

thermostats

▪ ComEd: The ComEd Marketplace, powered by 

Uplight, sells lighting products, smart 

thermostats, and other connected home 

devices

▪ BGE: BGE Marketplace, powered by Uplight, 

sells smart thermostats, lighting, smart home, 

advanced power strips, air filters, water-

conservation products, and electric vehicle (EV) 

chargers

▪ Xcel Energy: Xcel Energy Store, powered by 

Uplight, sells smart thermostats, LEDs, power 

strips, water-saving products, air filters, and 

smart home products

▪ Georgia Power: Georgia Power Marketplace, 

powered by Uplight, sells Wi-Fi-enabled 

thermostats, lighting, smart home products, 

advanced power strips, water-saving products, 

and EV chargers 

▪ Duquesne Light: Watt Choices Energy-Efficient 

Product Marketplace, powered by Enervee

▪ California investor-owned utilities: LADWP 

Marketplace, PG&E Marketplace, and SDG&E 

Marketplace, powered by Enervee 

Utility market scan

https://marketplace.coned.com/
https://enervee.com/business
https://secure.comed.com/marketplace/
https://uplight.com/
https://www.bgemarketplace.com/
https://www.xcelenergystore.com/
https://georgiapowermarketplace.com/
https://marketplace.duquesnelight.com/
https://ladwp.enervee.com/
http://marketplace.pge.com/
http://marketplace.sdge.com/
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Social media promotion Marketing examples

Source: SDG&E (Instagram)

Source: BGE (Facebook)
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Social media promotion Marketing examples

Source: Con Edison (Facebook) Source: Duquesne Light (Facebook)
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Leasing services Utility market scan

TECO Peoples Gas offers Water Heater Payment Plans for natural gas 

tank-style water heaters

United Illuminating offers a TempAssured Water Heater Lease

Puget Sound Energy offered gas conversion burner rental services (ended 

program on March 31, 2020)

https://www.peoplesgas.com/residential/services/waterheaterpaymentplans/
https://www.uinet.com/wps/portal/uinet/service/!ut/p/z1/pVJNb8IwDP0tHHosMfQjGdI0dQgBGxQB7UpzqUoaShFpoHTA_v3ChsQmbRRtvtmy37PfM6Johmge77M0LjOZx2uVh9SOjMaw0zPb4JK-acF4NB26zwOvCR6g4GqDbSB6yzz8Eg5Uzb8giijLy025ROFrlvMyTovocoMGSx4nvNBgx4t9xvipf8OyBIUEuIGxtdBtO8a62UhinZiLRJ8TxhvMSgx2tzh1B-1h1B2MHp1B1B65XmfmoVADv-92PKc7idwvXL0z1_TMFVTJR68fH5z4K_StwgjVDviCAM6YwNgceT27iQF6imSf8QPyc1kI5fj0bwKN_c5EMf1DK7XJU5Xb6h2z1XZLHeW5zEt-LNHsJtMVcrqW88-PdvK5QVJEC77gBS_qr4UqL8tys2tpoAHb8XoqZbrmdSbFR_7AjvcAlmlD08JNQwW2MQHALSGO632aGDITP0Ev5U6t-B0RbYTvC2IIfQYrKxXkqHcDnc7fDk6t9g5rICc3/?1dmy&current=true&urile=wcm%3apath%3a%2Fuinetagr_service%2Fservices%2Fwater_heating%2Ftempassured_water_heater_lease
https://www.pse.com/pages/lease-services
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Key takeaways
Residential rev-gen in the utility industry

▪ Customers are participating in protection plans, water heater leasing, 

home security or automation, and HVAC leasing according to 2019 

survey data

▪ Utilities are bundling services, such as home repair and surge 

protection plans

▪ New mover programs are popular with utilities, including TV and 

internet, voter registration, and other mover services

▪ Third-party partners include HomeServeUSA and AllConnect

▪ Utilities are marketing on social media and with custom landing pages
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Rev-gen offerings 

for business 

customers



© 2020 E Source | www.esource.com 23

1. Power monitoring

2. HVAC systems

3. Energy management consulting

SMB customer interest Voice of the customer



© 2020 E Source | www.esource.com 24

1. Power monitoring

2. Preventive maintenance 

3. Energy management control

Large business customer interest Voice of the customer



© 2020 E Source | www.esource.com 25

Business Customer Insights Center

Understand, anticipate, and act on

sector-specific preferences, interests, and dynamics

LIVE DEMO
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SMB
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HVAC systems

1. Congregations/houses of worship

2. Restaurants

3. Offices

Power monitoring

1. Education

2. Industrial and manufacturing

3. Governmental or public 

administration

SMB interest by sector Voice of the customer

Energy management consulting

1. Restaurants

2. Governmental or public admin

3. Education
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Top utility SMB offerings

▪ Community solar: 31 utilities offer it

▪ Outdoor lighting: 20 utilities

▪ Renewable energy or green-power purchasing options:

9 utilities

▪ Backup generators: 6 utilities

Utility market scan
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Blog promotion Marketing examples

Source: FortisBC
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Social media promotion Marketing examples

Source: Entergy (YouTube)

Source: ComEd (Facebook)
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Large business
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Preventive maintenance 

1. Water/wastewater

2. Industrial and manufacturing

Governmental or public admin

Healthcare

Power monitoring

1. Water/wastewater

2. Industrial and manufacturing

3. Retail

Large business interest by sector Voice-of-customer

Energy management control

1. Governmental or public admin

2. Water/wastewater

3. Healthcare
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Top utility large business offerings

▪ Outdoor lighting: 20 utilities offer it

▪ Renewable energy or green-power purchasing options: 

9 utilities

▪ Backup generators: 6 utilities

▪ Power monitoring: 5 utilities

▪ Energy management consulting: 5 utilities 

Utility market scan
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Good website customer experience Marketing examples

Source: Duke Energy
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Social media promotion Marketing examples

Source: Georgia Power (Facebook)Source: Duke Energy (Facebook)
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Marketing campaign Marketing examples

Source: Public Service Company of Oklahoma
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Key takeaways
Business rev-gen in the utility industry 

▪ SMB customers are interested in power monitoring, HVAC systems, 

and energy management consulting

▪ Large business customers are interested in power monitoring, 

preventive maintenance, and energy management control

▪ Use targeted marketing for business sectors that are most interested in 

those products and services, taking their communication preferences 

into account

▪ Promote offerings on your business website, blog or branded content 

site, and social media, and with marketing campaigns using business 

audience channels and media types
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Q&A and group 

discussion
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Thank you! Questions?

Jessica Bailis
Associate Solution Director, Sales Support and Engagement

E Source

303-345-9159

jessica_bailis@esource.com

mailto:jessica_bailis@esource.com
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Session objectives

Purpose: Walk through the best practices for communicating about 

advanced energy goals to customers and show creative examples

Outcome: Learn how to apply these best practices to your 

communications and get inspiration from your peers on how to implement 

and execute a campaign that focuses on renewable-energy or carbon-

reduction goals
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Session outline

The current and future state of utility renewable/decarbonization goals

How to communicate to customers about your energy goals

Case study from Idaho Power

Discussion
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The current and 

future state of utility 

energy goals
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The clean energy revolution is here

Source: 

RE100

https://www.there100.org/
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Utilities across the US are committing 
to a cleaner future

Source: Smart Electric Power Alliance

56
utilities across the US 

have publicly stated 

carbon- or emission-

reduction goals

68%
of customer accounts in 

the US are served by a 

utility with a carbon- or 

emission-reduction goal

https://sepapower.org/utility-transformation-challenge/utility-carbon-reduction-tracker/
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Many Canadian provinces and utilities 
are also committing to a cleaner future

Sources: Center for Climate and Energy Solutions, 

Generation Energy Council Report (PDF)

https://www.c2es.org/content/canadian-province-climate-policy-maps/
https://www.nrcan.gc.ca/sites/www.nrcan.gc.ca/files/energy/CoucilReport_june27_English_Web.pdf
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0 1 2 3 4 5

We don't have a goal at this time

Renewable energy

Reduced carbon emissions (not 100%)

Net-zero emissions or carbon-neutral

Carbon-free

Do you have a renewable energy or carbon-related goal? If 
so, choose which type of goal your utility has.

Number of respondents
Base: 8 respondents. Note: 23 people attended this session.
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0 1 2 3 4 5

We haven't started yet or are planning to soon

We've just started

We're less than halfway there but have made some progress

We're about halfway there

We're over halfway there

We're close to reaching our goal

We've reached our goal

If you have a renewable energy or carbon-related goal, roughly 
how far are you in implementing the measures needed to reach 

the goal? 

Number of respondents
Base: 9 respondents. Note: 23 people attended this session.
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How to communicate 

about your goals to 

customers
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Should you promote your renewable or  
decarbonization efforts right now?

▪ Use context acknowledging the 

pandemic

▪ Use customer- and community-centric 

language showing how your carbon 

goal benefits the local economy, the 

environment, and public health

▪ Show gratitude for the employees 

doing essential work to reach your 

decarbonization goal
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Do your research

▪ What are your customers’ priorities?

▪ Where does clean energy or carbon 

reduction fit into that priority list?

▪ What terminology do your customers 

understand and have a positive 

association with?

▪ What channels are best to reach your 

customers about this topic?

▪ What programs are customer interested 

in to help reach your goal?
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Appeal to multiple audiences

▪ Not every customer cares 

about the environmental 

impact of your goal

▪ Some care only about 

affordability and reliability

▪ You need to communicate 

the benefits of your goal in 

the context of customers’ 

priorities, so all customers 

feel invested
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Be clear and transparent about the 
purpose and effects of your goal

Your communications should answer:

▪ Why you made this commitment

▪ What problems it solves

▪ Why it’s the best solution

▪ How it will affect customers and their families

▪ How it will affect the community

▪ How you’re going to meet your goal

▪ What role customers play in helping reach the goal 

(programs, energy efficiency, distributed energy resource 

technology, demand response, etc.)



© 2020 E Source | www.esource.com 54

Don’t overexplain

▪ If your goal is for customers to 

understand that your investments 

are helping the environment and the 

community, make that your core 

communications message

▪ Customers don’t need to 

understand the complexity of the 

energy system to support your goal

▪ Use customer-friendly language 

they can relate to
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Involve your customers!

▪ While you’ll primarily achieve your goals 

through supply-side efforts, the positioning 

of your goals shouldn’t be something 

that’s just “happening” to customers

▪ This a huge opportunity to create positive 

associations with your brand

▪ Promote how customers can get involved 

directly (programs, surveys, etc.)

▪ Get creative with involving customers in 

the journey!
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Source: Pathways to Decarbonization, OPPD

https://www.oppdcommunityconnect.com/decarb
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Key takeaways

▪ Talk about your goals and progress 

during COVID-19 with the right context

▪ Do your research

▪ Appeal to multiple audiences

▪ Be clear and transparent about the 

purpose and effects of your goal

▪ Don’t overexplain

▪ Involve your customers
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Idaho Power 

case study



Engaging Customers in our 100% Clean Energy Goal
Marketing and Communications Plan



A Little About Idaho Power

MORE THAN

570,000
CUSTOMERS



Our commitment to serving customers and 
communities with clean, reliable, affordable energy 
has been the hallmark of our 100-year history. 

As we begin the next century of service, we look to 
build on that foundation with a new and exciting goal: 

100% clean energy by 2045.

Clean today. Cleaner tomorrow.
Launch date: March 26, 2019



External Messaging/Promotion

• Detailed webpage

• Video

• Press release and interviews

• Social media

• Customer email

• Customer newsletter (May)

• Digital Ads



Web Page



Social Media



Programmatic Display



Public Reaction: News Media



Public Reaction: Social Media

765,962
impressions

4,484
engagements

↑ 554.7%

↑ 84.3%

Two weeks after



Today. Tomorrow. Together. 
Ask customers to join us on the journey

Join us! Idaho Power offers 
various programs for customers 

to make an impact
(from the CT2 webpage)

We partner with local businesses to help 
them achieve and cross-promote their 

clean energy goals.

https://youtu.be/_TezJ9l3JVA


New Communications: 
Maintaining a Steady Drumbeat

• Ongoing PR and paid ads

• New clean energy partner videos (up next: a 
local hop farmer!)

• Continued promotion of the benefits of all-
electric homes/businesses and electric 
vehicles

• Continued work with cities and large 
employers



Questions? Thank you!
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Discussion
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Discussion questions

▪ Are you holding off on communicating about your decarbonization/renewable 

goals during COVID-19? “Yes” or “No” is fine. 

▪ If yes, are you starting to communicate about them again? How?

▪ Have you measured customer sentiment (either directly or indirectly) about your 

utility energy goals? If so, how are customers responding? Has this changed 

during the pandemic?

▪ How are you evaluating communicating about your energy goals now and 

moving forward?

▪ How are you communicating about how customers can get involved in your 

energy goal?
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Thank you! Questions?

Shelby Kuenzli
Analyst, Customer Engagement Solutions

E Source

303-345-9164

shelby_kuenzli@esource.com

Melissa Thom
Marketing Specialist

Idaho Power

You're free to share this document in its entirety inside your company. If you'd like to quote or use our material outside of your business, 

please contact us at customer_service@esource.com or 1-800-ESOURCE (1-800-376-8723).

Have a question? Ask E Source!

Submit an inquiry: 

www.esource.com/question

mailto:shelby_kuenzli@esource.com
mailto:customer_service@esource.com
http://www.esource.com/question



