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Introduction

The way people engage with the world around them
has changed. This includes the way they interact
with their utility providers. Today, people are quicker
to adapt new technologies, and they demand that the
world keep pace with them.

For your utility, this means that features that put
information at the fingertips of your customers are
rapidly becoming non-negotiable. Customers want
automatic updates, detailed reports on their usage, and
the ability to adjust their accounts in order to meet
their needs.

If your utility is not providing these services, it may
Impact your customer service ratings.
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Don't get left behind when 1t comes to embracing

a3 new technologies and features for your utility.
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are saying.




935.5%

of customers surveyed indicated their
preferred method of contacting their utility

provider was through the use of

Of respondents between the ages of 18—-24,

68 ® 8% prefer a mix of




30.4%

of survey respondents between the ages of
18 and 34 said they would like to




56.4%

of responders between 18—24 want to
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46.7%

of respondents indicated that they want
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What Do Customers Want
to be Contacted About?

44.7%

of 25—-34 year olds want to be contacted about
bundles and special offers.

of 25—-34 year olds want to be informed about

26.5%

of 25—-34 year olds want to be contacted about
conservation programs



of all survey respondents 7 4 02 /O

said that the ability to track usage events (such as

installing a new air conditioner, transitioning to

efficient lights) would be “useful” to “very useful”.

With new customer expectations, comes new opportunities for utilities, and this shift is coming from multiple directions.

Countries around the globe are putting into effect new regulations for energy transformation and these changes are creating
significant momentum in others.

Utility models are adapting to embrace the idea of customer-centricity and are more reliant on creating a dynamic two-way
relationship between the utility and the customer. Studies indicate that almost half of utility customers want to monitor and
manage their utility usage either on the go (mobile) or digitally (for example on a home computer) (Utility Dive, 2017).

Digital and technological innovation are behind evolving customer expectations, and the need for customer centricity when
designing new service offerings. With the dynamism of other industries in implementing these customer focused models, the
utility industry must be ready to change to keep up with the pace. At the end of the day, the consumers who adopt disruptive
service providers (such as Netflix or Uber) and appreciate improved convenience, will have higher expectations from other
service providers they do business with.




Prepare for
the future!

The SilverBlaze Customer Portal for Utilities, designed for
public, private, and municipal utility providers, improves
customer satisfaction and delivers positive ROI results.

The SilverBlaze Customer Portal for Utilities provides utilities
with customizable, easy-to-integrate, high-value solutions
that enable customers to interact with their utility providers
when 1t's convenient for them.

SilverBlaze

Contact us to learn more, or
to schedule a live demo of the
SilverBlaze Customer Portal.

2-9078 Leslie Street
Richmond Hill, Ontario
L4B 318 Canada
1.866.305.1911

www.silverblaze.com




