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E Source Announces Results from E-Business Metrics Survey  
Study Finds Paperless Billing Adoption for Utilities Is Now 9.6% 

and 18.0% of Utility Payments Are Made Online 
 

BOULDER, CO, March 4, 2010—E Source is excited to announce the results of the 
2009 E-Business Metrics Survey. One of the largest surveys of payment, billing, and 
online behaviors at utility web sites, it includes responses from 47 North American 
utilities representing more than 70 million utility accounts. Based on data collected in fall 
2009, 9.6 percent of North American utility accounts are now paperless—a 35 percent 
increase since the 2007 survey. The number of online payments made by customers in 
2009 is 18 percent, representing an increase of 17 percent from 2007. 
 
The E-Business Metrics Survey, which was executed in collaboration with the Energy 
eBusiness Consortium, measures payment and billing adoption rates. It also includes 
data on paperless billing, electronic payment, and online registrations. For the first time, 
more advanced online transaction types such as service order requests, program 
enrollment, and overall online account activity are included. 
 
Andrew Heath, director of E Source Customer Satisfaction Services, explains, “Utility 
efforts to convert customers to online services are paying off. More customers are 
choosing to go paperless—paying bills online and using other online services. Although 
the average paperless billing adoption rate is less than 10 percent, some utilities have 
significantly higher adoption rates. Three utilities reported adoption rates of over 20 
percent, and the highest paperless billing adoption rate was 30.2 percent.”  
 
The survey includes data from both U.S. and Canadian utilities. Payment options and 
behaviors are different in the two countries. For example, on average, 69.3 percent of 
payments are made electronically without any manual intervention in Canada compared 
to only 34.7 percent in the U.S. And approximately 45.0 percent of U.S. utility customers 
pay by check whereas only 9.9 percent of customers in Canada pay by that method. 
 
Florence Connally, E Source research manager, adds, “More customers are registering 
with their utility’s web site. In 2009, 21.6 percent of customers have set up an account to 
see their account information online. The potential is even higher; one utility reports that 
more than half (53.8 percent) of its customers have registered for online access.”  
 

Metric Sample size Average 
(%) 

Median 
(%) 

Best practice 
(%) 

Paperless billing 47 9.6 8.6 30.2 

Electronic payment 37 39.4 38.4 92.0 

Source: “Key Findings from the 2009 E-Business Metrics Survey” 
Charts and graphs extracted from this press release must be accompanied by a statement identifying E Source as the 
publisher and “E Source 2009 E-Business Metrics Survey” as the source. No advertising or other promotional use can be 
made of the information in this release without the express prior written consent of E Source. 



Deanna Francisco, president of the Energy eBusiness Consortium and E-Business 
Design and Development manager of Integrys Business Support LLC, explains, “Our 
consortium includes representatives from leading utilities in the U.S. and Canada. Our 
mission is to learn from each other and the E-Business Metrics Survey helps us identify 
best practices. Many of the best-practice measures are set by our group. This survey 
also provides a solid foundation for tracking these metrics each year, and we are 
looking forward to seeing how these metrics change in future surveys.” 
 
Members of the E Source E-Business Service will receive a copy of the report “Key 
Findings from the 2009 E-Business Metrics Survey,” which provides a national 
benchmark of payment, billing (including paperless billing), and online behaviors at 
utility web sites. Utilities in the Energy eBusiness Consortium and companies that 
participated in the survey will receive access to the high-level survey results.  
 
About E Source 
E Source has been providing unbiased, objective energy business intelligence to over 
300 utilities and large energy users for more than 20 years. Our benchmarking services 
are supported by the latest market research looking at what customers want from their 
utilities. Our research analysts and consultants are among the best minds in the 
business, delivering significant and timely research that equips our customers with the 
right information at the right time to make better, faster decisions. We predict and 
address trends, technologies, and problems related to energy efficiency, utility customer 
satisfaction, program design, marketing, customer management, and sustainability.  
 
Public Relations Contact  
For details about scheduling interviews with the research staff or service manager 
involved with this study, please contact: 
 
Wendy Bloechle, Director of Marketing, E Source 
wendy_bloechle@esource.com  
303-345-9158 
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