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A new customer strategy set the 

stage for change







Key Business Goals and Benefits
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Drive Customers Online 

to Increase 

Paperless Adoption

Easier to

Understand 

Bill

?

Decrease in

High Bill Inquiries
Better Customer 

Engagement and 

Satisfaction
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ENGAGE 

STAKEHOLDERS

CUSTOMER 

RESEARCH

DEFINE CHALLENGE

CURRENT STATE 

REVIEW

INITIAL 

REQUIREMENTS

PERSONAS & 

USAGE SCENARIOS

CUSTOMER 

JOURNEY MAPPING

COLLABORATIVE 

DESIGN 

WORKSHOPS

REQUIREMENTS

DETAILED DESIGN

BUILDING & CODING

TESTING

PROTOTYPE

TEST

REFINE

Stakeholder Alignment &

Customer Empathy

Collaboration 

& Ideation

Concepting &

Prototyping

Implementation

June – October  2015 Nov ‘15 to Aug ‘16 Jan ‘17 to May ‘18

The Process

CUSTOMER EMPATHY



Designing a new billing experience



Customer 

Engagement

• Intercept

• Depth 
interviews

• Usability

• Surveys

• Panel studies

• Web forms



Designed for skimmers, swimmers & divers
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Standard Digital HTML Bill (Residential)
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Overdue bill (before/after)



Visualization of data

General service customer (with previous year data)

Residential customer (with previous year data)

Clicking ‘View 
detailed usage’ will 
lead customers to 
their hourly usage 
data

Customers can 
toggle between two 
views on the 
consumption chart

• Average daily 
usage in kWh

• Average daily cost 
of electricity in $

Dec 4, 2017



Was it all worth it?

CSAT PAPERLESS
(CONSOLIDATED)

HIGH 
BILL 

CALLS

OTHER SUCCESS 
FACTORS

NEAR ZERO 
COMPLAINTS

DIGITAL 
TRANSFORMATION



What’s next



APPENDIX



BC Hydro Quick Facts



Pre-launch customer communications
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Bill insert
Standard paper accounts
Dec 27, 2017 to Feb 23, 2018

Letter / e-mail
Consolidated accounts
Early Feb 2018

bchydro.com pop-up
MyHydro customers
Early Feb 2018



Post-launch customer communications
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Bill envelope
Feb 26, 2018 to June 25, 2018

bchydro.com updates & e-newsletters
Launches Feb 26, 2018

On-bill messages
Feb 26, 2018 to Apr 25, 2018

In-person service desk signage
Feb 26, 2018 to Apr 25, 2018


