
www.esource.com
www.esource.com

E Source Toolbox for 
Customer Service 
Optimizers

Jeffrey Daigle



© 2018 E Source | www.esource.com 2

Account reps

Front-liner

Meet our contact center persona

“How do I make the 

contact center efficient 

while driving customer 

satisfaction?” 

“What technologies could 

I use to handle simple 

questions and deflect 

contacts from the center?”

“When is the best time to 

start the collections 

process on delinquent 

accounts?”
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Utility customer care

The E Source Utility Customer Care Service 

enhances customer service strategies in the 

energy industry and defines how to serve 

sophisticated customers with growing expectations. 
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Tools

The utility customer care toolbox

Research Ask E Source

Our library of topical research can 

help you improve all of your customer 

service processes—from payment 

processing to the call center

In-depth analysis of your IVR as 

well as a benchmark report to 

help you understand how you 

rank in the utility industry 

If we haven’t already 

written research on it, 

our experts will do 

custom research for you 

Networking

Use our in-person 

and online events to 

connect with other 

industry professionals

Market research

The Utility IVR Design 

Center gives you specific 

best-practice examples 

Tools

https://www.esource.com/about-ivrdesigncenter
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Customer care trends 
we’re tracking

The future of 

customer care

Interactive 

voice response 

system (IVR) 

improvements

First-contact 

resolution

IVR and contact 

center

Call-center 

training
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Future state of  contact centers

 Innovations in call routing

 Shifting demographics in 

the call center

 Contact center quality 

assurance
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Omnichannel
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Defining an omnichannel 
experience

E SOURCE DEFINITION 

A holistic approach to 

provide the customer with a 

seamless and integrated 

experience regardless of channel.
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How do I report 

an outage?

Let me talk 

to a real 

person. 

Give me the 

options I need 

quickly.

Can I pay 

my bill 

over the 

phone?

E Source Utility IVR Benchmark
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Utility IVR Design Center
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Individual IVR assessment
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Tactical, actionable 
information
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Data points and case studies to assist
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Contact center performance

 Contact center and walk-in staffing

 Interaction handling

 Business operations

 Interactions by contact channel

 Agent interaction handling for call, email, 

and chat

 Traditional contact center metrics 

 Cost-per-channel metrics

 First-contact resolution 
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Recent Questions
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Consulting and 

advisory solutions
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Contact center optimization: 
4-step approach

Understand Plan Implement Optimize
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Employee on-site interviews Metrics and measurement review

Review of customer interactions System and process review

Understanding 
holistic contact 

center operations

Understand
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Metrics and measurement review

E Source conducts a deep review of all operational, transactional, employee, and customer metrics and 

compares them to industry averages to assess your company’s current state, determine which metrics are 

right for your organization, and establish targets based on research and tracking to achieve goal.

E Source custom research, benchmarking, and best practices inform our strategy to ensure that you 

receive recommendations that are backed by sound data.

The right metrics drive the right behavior; the wrong 
metrics drive the wrong behavior
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Plan

 Promise and service standards

 IVR menu and phone tree 

optimization

 Speech analytics 

recommendation

 Text analytics recommendation

 Measurement framework: 

metrics and transactional 

surveys

 Outbound dialer optimization

 New channels
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Implement

 Change management 

training

 Internal communications

 Contact staffing and 

budgets

 Hiring, recognition, and 

training

 Technology and vendors

 Journey mapping
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Optimize

 Ongoing journey 

mapping

 Follow-up advisory 

services and check-ins

 Review of metrics and 

business case elements 

to determine success



© 2018 E Source | www.esource.com 23

Next steps

Visit the Learning Lab to try out these tools 

yourself

Schedule a meeting at the Forum with 

your customer success director

Attend the Forum session “Developing Your 

Future-Forward Contact Channel Strategy”

Call us after the Forum to schedule a time 

for us to meet with your team

Subscribe to monthly newsletters and 

weekly alerts
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For more information

Aleana Reeves

Senior Director, Customer Experience, E Source

303-345-9172 aleana_reeves@esource.com

Jeffrey Daigle

Director, Customer Experience, E Source

303-345-9183 jeffrey_daigle@esource.com
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