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Organizational competency:
customer support

Customer support
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How can I be everything to all customers 

and? How do I manage 

perceived competing 

priorities?

How can I be 

everything to 

all customers?
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Organizational competency:
customer support

Customer support



© 2018 E Source | www.esource.com 8

Organizational competency:
live interactions

Customer support
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Organizational competency:
not-live interactions

Customer support
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How can I be everything to all customers 

and? How do I manage 

perceived competing 

priorities?

How can I be 

everything to 

all customers?
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Digital and 

self-service
Live

Interactions

Future of 

contact 

channels
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If your service groups, and digital groups report to 

different executives, it’s time to change. Goals should 

be shared across each of the two groups. 

Key takeaway
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Organizational competency:
customer sales?

Customer sales Customer support
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Organizational competency:
customer support

Customer sales
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Organizational competency:
not-live interactions

Customer sales
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Are these really competing priorities?

Cost savings and avoidance

Self-service

Sales

World-class customer service

Customer engagement

Service
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Key takeaway

Your organizations have the foundation to 

focus on sales. 
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The forces of 

change
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Experiences

The technology-expectations feedback loop
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Smart speakers
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The potential of smart speakers

Data from the 2017 E Source Residential 

Utility Customer Survey indicates that 

27% of residential utility customers own a 

smart speaker.

© E Source (Which Customers Are Interested in Smart Speakers, and How Do You Reach Them?)

https://www.esource.com/res-1700014-004/which-customers-are-interested-smart-speakers-and-how-do-you-reach-them
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Key takeaway

Adoption cycles are increasing and 

utilities need to be ready to support 

“new” channels as things more forward. 
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Key takeaway

Set up a new channel-support team that 

works on emerging channels and the 

hands projects off to the business.
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Stand up
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Source: Google
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Key takeaway

You no longer have to just serve the 

customer, you have to think about how 

you’re going to serve the customer’s 

technology.
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Emerging 

channels
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Cobrowsing = chat/phone + web
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Chatbot = online chat + AI

Source: Amtrak
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Chatbot = online chat + AI (cont.)

Source: USAA
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Social handle = social + device
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Geolocation= smart device + service
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Video = voice + web
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Augmented reality = web + reality
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Augmented reality = web + reality (cont.)
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Key takeaways (a recap)

 Digital and service groups should have shared goals

 Adoption cycles are increasing; be primed to support 

emerging channels

 Set up a new channel team to explore, pilot, and implement 

channels before handing off to the business

 Think about how you’re going to support customer 

technology
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Final thoughts

You may not have to build new competencies, 

but you are going to have to mix digital and 

service groups and not step on your own feet. 
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Invest in channels that align with the brand 

you want as an organization.

Final thoughts (cont.)



Questions?
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Closing stand up
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For more information

Jeffrey Daigle

Director, Customer Experience, E Source

303-345-9183     jeffrey_daigle@esource.com

Keenan Samuelson

Analyst, Customer Experience, E Source

303-345-9146     keenan_samuelson@esource.com

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).
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