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Program designers

Digital optimizer

Wants to build a customer-

centric web experience

Mandated to increase self-

service, conversion, and 

completion ratio

Needs strategic advice

Wears many hats

Digital optimizer
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Do you need to know …

… how top 

performing utility 

web pages are 

designed?

… how to increase 

adoption of self-

service & digital 

contact options?

… how you 

can use digital 

channels to 

drive cost 

avoidance? 
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Components of your

membership

Reports and 

market research

Ask E Source

Events

Tools and 

databases

E Source membership toolbox
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How are top-performing 

utility web pages 

designed?

Digital optimizer
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Biannual website benchmark

Semiannual study  Design guides

© E Source (Review of North American Electric and Gas Company Websites)

https://www.esource.com/web-review
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How can I increase 

adoption of self-

service and digital 

contact options?

Digital optimizer
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© E Source (There’s Still Room for Growth in Your Paperless Billing Program)

https://www.esource.com/members/RES-F-56/Paperless-Billing


© 2018 E Source | www.esource.com 9

Outages

MovingOptimizing Key Self-
Service Transactions
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How can I use digital 

channels to drive cost 

avoidance? 

Digital optimizer



© 2018 E Source | www.esource.com 11

Digital Metrics Survey 

▪ General information

▪ Interaction data across 

channels:

▪ Billing and payment journey

▪ Electric outage journey

▪ Moving journey 

▪ Vendor services 

▪ Department profile 
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Industry scan of mobile apps 

The mobile app market scan 

will serve to inform the utility 

industry on how utilities and 

their customers are using 

mobile apps as a channel. It 

will gather industry-wide 

data and information on:

 How many utilities have 

released apps 

 Features included in each

 Screenshots

 Installs 

 Customer reactions: 
 Qualitative feedback 

 Ratings (along with number 

of reviews)

 Check it out!

https://www.esource.com/10181-001/utility-mobile-apps-2018-industry-scan
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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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