
SMB Marketing and Customer Engagement



Challenge
1. Customer engagement
2. Customer-centric experience 
3. Email acquisition

Solution
• Restructure small business contact center
• New tools and utilize CRM
• Better alignment - Customer Service and Marketing



Small Business Account Management
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We ARE NOT just a call center anymore; 
We ARE a customer center.  

Our number one goal is to build 
relationships with our small business 
customers.



Small Business Customer Center
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• Personalized training 
• Paperless billing default option 

for new customers
• Custom due dates
• Account alerts
• Email acquisition



Small Business Energy Managers

• Single point of contact

• Proactive customer outreach
• Price plans

• Outages

• Smart alerts

• Events

• Past due accounts

• Energy efficiency

• Rebates
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Bills
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Progress 
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Business Energy Manager Tool
Benefits
• Customer engagement 
• Qualified lead generation
• Retargeting opportunities

Key Performance Indicators
• 65% completion rate



Launching soon
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Welcome Email Journey 

• Automated Emails to onboard new small 
business customers:

• From Energy Manager

• My Account, billing and payment

• eNotes/outage alerts

• Time-of-Use price plan

• Energy efficiency, rebates, resources



Champions of Energy Efficiency Awards

• Recognize customers of all types 
and sizes 

• Senior leadership visibility 
• Increase customer satisfaction
• Promote business solutions 

programs
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Segment Strategy

Goal: Make the customer experience more 
customer-centric and relevant on digital 

• Industry-specific landing pages
• Animated videos
• Digital channels (i.e. social)
• Digital assets (i.e. webinars)
• Digital media


