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Who you’re speaking with today

Aleana Reeves
Vice President, Sales Support and Engagement

860-830-1680

aleana_reeves@esource.com

Dale Pennington
President, Technology Planning and Implementation Consulting 

Division

631-807-4063

dale_pennington@esource.com

mailto:aleana_reeves@esource.com
mailto:dale_pennington@esource.com
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Agenda

▪ Who is E Source, and who do we serve?

▪ How does E Source help water utilities?

▪ Research and advice you can access

▪ Member benefits
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Who is E Source?



5© 2020 E Source | www.esource.com

Who we are Clients Founded

A research, consulting, and 

data science firm focused 

exclusively on the intersection 

of utilities and their customers

We work with over 

600 utilities, cities,  

and their partners

Founded in 1986, we’ve 

been in the industry for 

nearly 35 years



Who we serve

Electric

GasWater

Cities
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Water utilities we serve



8© 2020 E Source | www.esource.com

Why E Source

E Source

American Water Works 

Association

Association of 

Metropolitan Water 

Agencies

Research on demand ✓

Industry best practices ✓ ✓ ✓

Unbiased market research ✓ ✓

Databases & tools ✓

Educational events & 

networking
✓ ✓ ✓

Customer experience 

maturity assessments
✓
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How E Source helps
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Challenges water utilities face

Top concerns 

▪ Communicating about:

▪ Aging infrastructure

▪ Financing capital improvements

▪ Long-term water supply

▪ Value of water

▪ Emergency preparedness and crisis communications

▪ Managing multichannel customer service

▪ Credit and collections during COVID-19

▪ Enhancing customer engagement 

▪ Aging workforce
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How we help utilities …

Develop effective business cases 

for new initiatives with best-

practice research

Unbiased guidance on vendor 

selection

Robust networking and 

peer connections
Access to cutting-edge market 

research
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How we can help you …

Prioritize, operationalize, and guide your 

customer engagement efforts
Evaluate technology and enhance the 

success of your existing and new customer 

service and credit & collections efforts

Improve the functionality and usability of your 

web and mobile platforms, and evaluate 

new digital channels

More-effective communications to increase 

customer awareness and adoption
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How E Source delivers value
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Industry best-practice reports
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Cutting-edge market research
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Gain useful data and insights through 

databases and tools
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Events & networking
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On-demand research questions
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Research & advice you 

can access
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Optimize customer service

Credit and collections Billing and payment

Expert advice on collection, 

disconnection, and security-deposit 

practices

Best practices for improving the bill-

pay experience and information 

about innovative payment 

arrangements and assistance

Customer service operations Interactive voice response 

system (IVR)
Best practices for customer service 

metrics, staffing, turnover, training, 

deploying at-home agents, and 

quality assurance

Best practices and recommendations 

for improvements
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Develop a business case for bill-relief programs

Problem E Source support Success

Utility in the 

Pacific Northwest 

wanted to explore 

bill-relief 

programs during 

COVID-19

Leveraged E Source 

research to identify 

bill-relief options that 

other utilities were 

exploring.

Put forth their 

business case 

leveraging E Source 

research in front of 

their executive board.

Utility created a 

sound business 

case for bill 

relief that 

executives 

approved and 

customers 

quickly adopted
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Streamline digital efforts

Digital customer 

experience 

Advice on building a 

business case to update 

your website’s self-

service features

Digital channels

Best-practice insights on 

digital metrics and 

performance

Information on how to 

evaluate and improve 

your use of social media, 

smart speakers, online 

chat, and mobile apps to 

better serve customers

Improve features

Help with identifying and 

improving the key 

features on your website 

for customers to self-

serve
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Improve your website & mobile strategy

Recent research:
▪ How to make your online payment 

feature more customer friendly

▪ How to improve the mobile web user 

experience

▪ Get information to your customers faster 

with more-readable content

▪ Website design best practices:

▪ Home Page

▪ Contact Us

▪ Payment and Billing Options

▪ Account Preferences

▪ My Account

▪ Online Bill Viewing
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Enhance customer 

engagement portals

▪ A member utility saved $60,000 

on their customer engagement 

platform by leveraging 

E Source’s research in their 

decision-making process
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Enhance your communications

External communications

Rate increases

▪ Recommendations on turning disruptive changes for 

residential and business customers into trust-building 

opportunities

COVID-19

▪ Examples of how top utilities are communicating about 

COVID-19, including sample messages and 

engagement metrics

Water quality

▪ Best practices for improving satisfaction among 

customers concerned about water quality

Internal communications

Employee communication channels

▪ Best practices for effectively communicating with your 

employees across internal and in-person channels

Employee communication tactics

▪ Tactics for increasing employee awareness of key 

corporate messages
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Enhance your social media efforts
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Member benefits
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E Source member benefits

Strategic and tactical advice related to customer service, 

digital efforts, and communications

Unbiased industry and best-practice research

Cutting-edge customer market research

Facilitated networking opportunities, virtual events, and conferences

Access to our research staff for on-demand research questions (option 

to add more)
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How to become an E Source member

Contact Aleana Reeves

Aleana Reeves
Vice President, Sales Support and Engagement

860-830-1680

aleana_reeves@esource.com

mailto:aleana_reeves@esource.com
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Q & A


