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Today’s agenda
 Welcome
 About Liberty
 Liberty’s CX imperatives
 How E Source used modeling to drive CX priorities
 What Liberty is building in CX
 Questions and discussion
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DATA SCIENCESTRATEGIC CONSULTING
Applying predictive data 

science to help utilities make 
data-driven decisions that 

improve their bottom line and 
increase customer satisfaction

Advancing customer 
experience (CX) 

through business and 
technology solutions that 

strategically enhance 
operations

RESEARCH AND ADVISORY

Using market research data, 
expert analysis, and industry 
experience to utilities put their 

customers first, meet their 
business objectives, and solve 

their corporate challenges

E Source capabilities help utilities increase customer 
satisfaction, reduce costs, and develop or deploy their 
decarbonization strategy
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Your speakers today

Chad advises organizations across the energy industry on strategies for improving 
customer relationships. He specializes in building customer strategy from advanced 
analytics. Chad has led several start-ups in the nonprofit and private spheres, where 
his responsibilities spanned programmatic work, business development, volunteer 
coordination, and customer service. He holds a BS in economics from Bates College 
and an MS in energy economics from the Colorado School of Mines.

Chris Hilborn, Vice President, Customer Insights and Solutions, Liberty

Chad Garrett, Managing Director, Management Consulting, E Source

Chris is passionate about the customer. He has expertise in improving customer 
experience with 30 years of creating customer strategies and implementing customer 
programs as an operator in the utility, telecom, and health industries and as a 
consultant. Chris holds a degree in chemical engineering and has an MBA from the 
Rotman School of Management.
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About Liberty

1. Includes a proportionate amount of Atlantica Sustainable Infrastructure plc’s 
(Atlantica) generating capacity based on Algonquin’s 44.2% equity interest in Atlantica.

2. Includes Algonquin’s acquisitions of ESSAL and Ascendant.
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Liberty’s CX 
imperatives
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Liberty CX was at the foundational level
 Joining Liberty back in August of 2020, we had a strong 

digital transformation program and could benefit from a 
vision, strategy, and programs to improve CX
 With many opportunities available to us, we wanted to 

determine how to prioritize the work to best improve CX
 We engaged E Source based on previous studies we 

completed; E Source had pragmatic, actionable solutions in 
their work
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Poll: How confident do you feel about your 
ability to hit your CX goals?

Should be good
16

It’s hard to tell
11

I can’t sleep at night
5

We’ve got this
3

I’m not familiar 
enough to say

2

© E Source. Base: n = 37 utilities.
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How E Source used modeling 
to drive CX priorities
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Establish a multiyear strategy to drive 
better CX on all channels and across 

customer journeys

Develop data-driven J.D. Power and CX 
targets for the multiyear CX strategic 

roadmap

Build data analytics processes to assess 
progress toward J.D. Power and CX 

targets

Align internal stakeholders to CX 
strategic priorities and recommend CX 

council structure, agendas, etc. 

Liberty needed a way 
to coalesce around a 

CX vision
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How we helped Liberty

Phase 1 Phase 2

Current-state 
assessment

Brand &  
experience 

survey

Key driver 
analysis

Customer 
satisfaction 
forecasting

Prioritization 
& CX strategy 
realignment
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Price 
perception

How easy it is 
to do business

Brand 
perception

Reliability 
perception

E Source analysis: Drivers of Liberty 
customer satisfaction
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E Source analysis: Drivers of Liberty 
customer satisfaction

Journeys and 
touchpoints
 Outages, leaks, 

and emergencies

Journeys and 
touchpoints
 Customer service
 Paying the bill
 Starting or 

stopping service
 Website and IVR
 Service 

appointments

Price 
perception

How easy it is 
to do business

Brand 
perception

Reliability 
perception
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E Source analysis: Modeling CX impacts

CSAT impact 
by key driver 

area 

Percentage 
of customers 
experiencing

Scale of 
impact

Effectiveness 
multipliers CSAT impactX X X =
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E Source analysis: Modeling CX impacts

Map 
customer 
impacts to 
key drivers

Based on 
transaction 
volumes; how 
many 
customers will 
the initiative 
affect?

Is the change 
limited to 
specific 
commodities, 
operating 
companies, or 
regions?

Does the 
initiative provide 
resources for 
best-practice 
deployment (i.e., 
process maturity 
or change 
management)?

Consider the 
calculation 
your 
benchmark is 
based on (i.e., 
NPS, external 
benchmark, 
etc.).

CSAT impact 
by key driver 

area 

Percentage 
of customers 
experiencing

Scale of 
impact

Effectiveness 
multipliers CSAT impactX X X =
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Inventory CX influences included in model
Developed an inventory of over 100 factors expected to influence CX

Rate cases Billing 
system 

upgrades

Outage 
operations

Customer 
policy 

inventory

CX 
alignment

Field 
services 

app

New 
construction 

CX

Voice-of-the-
customer 
program

Billing and 
payment 
upgrades

Segmentation 
communications

Public safety 
power shutoff 

events
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How it works
For each initiative …

CSAT 
impact = Q1 Q2 Q3 Q4

CSAT impacts accumulate over time 

 Assumes a one-quarter lag after deployment to see 
initial impacts

 Benefits accumulate to CSAT impact over time (i.e., 
6 months to achieve full benefit)

 Communications and engagement best practices 
are built in waves to ensure long-term engagement
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Key modeling assumptions
Business as 

usual
Middle of the 

road Best practice

Dedicated organizational change 
management 👌👌 👍👍 💯💯

Alignment of underlying processes 
with new technology 👌👌 👍👍 💯💯

Reaction to poor customer 
experiences 👌👌 👍👍 💯💯

Including voice of the customer (VOC) 
in priority-setting 👌👌 👍👍 💯💯

Aligning organizational needs to a 
defined CX vision 👌👌 👍👍 💯💯

Strong, positive brand power 👌👌 👍👍 💯💯
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Developed CX governance structures and 
processes to facilitate alignment of key initiatives
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Detailed actions plans developed a consistent CX 
across all areas of the company

Key outage management tasks and timeline
Key VOC program tasks and timeline
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What Liberty is 
building in CX
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E Source started Liberty on a journey
 Customer-centric culture
 Customer intent statement
 CX governance council
 Customer moments
 Capturing the voice of the customer
 Customer journey mapping
 Customer solutions
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Questions?
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You’re free to share this document inside your company. If you’d like to quote or use our material outside of your business, please 
contact us at esource@esource.com or 1-800-ESOURCE (1-800-376-8723).

For more information

Chad Garrett
Managing Director, Management Consulting
303-345-9151
chad_garrett@esource.com

mailto:esource@esource.com
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