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Residential customer awareness of and interest in solar energy continues to grow in the US and 
globally. E Source research, conducted in partnership with The Nielsen Company, showed that 
51% of US residential customers who are at least somewhat familiar with rooftop solar had 
purchased or were considering purchasing the technology in 2016, up from 46% in 2015. 
According to our 2017 research, this number is 48% for Canadian customers.
This interest provides an opportunity for utilities to positively engage with residential customers 
by providing useful and actionable solar-related information and decision-making tools on their 
website. Doing so not only improves customers’ experiences with their utility, but it also has a 
positive brand impact. For example, 2016 E Source research showed that customers who 
believe their utility supports their use of solar are twice as likely as other customers to rate their 
utility as excellent.
To help utilities effectively provide the solar-related information and decision-making resources 
residential customers want, in May 2017 we conducted a benchmark review of 104 utility 
solar-related websites and 7 solar installer websites to identify best practices and highlight 
opportunities for improvement. 
This e-book contains some of the highlights of this detailed benchmark and includes examples 
of what you should—and shouldn’t—do on your solar website.



Highest-Ranked Websites Included:
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Tools or calculators to help 
customers determine whether 
rooftop solar is right for them

Pages that were easy to 
find and read, and were 
professional in appearance

Customer-friendly 
language

The full range of types of 
information customers 
might want on solar

Easy-to-follow steps 
on the entire rooftop 
solar process 
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Four Key Elements of Usability

Relevance
How pertinent is the 
content on the solar 
web page(s)?

Navigation
How easy is it to find the 
solar web page(s)?

Functionality
How easy are the solar 
web pages to use?

Appearance
How appealing is the look and 
feel of the solar web page(s)?
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Most Common User-Cited Challenges 
with Utility Solar Websites

Text-heavy layouts

Absence of key information reviewers wanted 
(such as a way to compare solar options directly)

Confusing technical information and jargon

Poor navigation 



Provide the Range of
Information Customers Want
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Use Customer-Friendly Language, 
Not Utility Jargon
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Provide Simple, Clear Navigation
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Use Images and Avoid 
Text-Heavy Layouts
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For 30 years, E Source has been providing market 
research, data, and consulting services to more 

than 300 utilities and their partners. This guidance 
helps our utility members better understand their 

customers and engage them more effectively 
through more customer-centric programs, 
experiences, and communications efforts.

For more information, visit www.esource.com, 
email esource@esource.com, or call 
1-800-ESOURCE.
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