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Facilitating a successful hand-off
Using digital tools to help customers benefit from the right rate

Julia Friedman
Director, Regulatory Affairs and Market Development
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Play-by-play (agenda)

• Starting Field Position
How do customers think about rates? 

• Give Customers the Playbook
Put digital one-stop-shops in their hands

• Touchdowns for everyone
Numerous benefits of customer rates 
engagement
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• Go on the Offensive
Communicate early and regularly
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Starting Field Position

How do customers think about rates? 
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Customers viewed their 
control over their utility 
bills on par with control 
over housing costs.
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Customers who say they don’t 
know or understand TOU rates. 

70%

Most customers know 
little to nothing about 
TOU rates when asked.
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Give Customers the Playbook

Put digital one-stop-shops in their hands
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Top metrics that mattered most:

• Increase awareness of low-to-moderate 
income (LMI) programs

• Boost program adoption of energy assistance 
programs

• Enhance customer satisfaction with a 
streamlined customer experience

National Grid's commitment: empower 
energy affordability



4.4X More
enrollment

National Grid’s one-stop-shop experience accelerated assistance program 
enrollment
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2%

1%1%

3%
2%2%

6%
6%

LIHEAP Discount Rate Arrearage Management

Program enrollment rates by customer journey step
Baseline: did not receive alert Opened but did not click alert Completed survey and viewed program

3.2X More
enrollment

6X More
enrollment



Go on the Offensive

Communicate early and regularly with customers
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Evergy Missouri received an order to implement default TOU rates

Copyright © 2024, Oracle and/or its affiliates  |  Confidential

“We wanted customers to still know they had a choice. We wanted 
them to be able to choose and actively select what plan best fit their 
family. We wanted to be able to answer the question, ‘how is this 
going to impact me?’”

Elena Johnston
Manager, Digital Products, Energy Engagement
Evergy
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Customers were engaged throughout their TOU journey 

11

Rate Comparison Rate Plan Coach Reports Rate Education Reports
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The results of the effort were impressive to Evergy – and the Commission
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30%
160k customers pre-

enrolled in their chosen 
time-based plan

80%
Customers pre-enrolled 

through self-service

50%
Customers used the Rate 

Analysis tool to make their 
decision

$2M+
Savings from calls 

avoided as a result of 
digital strategy
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Touchdowns for Everyone

Numerous benefits of customer rates engagement

13 Copyright © 2024, Oracle and/or its affiliates  |  Confidential



Confidential - Oracle Restricted

Confidential - Oracle Restricted
Copyright © 2024, Oracle and/or its affiliates  |  Confidential

Digital tools that can block, tackle, rush, and pass

70% 
less

Customer satisfaction
Lower service costs

More bill savings

Minimize Customer Risks

Rate literacy
Peak reduction
Program adoption

Amplify Results
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Rate Coach improves satisfaction with the utility and its efforts 

65%

64%

61%

43%

49%

49%

50%

33%

Control Recipients

30%Utility wants to help me save money

Utility creates messages that get my attention

Utility provides useful suggestions on ways I can 
reduce my energy usage and lower my monthly 

bills

Utility makes an effort to help me manage my 
monthly energy usage

growth in 
agreement

22% growth in 
agreement

31% growth in 
agreement

33% growth in 
agreement
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CLEAR EYES, 
CUSTOMER ENGAGEMENT, 
CAN’T LOSE.

Thank you!
julia.friedman@oracle.com
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