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1. UtiliWorks Background

2. Customer Relationship with Utility: Past and Present

3. Technological Changes

4. Conclusions, Q&A
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UtiliWorks Consulting

Since 2005, 

UtiliWorks has 

been working with 

electric, water, 

and gas utilities to 

develop business 

and technology 

solutions around 

increasing 

operational 

efficiency. 
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Historical Relationship with Customer

 Traditionally, utilities and customers interacted very infrequently, and 

impersonally:

 Meter reading

 Bill generation

 Outage notification,

service disruption
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Technology Supporting Change

 Utilities have adopted new ways of distributing and operating their 

systems and billing for their services

 Advanced Metering Infrastructure (AMI) enables higher accuracy, hourly 

consumption data

 Time of Use (TOU) rates are on the rise, particularly where energy costs 

are higher

 Remote disconnect capabilities allow them to turn-off service for 

delinquent customers

 Customers have more options available to them to bypass utility:

 Energy storage

 Solar panels

 Smart thermostats
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Change in Customer Expectations

 Today’s utility customer is more informed:

 Energy efficiency and “going green” are important

 Knows generally that there are things they can do to modify their 

consumption (and ultimately lower utility bills)

 In some areas, conservation is mandatory (i.e. state-enforced water 

conservation in face of drought)

 The customer wants to take control of their energy use
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Utility Response – New Programs

 Customer Web Portal

 Prepay

 IVR
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Keeping the Customer in the Loop

• Customer notifications 

 (bill notices, mailers)

• Door hangers

• Status Letters

• Press Releases

• Brochures
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Conclusions

 Technology has brought the customer and the utility much closer, with 

potentially daily interactions between company and customer

 Presenting customers with options about their energy users allows 

them to use energy smarter and more efficiently

 During the implementation and introductory phases, customer 

communication is key
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