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Delivering on the Promise of 
Customer Engagement

SANDEEP MENON
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Pitfalls of Ineffective Customer Engagement
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OPOWER Approach to Engaging Customers
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Unprecedented Results (verified by Summit Blue, PSE)

•85% customer engagement

•1.5% – 3.5% demand reduction

•20%+ lift for other EE programs

•200+ GWh savings for 2010
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The Challenges of Customer Engagement

1. Not all customers are the same

2. Unclear customer value proposition

3. Home energy is “boring”
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Projected Smart-Grid Tech Adoption Rates
Customer 
Adoption Rate

Time

Web

Displays & Devices

Source: CPUC Approved Filing by Southern California Edison (SCE)

Unengaged 
Customers =  
63% in 2020
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Value = Insight, Not Real-Time Data



7OPOWER COMPANY CONFIDENTIAL : DO NOT DISTRIBUTE

-0.5% 0.0% 0.5% 1.0% 1.5% 2.0% 2.5% 3.0% 3.5% 4.0% 4.5% 5.0%

% of Participating Households

Energy Reduction

Independent Verification by Summit Blue Demonstrates High Customer Engagement

~85%+ of Report Recipients 
Take Significant Action

Multi-Channel Impact Across All Segments
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Impact Variance Very Low Across Demographic Groups and Energy Profiles

Energy Savings by Income

18-29 30-39 40-49 50-59 60+

Energy Savings by Age

Energy Savings by # of Residents Energy Savings by Household Efficiency

Multi-Channel Impact Across All Segments

0-25k 25-50k 50-75k 75-100k > 100k

1 Resident 2 Residents 3 Residents > 4 Residents “More than Average” “Average” “Efficient”



9OPOWER COMPANY CONFIDENTIAL : DO NOT DISTRIBUTE

Keys To Successful Smart Grid Rollout

1. Be Proactive – don’t expect customers to take the initiative

2. Engage All Customer Segments – use all channels to reach 
everyone

3. Target Messages – circumstances vary widely, try to present 
only what’s relevant for each customer

4. Present Insights, not Data – most customers will not notice 
patterns in consumption, present them the “so what”

5. Make it interesting – applied behavioral science can make 
mundane energy data more interesting
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Thank You

Sandeep Menon
Client Solutions Executive
(571) 384 - 1270
sandeep.menon@opower.com


