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Collect and protect in order to save and invest. That is what the newest loyalty program, 
Collect & Protect by Essent is all about. With sustainability becoming more embedded into 
the lives of individuals and the energy transition being the new trend, this means that there is 
an urge to move to renewable energy. Nevertheless, price remains the most important factor 
for customers when it comes to choosing a new energy provider. However, this is where 
Essent’s new system comes into place, making this “price” pain point of customers less of a 
pain and more of a gain.  
 Essent’s current loyalty program, “Thuis Voordeel” offers its customers chocolates, 
flight miles and discounts on Essent’s products and on energy rates depending on the years 
an individual has been at Essent. But still Essent has been facing high loyalty turnover in the 
last years, and therefore a more effective loyalty program is needed.  
 In order to fulfill the most important needs of customers, the Collect & Protect system 
was created. With this system, customers have a lot of different possibilities to collect points 
in order to get rewards. This can be done by social as well as sustainable engagement. In 
terms of social engagement, customers can collect points by inviting friends and family, writing 
reviews about Essent, and downloading the app. With regard to sustainable engagement 
customers get for saving energy and buying sustainable products from Essent’s partner 
companies, as for example Volta Limburg, Volta Solar and Nederland Isoleert. This way, 
Essent can make sure that customer needs of price sensitivity and sustainability are integrated 
into their loyalty program. 

In order to introduce the point system, it is important for Essent to collect customer 
data in terms of customer interests, sustainable investment goals, and to create a personalized 
profile. This is because after customers collect enough points, they can convert these points 
into personalized rewards. Essent’s rewards go from discounts on monthly energy fees and 
additional sustainable products, up to donations and the possibility to plant trees so that the 
personal desires of every customer are covered.  

In order to put this system into place in the most efficient way, Essent must invest in 
developing an app, introducing and marketing the new system with the aim of retaining the 
current customers and attracting new ones. This new system designed by Essent will result in 
many advantages for the customer journey. First, it will improve the word of mouth marketing 
by customers, since individuals will tell their family and friends about new discount possibilities 
and their sustainable engagement. Besides, customers will motivate their friends and family 
to join the program too. Second, by engaging customers to write reviews it will increase the 
net promoter score of the company. Therefore this system will help Essent in terms of 
customer engagement, customer lifetime value, increase the NPS score, and create 
opportunities for cross-selling. Next to this, this system makes sure that customers personal 
needs are fulfilled, by providing them personalized rewards, which as a result improves their 
pain point of high prices or the wish to engage more sustainably. 

The main point of the Collect & Protect system is to make sure that Essent provides a 
lot of possibilities for customers to collect loyalty points and to convert these into personalized 
rewards. Thereby we want to make sure that interaction and personalization are integrated 
into the customer experience in order to increase customers' identification and engagement 
with the company, resulting in higher loyalty.  
 

 


