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Energy is essential for heating or electricity for instance. Even if 
customers want the best product and the best service, they are 
always looking for the best price. Getting the best possible service 
from the energy company was ranked second in the responses 
received in our surveys. Also, people try to become greener while 
talking about energy. In addition,  customers are quite demanding: 
1.7 million Dutch households switch from one energy company to 
another (Authority for Consumers & Markets, 2020).  The E+ 
Segment is promising because there is a projected growth of 
heating, ventilation & air conditioning, and insulation segments. 
Essent is the only provider that offers a combination of E+ and C+, 
therefore our team will benefit from this raising to find a solution 
(Essent, 2021).

The proposed guarantE+ service subscription offers installation of the 
E+ hardware, tracking the energy data in real-time via an application, 
regular maintenance checks, and guaranteed 24-hour service in case of 
an emergency. Finally, if the energy consumed is less than the amount of 
energy produced, the rest will be resold to the grid.  During the 
installment period the subscription will be free of charge, after the last 
repayment of the E+ hardware, the service subscription will cost 50 euro 
per month. 

The proposition has two target groups:  
 
 

 
 
 
We are looking for people who think that it is important to become 
greener in their energy usage. Moreover, customers who are also 
interested in saving money and energy. Good, reliable service for the 
their E+ hardware would help them feel valued by the energy provider 
and in turn increase the chances of loyalty towards Essent.  

To fulfill the needs of the targeted customers, our team came up with the 
following solution: “Bundling the E+ & C+ portfolio of Essent with a 
unique service proposition to improve customer lifetime value” namely, 
guarantE+. Buying an E+ hardware guarantees the customers to get 
advantages: Essent will offer the basic or the premium package. The 
basic package offers 0% investment for one E+ hardware, 30 % on the 
second E+ hardware, a free subscription on the GuarantE+ service 
during the pay-off period. The premium package offers the same 
advantages plus a 15% discount on a C+ contract during the pay-off 
period. 

We believe GuarantE+ will have a positive impact on Essent. The impact 
on human resources will be low because the installation of E+ products 
already exists but for the maintenance, it might be necessary to hire 
personnel. Tracking the energy data in real-time can be done on the 
current application, which means that the impact on IT will be low. 
Because it is a new service, Essent will not need to invest in R&D, 
therefore the impact on the product development will be low. The 
investment made concerning information security will be moderate, 
because Essent has to ensure that data is stored securely. Finally, the 
financial impact will be high because the investment made by Essent is 
low. Essent will make profit with this service because the reliable service 
will lead to positive word of mouth and optimization of the brand image. 
The service management also creates a sustainable competitive 
advantage. Customers will also feel more valued by the company and it 
will reduce their churn rate. Finally, Essent will be able to bundle C+ and 
E+ contracts as demand for E+ hardware increases.

With this new service, Essent must make sure that there are enough 
service personnel. The optimization of the reward program through 
strategic alliances is also needed. Moreover, a crucial development will 
be the improvement of the communication system, to allow customers to 
make quick appointments. Moreover, Essent could pay advertisements 
online on price-comparison websites and raise awareness via target 
group-relevant social media advertisement. 

Let’s enable everyone to take the next step in (green) 
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