
Summary the ESSENTial 
 
The energy transition is a rapid innovation scene that has to keep up with changes and thus 
striving in increasing customer lifetime value.  As a student group consulting Essent, we focus 
on redesigning the service and value proposition of Essent in a mid-term horizon, in order to 
remain the market leader in the Netherlands and to keep winning the fight for customers in the  

energy sector.  
 

For our proposal, we mainly focus on a younger target group. Especially younger households 
that are buying or just bought a house. Our target group values sustainability, smart 
investments and prefers personalized solutions to their problems. Moreover, they care about 
quick solutions to their problems, as they are living very busy lives. Lastly, younger households 
focus on smart investments that certainly earn more yield than saving accounts at Rabobank 
or other banks in the Netherlands. 
 

Additionally, after doing some research we found out that personalization, co-creation, and 
craving for convenience are important customer trends nowadays. Based on this research and 
after focusing on the needs of our target group, we came up with ESSENTial, a drastic update 
to the current ESSENT apps. ESSENTial consolidated some of the apps that ESSENT already 
has into only one bigger application while adding more features to fulfill consumer needs and 
current trends.  
 

The first new feature of the app is the AR representation of solar panels on your own roof. 
Customers can upload a picture of their roof to the ESSENTial app, no matter if they took the 
picture themselves or downloaded it from google earth. The App then provides them with an 
overview of how many panels fit their roof and how it would look like. This feature is avoiding 
customers having to book an appointment with an Essent employee. Thus, this feature 
contributes to fulfilling the convenience, personalization, co-creation, and sustainability 
aspect.  
 

The next feature is offering a free consultant service with our AI chatbots Johan & Harriette. 
Our consultants are available 24/7 for any questions the customers have. Talking to our AI 
chatbots, customers can easily share pictures or videos demonstrating their problem and 
Johan & Hariette can solve it remotely, saving a trip to the customer’s house from an ESSENT 
professional.  This feature also follows the carving for convenience and personalization trend.  
 

In our ESSENTial App, we also included the loyalty program, where customers can see the 
prices they can get and how much money they can save, without having to download an extra 
app. Additionally, there is a feature where you have an overview of your savings and discounts, 
including personalized suggestions of how to save energy and use energy in a more 
sustainable way.  
 

Lastly, the app includes a monthly challenge called “who is the most sustainable”. Customers 
can compete here with each other on being the most sustainable energy consumer. In return, 
the winners receive discounts on Essent services to encourage cross-selling. The main goal 
of this challenge is to attract new customers via positive word of mouth.  
 

Consequently, with our innovation proposal, Essent is able to increase customer lifetime value 
by not only contributing to satisfying the current customer needs but also attracting new 
customers. Additionally, Essent is increasing customer engagement in using the app, as 
ESSENTial becomes part of the customer service of Essent. With the AR representation of the 
solar panels and the AI chatbots, Essent will drastically decrease their costs, by saving trips to 
the customers. 
 

 


