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Our challenge
Engaging with customers in 2030 creating sustainable customer and company value. 

What are the trends and pain points that need to be addressed in 2030?
Diverse customer segments: expectations are varying & customers demand more
personalized services/ offers 
Desire for convenience: customers demand an efficient and smooth customer
journey/ support
Technological & environmental change:  essent needs to adapt to a rapidly
changing environment, especially with the increasing impact of digitization 

Accessibility: 24/7 service on customers' preferred channels 
Multiple languages: focus on a wider client base with the help of multiple languages to increase
customers' satisfaction  

How can we address these points?
In the virtual environment, customers can be part of an exceptional experience. Instead of communicating with a
chatbot, waiting on hotlines, or going to the store, customers in 2030 can enter essent's virtual world. Here,
personal AI assistants who look like real persons will meet the customers at the service desk and support them. 

Why should essent implement the Virtual World?

83% of customers would prefer their energy provider to offer more flexible services. 

It is a major step towards more tailored and customized service according to individual preferences
in a smart, innovative and efficient way. 

Costs can be reduced due to less personel needed in the customer service/ helpdesk. 

Services are available around the clock and beyond regular working hours. Therefore, customer
satisfaction as well as flexibility and efficiency can be increased at all times. 

Increased innovation due to sharing of ideas, feedback and collection of valuable customer data
resulting in a competitive advantage. 

The agents are trained in multiple languages, enabling customers from all nationalities to
ask for help concerning a personal situation or specific needs. Based on this, personalized
advice will be given. The private customer data will be stored securely and according to all
privacy regulations to deliver an even more personalized service the next time the
customer enters the virtual world. Next to the customer service helpdesk, customers can
also discover a variety of additional content or services, including education, virtual
community, own ideas, etc. 
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