
Customer Understanding

Business Impact

How does a Multi-Service Energy Company Engage with its
Customers in 2030 

Creating Sustainable Customer and Company Value?

Target Audience ExpectationsPain points

Young families (to be) from Dutch/Belgian
households, who are currently (2021) between 25-
30 years old. 

Sustainable energy at affordable prices,
coupled with seamless customer service.
Receiving personalized offers.

Disengaged with the utility provider and unaware of all the
sustainability options available to them. The services are highly
priced. The process of transitioning to sustainable products is
too cumbersome and time-consuming.

Proposition

CUSTOMER: (new or current) signs
in the account and can define
which type of customer they want
to be, based on his needs and
pains. Personalized offers will
appear based on his selection.

ESSENT: develops the AI platform
(big data management), when the
customer signs in, the platform is
already ready to customize the
profile.

CUSTOMER: during the journey, the customer
can track his utility progress and can "play"
with Essent to save energy, gas and being
more sustainable. Through the game
achievements, the customer could also receive
some specific personalized new
offers/discounts.

ESSENT: develops the AR self-analysis tool, to
enable the customers to self-scan his/her
house and analyze areas that could be
converted into more sustainable options.
Moreover, there will be the introduction of the
connection of the platform with social media,
to increase awareness to the customer.

CUSTOMER: Participating in the
loyalty program which focuses
on increasing sustainability
options, WoM, co-creation with
the company, and reduces
switching providers.

ESSENT: To not lose customer,
but also to gain new ones, the
company create and promote
the loyalty program. 

Reasons to Believe

Attracting and retaining new customers by focusing on our solution.

Become a global competitor and boost sustainability relevance.

Increasing revenue.

Enhancing customer catisfaction. 

Educating customers about the use of technology to transform their homes.

Retaining customers by engaging them with Essent and with the use of our

solution.

Offering personalized packages and empowering customers to choose the best

sustainable options while educating them.

"Futuristic Personalization Program will include gamification elements and loyalty programs for young families (to be). The program simplifies the utility provider process & empowers the customer for responsible, sustainable and self-
sufficient consumption, thereby increasing future revenues by retaining and attracting new customers."

The introduction of the "Futuristic Personalized Program", with is these three main projects, will increase the awareness of the customers about
the utility providers' industry (especially energy) and sustainability. We expect that this will lead to higher participation in the company life. This

will contribute to customer understanding of sustainability importance as well as the pricing.
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We are successful when we can retain and empower our satisfied customers 
by delivering personalized and sustainable utility services 
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