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Over the years, consumer awareness about environmental concerns increased tremendously, 
and consumer consumption has changed. With this in mind, how does a multi-service energy 
company like Essent engage with its customers in 2030 by creating sustainable customers and 
company value? Our team has redefined the existence of Essent and attempted to embrace 
the impact of disruptive technology.  

Customer engagement and compliance represent a real challenge for the company. Based on 
research, the main challenge for Dutch homeowners is that they want a sustainable house but 
do not have the knowledge on which devices. In addition, the EU government aims to achieve 
sustainability goals to combat global warming in the next ten years. Therefore, Essent must 
anticipate and establish a new business model to meet the sustainability requirements and 
engage their customers.  

The solution we came up with is to convert Essent from a multi-energy provider to a 360 
degrees Energy Consulting Service. More than an energy provider, Essent will advise 
customers and offer a personalised energy program that will help lower consumption and 
enable more sustainable houses. We called this service “the Energy Saving Program by 
Essent”. It works as follows: first, Essent analyses all the characteristics of a house with an 
artificially intelligent robot. Second, Essent proposes an ultra-personalised complete energy 
plan that optimally allocates energy. Third, a smart energy meter is installed to track 
consumption and efficiently solve issues remotely. Eventually, thanks to the data collected on 
consumption habits, Essent can continuously improve and adapt the program over time to 
reduce the customer’s consumption.  

Three essential tools of artificial intelligence will lead our consulting service. Firstly, chatbots 
will allow prospective customers to contact the company, enter their choice criteria, and make 
an appointment for the robot's visit. Secondly, robots will be equipped with sensors and 
cameras to analyse the whole house and identify it in terms of energy. Finally, an app will be 
the AI support for the post-visit of the robot, adjusting all the details, analysing, and showing 
customer’s consumption.   

Regarding business viability, by knowing Essent’s value to customers and delivering this, 
Essent can grow and survive from 2030. The R&D and implementation costs are high for 
Essent and its partners. However, there are market growth opportunities due to green energy 
initiatives. Firstly, projected revenues are from the standard service with additional paid service 
options. Secondly, from the premium subscription service with everything Essent has to offer, 
including consultancy anytime and service guarantees. Lastly, from the sale of energy and 
sustainable equipment, and home improvements. To convince customers, Essent ensures that 
customers make at least 5% savings in their electricity bills. If not, the savings program will not 
be charged. In the short term, this investment is not profitable due to high costs. However, in 
the long term, this new service will allow Essent to stand out from other companies, gain new 
customers, and keep customers. It will help Essent to stay on the market and reduce 
operational costs.  

To implement the new business model and proposition, the adoption of our model should be 
by the end of the year 2021. By 2022, new partnerships should be in communication. By 2025, 
user experience should be tested, and in 2026, the feedback can be implemented. From 2028, 
Essent can introduce broad public promotion and communication on the service.  

To conclude, our idea solves Essent’s 2030 challenge. Firstly, the Dutch homeowner’s 
convenience increases by a personalised energy solution with AI. Secondly, it will lead to 
increased sustainability, and lastly, it will lead to increased customer engagement and loyalty. 
 


