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An unmatched approach

Collaboration

Measurement

Brand 
Standards



Brand standards

• Comprehensive brand 
standards guide

• Provided to all internal and 
external contributors

ConsumersEnergy.com/brand

Brand 
Standards



Why standards matter Brand 
Standards



The brand in action

Play

Brand 
Standards

https://www.youtube.com/watch?v=ioInIERHQvQ


Email brand standards Brand 
Standards



 Build: Create brand standards guide

 Publish: Share and explain it internally and 
externally

 Enforce: Ensure ALL stakeholders embrace and 
follow the guide

 Grow: As guidelines are developed for new 
channels and new assets are created, ensure 
everyone is aware of, and has access to, new 
content 

Brand standards checklist Brand 
Standards



Collaboration Collabor
ation



Collaboration Collabor
ation

Weekly email call with 
all stakeholders
• Timing
• Content
• Audience

Communicate and adjust



• Project and time 
management

• Creative briefs

• Weekly status meetings

• Effective internal and 
external communications 

Managing approvals Collabor
ation

• Have a tool and process to initiate, develop, and 
manage every communication



3 Cs of customer experience

Customer 
experience

Communication

Cooperation

Collaboration

Collabor
ation



Measurement Measurement



Shared openly across internal and 
external stakeholders:

• National customer satisfaction surveys

• Proprietary customer research

• Engagement rates

• Web metrics

• Root cause analysis

• Video views

• …and more!

Transparency Measurement



• Collect and organize 
relevant data

• Identify individuals with a 
high likelihood of 
program participation

• Determine appropriate 
tactics and messaging for 
target population

• Process of continuous 
improvement

Turning knowledge into action Measurement

1. Acquire 2. Analyze

3. Target 4. Evolve



• Best-in-class engagement metrics

• Increased impact and cost-effectiveness

• Improved customer satisfaction

Results



Questions



Thank you
ENHANCING RESIDENTIAL CUSTOMER EXPERIENCE


