' QUESTLINE

Enhancing Residential
Customer Experience

MODERATED BY: ALICE SMITH, QUESTLINE




Our panel:

Dan Gretzner Ryan Fantino Joy McNay Leigh Silva
Consumers CLEAResult ICF Questline
Energy

questline.com



An unmatched approach

Brand
Standards

Measurement
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Brand standards

 Comprehensive brand
standards guide

* Provided to all internal and

external contributors

ConsumersEnergy.com/brand
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Why standards matter
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The brand in action o

For free.
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HELPING MICHIGAN

SAVE ENERGY.
THAT’S OUR PROMISE.
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https://www.youtube.com/watch?v=ioInIERHQvQ

Email brand standards s,

Consumers Energy

ENERGY
SOLUTIONS

Powering the Moments that Matter Most

SAFETY TIPS
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MOVE IN,
MOVE OUT...
du MOVE ON.

3 Ways to Fight
Allergies and Save
Energy
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Counton Us?

Hundreds of Michigan ressdents have completod a free Home Energy Analysis and
2 saving up 10 $150 3 year on energy costs. Team up with us and see more TS s
green this sping. The more you know about insulation and

indows, the better for you and your family

Kalamazoo - Join the Smart Energy
Challenge Today.
Be a winner and make a difference in your community!

Upgrade your insulation and windows to increase your home’s comfort and

Spring for a free Home Energy Analysis reduce your energy costs, )
and save up to $150 a year. E . haller

An easy efficiency upgrade

SHOW ME NEARBY CONTRACTORS
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Brand standards checklist

1 Build: Create brand standards guide

1 Publish: Share and explain it internally and
externally

1 Enforce: Ensure ALL stakeholders embrace and
follow the guide

J  Grow: As guidelines are developed for new

channels and new assets are created, ensure
everyone is aware of, and has access to, new
content
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Collaboration
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Collaboration

Weekly email call with
all stakeholders

* Timing

* Content
 Audience
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Managing approvals

* Project and time s

* Creative briefs sEEt

* Weekly status meetings EEEEEee

* Effective internal and
external communications o

* Have a tool and process to initiate, develop, and
manage every communication
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3 Cs of customer experience -

Cooperation

Collaboration

Customer
experience
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Measurement
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Transparency

Shared openly across internal and
external stakeholders:

National customer satisfaction surveys

Proprietary customer research

Engagement rates

Web metrics

Root cause analysis

Video views

e ...and more!
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Turning knowledge into action

* Collect and organize
relevant data

* |dentify individuals with a
Acquire 2. Analyze high likelihood of
1 program participation

* Determine appropriate
tactics and messaging for
target population

* Process of continuous
Improvement
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Results

* Best-in-class engagement metrics
* Increased impact and cost-effectiveness
* Improved customer satisfaction
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Questions
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QUESTLINE
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ENHANCING RESIDENTIAL CUSTOMER EXPERIENCE




