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THANK YOU, QUESTLINE!
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AGENDA
• Brief recap of AEP mobile history


• Compelling mobile stats


• Designing for mobile


• Usability and research techniques


• Alerts, notifications, and communication 
preferences


• Mobile apps and the future



Enhance Customer Experience with MobileIgniting Ideas 2016

ABOUT AEP
• 5.4 million customers


• 11 states


• 200,000 square miles 


• 7 utility companies


• 1 corporate site 


• 8 customer web sites!
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24,407,342 sessions in 2015  
(since redesign 2/18/15 - 12/31/15)


• 12,294,809 desktop (50.37%)


• 10,438,169 mobile (42.77%) 


• 1,647,364 tablet (6.86%)
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#1 Rated Website by J.D. Power
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AEP MOBILE
From full site to mobile optimized to responsive
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Way, way back in 2009…
before our mobile site was born, 
13% of all web traffic came from 

mobile devices 
during major storms.
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Outages

Pay Bill

Usage
Service

Get Balance

Platform-specific

Contact Us
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Outages Contact Us
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MOBILE OPTIMIZED
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MOBILE OPTIMIZED FOR TOUCH
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North American Derecho

June 29, 2012
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North American Derecho

June 29, 2012
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1.4 MILLION CUSTOMERS AFFECTED
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At the peak of the storm aftermath, 

67%
of all web traffic on AEPOhio.com came 

from mobile devices.
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Web Site Before Storm % 
Mobile Traffic

Peak Outage % Mobile 
Traffic

AEP Ohio 17.4% 67%

Appalachian Power 16.7% 64%

Indiana Michigan 
Power 16.9% 60.5%

Kentucky Power 15.6% 57%

"Before Storm" is the 13-day period immediately preceding the storm, or June 16 - June 28. “Peak Outage” was on June 30.

MOBILE TRAFFIC SKYROCKETED
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Web Site Mobile Visits 
Before Storm

Mobile Visits 
During/After 

Storm
% Change

AEP Ohio 20,626 223,839 +985.23%

Appalachian Power 10,417 116,507 +1,018.43%

Indiana Michigan 
Power 8,001 39,602 +394.96%

Kentucky Power 1,793 7,173 +300.06%

"Before Storm" is the 13-day period immediately preceding the storm, or June 16 - June 28. "During/After Storm" is the  
13-day period from June 29 - July 11. 

MOBILE TRAFFIC SKYROCKETED
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SELF-SERVICE INCREASED

Self-Service % Increase vs. 
June 2012

View Online Bill 16%

Usage History 36%

Account Summary 20%

Start Service 86%

Stop Service 56%

Level Pay 72%

Paperless 17%
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MOBILE SURVEYS
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MOBILE EMAILS

What are customers actually 
saying while they’re in the 
channel?
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CUSTOMER EMAILS



Enhance Customer Experience with MobileIgniting Ideas 2016

http://www.slideshare.net/bradfrostweb/for-a-futurefriendly-web-webvisions-chicago-2012

http://www.slideshare.net/bradfrostweb/for-a-futurefriendly-web-webvisions-chicago-2012
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VIEW FULL SITE IS OBSOLETE
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RESPONSIVE DESIGN



Enhance Customer Experience with MobileIgniting Ideas 2016



Enhance Customer Experience with MobileIgniting Ideas 2016



Enhance Customer Experience with MobileIgniting Ideas 2016

MOBILE TRAFFIC
Mobile Traffic as Percentage of Overall Web Traffic
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Pay Your Bill

508,000 monthly unique page views 

48% mobile
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Paperless Payments
40% mobile
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Start Service
56% mobile
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Transfer Service
52% mobile
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Appliance Rebates
45% mobile
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Report Outage
90% mobile
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Today during major storms

90%
of all web traffic on comes from 


mobile devices.
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DESIGNING FOR MOBILE
(Designing for humans using small gadgets)



Enhance Customer Experience with MobileIgniting Ideas 2016

MOBILE OPTIMIZED
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MOBILE OPTIMIZED?
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OK, NOT REALLY MOBILE OPTIMIZED
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MINIMIZE TEDIOUS 
INTERACTIONS
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DESIGN FOR THE HUMAN FINGER
at least 44 px
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DESIGN FOR THE HUMAN THUMB
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http://scotthurff.com/posts/how-to-design-for-thumbs-in-the-era-of-huge-screens

http://scotthurff.com/posts/how-to-design-for-thumbs-in-the-era-of-huge-screens
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iPhone 5 / 5s
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iPhone 5 / 5s
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iPhone 6
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iPhone 6
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CONTENT

• Cut everything you can.


• Why are you writing? 
EVERY word


• Mobile abandonment 
almost guarantees a 
phone call.
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CONTENT

• Cut everything you can.


• Why are you writing? 
EVERY word


• Mobile abandonment 
almost guarantees a 
phone call.

PEOPLE DON’T READ
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CONTENT AUDIT
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FORMS

• Cut everything you can.


• Why are you asking? 
EVERY field


• Mobile abandonment 
almost guarantees a 
phone call.
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USABILITY TEST ACROSS DEVICES
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USABILITY TEST ACROSS DEVICES
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USABILITY TEST ACROSS DEVICES
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ITERATE AND TEST YOUR DESIGNS
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ITERATE AND TEST YOUR DESIGNS
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EYETRACKING
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BEWARE OF BANNERS
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MOBILE BANNERS



Igniting Ideas 2016

MOBILITY &  
COMMUNICATION 
PREFERENCES
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PREFERENCES AND OMNI-CHANNEL

• 77% of consumers say that they should be able to 
choose how a company contacts them.

• Customers want omni-channel customer service. 

• Customers want pain-free customer service – including 
2-way text, click-to-call, virtual agents, social media,  
reassuring messaging.

Forrester Blog, “Forrester Data Shows An Explosion Of Channels For Customer Service With Inconsistent 
Satisfaction Ratings ,” by Kate Leggett

http://blogs.forrester.com/kate_leggett/13-04-29-forrester_data_shows_an_explosion_of_channels_for_customer_service_with_inconsistent_satisfaction_rat
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TEXT REMINDERS

Obi is my dog. Yes, 
even the dog groomer 
sends alerts.
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TWO-WAY TEXTING

Our car was waiting for 
us, already warmed up 
and ready to drive home.
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TWO-WAY TEXTING
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AEP CUSTOMER ALERTS
Promotional Video
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AEP CUSTOMER ALERTS
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PREFERENCE CENTER 2.0
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MOBILE APPS
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MOBILE APPS
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MOBILE APPS
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MOBILE APPS
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MOBILE APPS
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OMNI-CHANNEL SUCCESS

Phone

Web

Text In Person

App
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MOBILE APPS
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MOBILE APPS
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COMING SOON - OUTAGE MAPS



Enhance Customer Experience with MobileIgniting Ideas 2016

COMING SOON - PREPAY
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COMING SOONISH

Online Chat

New IVR
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FUTURE
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Eric J. Davis

Principal User Experience Consultant

AEP Corporate Communications | Creative Services

!

ejdavis@aep.com 

facebook.com/AEPDigitalLab 

twitter.com/ericdux 

ericdux.com 

linkedin.com/in/ericdux

mailto:ejdavis@aep.com
http://facebook.com/AEPDigitalLab
http://twitter.com/ericdux
http://ericdux.com/
http://linkedin.com/in/ericdux
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