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Accelerating Change Beyond the 
Home Energy Report 
Success stories from utilities pushing the boundaries 
of Behavioral Energy Efficiency program design

Lisa Farley, Opower Client Success Director
Melissa Leymon, Opower Product Strategy & Marketing

Oracle Energy and Water 
Customer Edge 

Conference



Today’s Agenda 
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3
Q&A and 
Wrap Up

2
Customer 
Success 
Stories

1
Evolution of 
Behavioral 
Energy 
Efficiency



Session 
Hosts 

Lisa Farley
Opower Client Success Director
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Melissa Leymon
Opower Product Strategy & 
Marketing



Today’s 
Guest 
Speakers

Kerri Carnes
Director, Customer to Grid 
Solutions

Will Batista
Manager, Sustainability & 
Energy Efficiency

Karen Wheatley
Senior Energy Efficiency 
Program Manager
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For years, paper was the only driver of behavioral energy efficiency savings…
But with product innovation and a changing customer profile, that is no longer true.
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Layering outbound communications optimizes savings

Physical Home Energy Reports: 
savings around 1.5%
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Email Home Energy Reports: +0.15% savings
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savings around 1.5%

Layering outbound communications optimizes savings
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Email Home Energy Reports: +0.15% savings
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Layering outbound communications optimizes savings

High Usage Alerts: +0.30%

TOU High Bill Alert
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Email Home Energy Reports: +0.15% savings

Physical Home Energy Reports: 
savings around 1.5%
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Layering outbound communications optimizes savings

End-of-Month Weekly Energy Update

Weekly Energy Updates: +0.30%
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High Usage Alerts: +0.30%

Email Home Energy Reports: +0.15% savings

Physical Home Energy Reports: 
savings around 1.5%
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Layering outbound communications optimizes savings

End-of-Month Weekly Energy Update

Weekly Energy Updates: +0.30%
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High Usage Alerts: +0.30%

Email Home Energy Reports: +0.15% savings

Physical Home Energy Reports: 
savings around 1.5%

89% 
satisfaction



Putting it All Together

Client Success Stories 
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Kerri Carnes
Director, Customer to Grid Solutions, 
Arizona Public Service (APS)
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Clean Affordable Reliable Customer focused

Reducing emissions by 
saving energy and 

shifting load to match 
renewable generation

Lowering costs for all 
customers by reducing 

peak demand and 
flattening load shapes

Customers are motivated 
by incentives and the 
ability to maintain low 

electricity rates and 
minimize grid’s 

environmental impact

Reliable and measurable 
load flexibility including 
consistent, system-wide 

peak load reductions and 
improved integration of 

solar resources

Evolution of APS DSM Portfolio to Achieve….
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446 GWh in energy savings 10 million print Home 
Energy Reports

62,000 homes off the grid 
for a year

20 million emails across 4 
different behavioral 
programs

Opower partnership spans over a decade and has hit several key milestones
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Home Energy Reports, Plan Coaches, 
Energy Saving Days, and High Bill 
Alerts

• Increase engagement
• Coach on advanced rate plans
• HER segmentation for low/moderate income and 

Spanish speaking customers
• Focus on managing kW and kWh to save 
• Cross-promote enabling smart tech – online 

marketplace

APS Behavioral DR Ecosystem
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APS weekly TOU Plan Coach communications
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And reduced daily demand by 1.1 MW at the hottest time of day
APS shifted over 250 MWh off peak in summer 2021
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Plan Coach participants are significantly happier with APS
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“I honestly can't think of a way to improve this essential 
service. This is the first time a utility company has done 
this that I know of. We all want to save money and use 
fewer precious resources!”

“I think APS does an amazing job with the Plan Coach 
emails! It is a very useful tool to help us save money.” 13% higher

Overall satisfaction with APS

33% lower
Overall dissatisfaction with APS

8% higher
Customer perception in J.D. Power price-related

metrics. Customers felt APS helped them save
money and manage monthly energy use.
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And as we layered new behavioral communications on top of HERs in 
2022, energy efficiency savings grew by 30%
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Customers with layered communications are more satisfied 
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0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Satisfied with APS

APS wants to help me reduce my energy use

APS is a trustworthy source of energy efficiency info

APS helps me manage my monthly energy use

APS creates messages that get my attention

APS wants to help me save money

HER Only HER + Energy Saving Days HER + Energy Saving Days + Plan Coach
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+11%

+14%

+12%



Looking Ahead  
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Expanding Plan Coach and High Bill Alerts to 
further drive on-peak behavioral change

• Messaging up to 100k TOU+Demand (coming soon)
• TOU+Demand high bill alerts for up to 200k (coming soon)
• Increase engagement
• Coach customers on advanced rate plans
• Cross-promote enabling smart tech – online marketplace

Energy Saving Days program to continue 
engaging customers this summer

• Up to 300,000 customers to receive communications

APS to launch New DER Programs/Pilots 
• EV Charging, Batteries, Connected Water Heating



Will Batista
Manager, Sustainability & Energy Efficiency
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Accelerating Behavioral 
Change Beyond the 
Home Energy Report 
Will Batista
Manager/Sustainability & Energy Efficiency
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SOUTHWEST GAS
A dynamic energy company committed to exceeding 
our customers’ expectations by providing safe, reliable 
and affordable service while innovating sustainable 
energy solutions to fuel our communities’ growth.
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Southwest Gas

Total Customers

2.2M+ 
As of 2/1/2023

New Customers

41,000 
in 2022

New Homes

100% 
Of the 9,616 new single-family homes 

sold in SNV in 2022 included gas

Satisfaction

95%
Or higher over 
the last 5 years

Preference

86% 
Prefer the use of natural gas 

in their home

Employees

2,300 
As of Feb 2023
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Home Energy Reports
 Began using Opower 

platform in 2016

 Not initially focused on 
savings 

 Provided 
Benchmarking for 
future initiatives

Northern Nevada California

Target
45,000 

of Highest Users
60,000 

Low Income

Purpose
Generate savings by 

comparing usage
Provide energy education 

and promote programs



This Photo by Unknown Author is licensed under CC BY-ND
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Why are you 
using more 
energy than 
your neighbor?

http://theconversation.com/inside-the-mad-men-don-draper-and-american-masculinity-24800
https://creativecommons.org/licenses/by-nd/3.0/
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Motivation 
to Act
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Motivation to Act



Customer 
Feedback
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Felt the need to explain why their 
usage is high or that they do not care 

Don’t like to be compared to neighbors

Point out that their circumstances are 
different from their neighbors 

Do not believe they are being 
compared accurately to their neighbors

Have questioned how much the reports 
cost and who is paying

March 13, 2023



Adjusting The HERs
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ENCOURAGEMENTSHAME
 Acknowledging that 

customers have 
circumstances that require 
them to use more gas

 Consider changing 
“neighbors” to “similar 
homes”

 Adding more details about 
the “similar homes”

 Additional training for 
Customer Service Reps

Softening The Approach



How do we increase 
Accuracy of Home 
Energy Reports and 
tips that are provided 
to customers

How do we motivate 
participation in current 
or future Energy 
Efficiency programs 
and offerings

How do we make it 
easy for customers to 
actually follow through 
on the tips they receive
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Beyond The Home Energy Report

37March 13, 2023



38March 13, 2023



Home Energy Audits
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Driving Change
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Home Energy 
Assessments

Home Energy 
Efficiency Kits

Year Started Completed Ordered

2020 308,522 8,421 4,030 

2022 536,742 14,896 5,884 
Percentage Change 74% 77% 46%



 Single Sign-On 
Integration

 Authentication method that 
enables customers the 

ability to securely 
authenticate one time 

using their Southwest Gas 
login credentials to access 
the Energy Savings Portal 

– managed by Opower

 Embedded or 
Seamless Web

 Embedded or seamless 
web widgets on Southwest 

Gas’ Energy Savings 
Portal will help increase 
web engagement and 

participation

 Non Residential 
Customers 

 Looking at a non-
residential customer 

engagement platform to 
help us engage business 

customers

 Energy 
Affordability

 Increased focus on our 
limited income customers, 
specifically on finding, 
reaching and enrolling them 
in affordability programs 
available to them

Future Actions
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Karen Wheatley
Senior Energy Efficiency Program Manager
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March 2023

PECO beyond HERs
Karen Wheatley
Sr. Energy Efficiency Program Manager
Karen.Wheatley@exeloncorp.com



Headquartered in Philadelphia, 
serving 5 counties

1.7 million electric customers

545,000 natural gas customers

2,500 Employees

The City of Philadelphia built the first gas plant in 1836 used to light the city
Two Philadelphia high school teachers established “The Philadelphia Electric Lighting Company in 1882

PECO was one of the first utility companies in the nation to establish a customer service department – in 1931

Pennsylvania’s Act 129 Energy Efficiency Legislation passed in 2009 and EE programs at PECO began



Radio station engineering  assistant > 
Semiconductor crystal growth > 
Nuclear spent fuel management > 
The Franklin Institute (children’s science museum) >

>>> Act 129 program management (2009)

>>> Rebates and Marketplace, 2009 to present
>>> Behavioral Energy Efficiency, 2017 to present



Topic:

PECO is partnering with Oracle to provide personalized, digital communications to customers beyond the 
traditional Home Energy Report.  

Examples are: High Usage Alerts, Bill Forecasting, “What Uses Most”, EV detection and confirmation, 
Solar Onboarding education, and Time-of-Use Price coaching.  

These highly flexible communications not only help PECO achieve its’ regulatory energy savings goals, 
but they also increase customer satisfaction, digital engagement, participation in other rates and 
programs, and truly help customers understand, contemplate, and take control of their household energy 
use.
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Not just Home Energy Reports – Outbound Comms
• Summer 2022: Auto-Enrolled all

eHER recipients into Weekly 
Usage Reports and High Usage 
Alerts

• Weekly Usage Reports – give the 
customer a weekly update on 
their energy use

• High Usage Alerts – alert the 
customer when they’re on track 
for a high bill

• Both WURs and HUAs allow the 
customer to take charge of their 
usage before the bill arrives

Weekly Usage Report

Sent via email Sent via email, SMS, IVR 
and PUSH  

High Usage Alert 
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CUSTOMER TOUCHPOINTS (as of January ‘23) ENERGY SAVINGS & DIGITAL ENGAGEMENT 

1.06M Paper Home Energy Reports

2.07M Email Home Energy Reports
(0.2% opt out, 1.6% click rate)*

383k High Usage Alerts Sent  - email, 
IVR, SMS, PUSH
(0.8% opt out, 5.2% click rate)*

6.4M Email Weekly Usage Report
(0.2% opt out, 0.8% click rate)*

PECO’s Opower Program is 
forecasted to meet our contracted 
savings goals

122% of the Income Eligible 
Customers savings 
goal

155% of the Residential 
Rate Customers 
savings goal

* Click Rate is the average from June 2022 to February 2023

Program In Review from June 2022- January 2023 
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Not just Home Energy Reports - Online Tools
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Not just Home Energy Reports – View My Usage
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CUSTOMER TOUCHPOINTS (as of January ‘23) ENERGY SAVINGS & DIGITAL ENGAGEMENT 

* Click Rate is the average from June 2022 to February 2023

PECO’S customers are increasing 
their digital engagement 

1.29M Web Widgets Viewed

457k Customer Views: 
My Energy Use widget

541k Customer Views:
Compare My Bills

Program In Review from June 2022- January 2023 
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Not just Home Energy Reports – Outbound Comms

Weekly Pricing Coach emails for 
dynamic pricing: 

• Remind customers when energy is 
the most expensive

• Educate customer on when they 
use the most energy and how that 
usage relates to cost

Solar notifications for 
customers that have just 
activated their solar panels:

• Provide a “limited series” of  
personalized insights on what 
to expect in terms of energy 
cost 

• Educate customers on net-
metering, inverter data vs. 
billing data, facts and myths
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CUSTOMER TOUCHPOINTS (as of January ‘23) ENERGY SAVINGS & DIGITAL ENGAGEMENT 

28k Time of Use Notifications
(0.2% opt out, 1.4% click 
rate)*

2k Solar Update Notifications
(1% opt out, 8.3% click rate)*

* Click Rate is the average from June 2022 to February 2023

Program In Review from June 2022- January 2023 



Privileged and Confidential 55

Budget Billing 
educational reminder 

• Proven to reduce 
customer calls to call 
center 

Post-Bill Weekly Energy Report 

• Bill-oriented report that 
disaggregates  top end use 
categories that makes up 
customer’s most recent bill 

Look Ahead: Upcoming Product Enhancements



Privileged and Confidential 56

Look Ahead: Upcoming Product Enhancements

EV Confirmation Campaign

• Use Opower presence discovery analytics to detect 
customers that charge an EV at home

• Within the eHER, allows customer to self-identify as an 
EV owner 

• With one communication, can collect EV ownership and 
charger type confirmation 

Low Confidence

High Confidence

EasyOpen Home Energy Analysis (HEA) 

• Pushes customers to complete HEA from eHER –
without having to log in
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Potential Enhancement Projects
• DER & Electrification Strategy

• Further ID EV owners (not charging at home, i.e. city dwellers charging at work or 
elsewhere)

• Further ID Beneficial Electrification potential

• Regulatory / Energy Efficiency

• CAP/PIPP messaging – customer engagement in Energy Efficiency

• Role in DER/Elec strategy (promoting controls, etc)

• Cross promoting IRA, state and local programs

• “You may be using auxiliary heat.” “Your HVAC may need replacing” notifications

• Smart Energy Services Roadmap 

• Increase digital engagement, PECO My Account enrollments

• Tap into “Complex Multi-Segment Customer”

• Customer survey score improvements (i.e. JD Power)



REACH OUT!

Karen Wheatley
Sr. Energy Efficiency Program Manager
PECO

Karen.Wheatley@exeloncorp.com



Wrap Up
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What’s Next?  
Decarbonization and 
Equitable Energy 
Transformation 

Explore how we can take 
demand flexibility to the 
next level with 
distributed energy 
resource management. 

Balboa ABC
3:10pm-4:00pm
(Changemaker Track)

Choose Your Own 
Adventure: New 
Product Innovation 
Showcase

Join us for this product 
exploration session. 
You'll get the chance to 
pick 2 poster sessions 
to hear the latest from 
our top innovators and 
ask your questions. 

Seaport ABC | Gaslamp 
AB | Old Town AB
3:10pm-4:00pm
(Changemaker Track)

Decarbonization and 
Equitable Energy 
Transformation

Join us for this product 
exploration session. 
You'll get the chance to 
pick 2 poster sessions 
to hear the latest from 
our top innovators and 
ask your questions. 

Old Town AB
4:10pm-5:00pm
(Changemaker Track)
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Track Break

The next session begins at 3:10pm



Play Edge Quiz Game to help us donate more trees!
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Customer Transformation Enterprise Optimization & 
Execution Grid Modernization

Opower Customer
Engagement and Decarb

Technology & Cloud 
Transformation
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