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What’s on tap for the next 50 minutes
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It’s not always easy getting the most out of marketing communications
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It’s not always easy getting the most out of marketing communications
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5 promotional emails sent after 
stop service date

No change in subject or message 
content

Reminder cadence didn’t lead to 
customer action



"Have I answered your questions and provided good customer service?"
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Larry
Self service failed CSR contacted Long resolutionBounced Around



Challenges are rooted in a lack of 
personalization
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Long resolution times

Call escalation

Dissatisfied customers

Low conversion

Low engagement



Personalization is about offering the right program, service, or insight at 
the right time. 
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Personalization requires 
data from across the 

ecosystem
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Utility Marketing 
Automation and 

CRM systems

Marketplace

Home 
Retrofits

Customer 
Information

Solar Installers

DER 
Calculator

Demand Response

Benchmarking

Electric Vehicles



Let’s hear from you!
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What are your top customer 
experience/engagement 
priorities?



What’s on tap next
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The marketing communication process
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IDEATION DESIGN PERSONALIZE LAUNCH MEASURE

Identify a key on demand 
marketing need

Design look and feel of 
communication

Include valuable 
customer insights to 

increase engagement

Launch campaign 
through customer’s 
preferred channel

Measure success with 
key engagement 

metrics



+

Personalized Heat Pump 
Education Videos
National Grid collaborated with Opower to deliver 

personalized videos to targeted customers

• Personalized disaggregation insights

Video included information on customers heating and how 

much of their utility bill was due to heating and cooling usage.

• Easy to understand heat pump explanation

Educated customers on how a heat pump operates

• Call to action to learn more

Directs customers to program promotion and rebates information

41% open rate

45% open rate Videos sent in September 2021

80% of customers Who opened email viewed all the 
dynamic video content
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Videos sent in June of 2021



The marketing communication process 
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IDEATION DESIGN PERSONALIZE LAUNCH MEASURE

Identify a key on demand 
marketing need

Design look and feel of 
communication

Include valuable 
customer insights to 

increase engagement

Launch campaign 
through customer’s 
preferred channel

Measure success with 
key engagement 
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Collaborate with a world class design team from beginning to end 
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17 people, decades of 
industry experience at 
leading firms

Experts in user-centered 
design and behavioral 
science

Ongoing consumer 
research all over the world



The marketing communication process 
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IDEATION DESIGN PERSONALIZE LAUNCH MEASURE

Identify a key on demand 
marketing need

Design look and feel of 
communication

Include valuable 
customer insights to 

increase engagement

Launch campaign 
through customer’s 
preferred channel

Measure success with 
key engagement 
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Provide better personalization with the latest customer attributes
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James

James

James’s average usage is 
included as a personalized 

insight

Account and 
address are 
included as 

well



Leverage existing data connections to reduce cost and time to value
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Oracle Opower Data Required for Campaign

First Name

Rolling Data Feed

Heating/Cooling usage

Account #

Service location

MDM

CRM

Census

Weather

Survey

CIS

Partners

Target customer list sent from 
utility



The marketing communication process 
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IDEATION DESIGN PERSONALIZE LAUNCH MEASURE

Identify a key on demand 
marketing need

Design look and feel of 
communication

Include valuable 
customer insights to 

increase engagement

Launch campaign 
through customer’s 
preferred channel

Measure success with 
key engagement 

metrics



Ensure the best outcomes with a thoughtful launch
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The marketing communication process 
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IDEATION DESIGN PERSONALIZE LAUNCH MEASURE

Identify a key on demand 
marketing need

Design look and feel of 
communication

Include valuable 
customer insights to 

increase engagement

Launch campaign 
through customer’s 
preferred channel

Measure success with 
key engagement 

metrics



Access key campaign metrics in with custom reporting options
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The marketing communication process
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IDEATION

DESIGN

PERSONALIZELAUNCH

MEASURE



What’s on tap next
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Opower delivers decarbonization results and customer lifetime value
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33TWh

Energy 
Efficiency

415MW

Lower
Peak Demand

up to  2X
Faster Product & 

Program Adoption

165M
Digital 

Self-Service

up to 95%

Satisfied
Customers

yearly views



Making sense of all customer data requires a powerful platform
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APPLIED
MACHINE LEARNING

ENERGY 
DISAGGREGATION

BEHAVIORAL 
SCIENCE

USER-CENTERED 
DESIGN

EXPERIENCE
AUTOMATION

DYNAMIC 
SEGMENTATION

Opower

Contact information

Load Archetypes

Income Level
Household Members

Ownership

Digital Engagement

Ability to Pay

Energy Burden

Appliance Detection

Appliance Usage

Billing

Rates

Home Energy Analysis



Flexible solutions to access customer insights
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Professional Services Self Service BI Connected Data 



Flexible solutions to access customer insights
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Professional Services Self Service BI Connected Data



Create your own customer segments with hundreds of attributes

• Account information & customer load shapes

• Customer classifier: any data from any system

• Demographic data

• Outbound digital engagement metrics

• Online home assessment responses

• Location data

• Billed usage analytics & web engagement 
metrics

• Program participation data
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Easily export a list for outreach and engagement
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Flexible solutions to access customer insights
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Professional Services Self Service BI Connected Data



Integration Hub enables frictionless, on demand access to customer 
insights
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Systems

CIS+MDM

Opower Insights

Data Sources

CRM

CSR

Oracle Opower Integration Hub

Federated Single Sign-On

External Graph QL API

Easy to use 
Software Developer 
Kit (SDK)



Data Exchange to enable bulk customer data sharing across systems
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Systems

CIS+MDM

Opower Insights

Data Sources

CRM

Marketing 
Automation

ROADMAP

Oracle E&W Data Exchange

Simplified 
Mapping

Least Privilege 
Cybersecurity

Energy & 
Water Industry 
Model

Configurable 
Filtering

Knowledge Graph 
& Ontology

Simplified 
Publish - Subscribe



Let’s hear from you!
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How are you accessing customer 
insights today for your systems?

How would you like to access 
customer insights for your systems?



What’s on tap next
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An insightful and care free customer service call
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Proactive Outreach Call Center CSR

Opower sends out 
notice that 
customer is 

projected to have 
a high bill with 
actionable steps

Customer 
purchases 

thermostat but 
wants to know if 
there are other 

options

Has access to 
insights like 

energy 
disaggregation 

and engagement

Customer enrolls 
on a new rate to 
prevent a high bill 

in the future

Customer Response



Copyright © 2023, Oracle and/or its affiliates  |  Confidential

Proactive engagement can reduce 
customer inquiries at the beginning

37

Highlight how much bill is expected to be

Highlight when they are using the most

Outreach in multiple communication channels



Customer follows next best actions but wants to do more
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CSRs can access key customer insights in a single window
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Outbound Communications
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See all the communications that your customer has been sent

Maria,
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See new changes to customer accounts
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Appliance Detection



Drill down to provide concrete details to impacts on customer bills
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Identify the best rate for your customer and help them switch
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Customer experiences are automatically updated with the latest 
information
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What’s on tap next
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Personalization is essential for effective marketing and customer 
engagement outcomes
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80% of consumers are more inclined to do 
business with a company if it offers a 

personalized experience

70% of customers want companies to 
personalize their communications

Customer loyalty and satisfaction improved 
by 47% and 36%, respectively, when 

personalized marketing was used

93% of businesses noticed improved 
conversion rates when their websites were 

personalized

Sources: Qualifio, Vidyard, Adage, Accenture 



There are a few ways to access these insights for marketing
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Professional Services Self Service BI Connected Data 



Personalized insights can help you deliver the customer experience your 
customers demand and deserve
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Develop a better strategy 
for reaching customers with 

marketing campaigns

Streamline access to 
your customer insights 
across platforms and 

systems

Provide outstanding 
customer experiences and 

service


