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The Why
and the"What

Journey Mapping
Why
Customer Experience
Interaction Points

What

Visual mapping
Satisfaction

Barriers
Opportunities for Improvement




Where to Start”

Determine your T N
Planning Approach \/\7 /\/

ESSENTIAL RESEARCH STANDARD RESEARCH COMPREHENSIVE RESEARCH
PLANNING APPROACH PLANNING APPROACH PLANNING APPROACH
Provides fast feedback to identify Examines alignment or divergence Applies diverse data collection strategies
Issues and prioritize improvements from program design and intention Examines multiple viewpoints/personas

Establishes performance metrics and Establishes extensive plan forward rooted
allows for internal benchmarking in stakeholder engagement




V[\/)her%toStart:? T
etermine your
Planning Approach \/\7

DATA COLLECTION METHODS

ESSENTIAL RESEARCH

PLANNING APPROACH
| == Program Materials Review

Provides fast feedback to identify
issues and prioritize improvements @

Phone Surveys

Online Surveys




Where to Start”
Determine your

Planning Approach

STANDARD RESEARCH

PLANNING APPROACH

Examines alignment or divergence
from program design and intention

Establishes performance metrics and
allows for internal benchmarking

DATA COLLECTION METHODS

[l

N3

g

Program Materials Review

Program Staff Interviews

Process Map

Stakeholder Interviews

Phone Surveys

Online Surveys




Where to Start”
Determine your

Planning Approach

COMPREHENSIVE RESEARCH

PLANNING APPROACH

Applies diverse data collection strategies
Examines multiple viewpoints/personas

Establishes extensive plan forward
rooted in stakeholder engagement

DATA COLLECTION METHODS

Program Materials Review

Program Staff Interviews

Process Map

In-person Workshop

Stakeholder Interviews

Phone Surveys

Online Surveys




Case Study 1
Essential

Jou r ney M ap Essential Planning Approach

Overall / .
Satisfaction 4.3 Online Survey

NEW CONSTRUCTION PARTICIPANTS (n:12) with Solution Using a scale of 1 to 5, with

5 meaning “Extremely
Satisfied” and 1 meaning

e % requirements : 2 for ENERGY rebate for ’ tPOK 0
a3 of program? application? STAR® Code Plus  receive your
£ Homes? Homes?** rebate? ‘ Great Fast feedback of the user
(4.5+) experience
Very Good .
(4.0 — 4.4) Easy-to-read journey layout
Good Ability to prioritize continuous
(35-3.9) improvement efforts
"ngmm . : i ' i

§ 5 5+ P expressed high Sipressad oh i : Improvement i i

$s tﬂ.mrogﬂan:; e atiatactioh With AT never applied e 3 mon P Not labor-intensive or

£8 Rl the rebate ENERGY STAR for [Code Plus RGeS (below 3.5) burdensome on budget or

3 5 W compared to fother] application Homes rebates. * Homes]. : | resources

process.*

utility programs.”

* is by J : of *4" and 5" oul of a 1-5 rating scale.
™" Two out of saven bulidars intarviawed ex| not having of Code Pius Homas.

2 /@2018 NAVIGANT CONSULTING, INC. ALL RIGHTS RESERVED é PECO. NAVIGANT
An Exelon Company




Case Study

Standard
Journey Map

Home Energy Consultation {(HEC) Program

STAGES

CUSTOMER
EXPERIENCE

Customer Journey Map

Customer Leama about the Program and
Schedules an Appoiniment

INITIAL GONTAGT

*  Leams about the program through a DTE emai,

word of mouth, social media, and varous
maneting collateral

= Easly schedules a HEC appoiniment via Call

\Genter, onling, or cutreach event

= Receives five appaintment reminder calis from 2

WEENS before appaintment i caill from Enesgy
Specialst in-route

+  Inroduced o the program through word of

MOUT, SUFEaCh events, and diverss manedng
collateral such as bill inserts and fiyers

= Quick and easy scheduling in-home appainiment

wia Call Cesier, onling, or cutreach event

- Receives a #iendly reminder call of day and time

of appointment

azporimert

o Pleased with fue mase of scheduling an

= Conducied by a qualified and professional
techaician

= Igentifies home enengy savings opportunities sor
GUSIOMErs TNoUgh Various Energy assessments

= Educates customer on how i furihes save engrgy

+ Conducts energy ionin 2 =
mannes and is respecful io customer's home

= Expect 10 learn mare about energy savings

= (Dffers direct instaliation of #ree enengy efficiency
producis

= ‘Senvices delivered by a trained technicianin a
CouriEcus manmer

= Mos! Cusiomers Expected o recaive fee ensngy
‘efficiency products while some wers pieasanty
‘Surprised

= Did not exped the large quaniity of free products
instalied in hame

« Satisfied with length of Sme for consukaton and
inztall

= Receives personalized HEP detsiling peoducts
installed and potential enengy and cost savings
- FReceives recommendations and energy ips o
impIoe Nome's energy use
Introduced 1 gther DTE programs Troegh HEC
Assessment ool a receives cusiomer reserral
code

= Customers were pleased with program overall and
TeCognized energy savings associated with

= Enesgy tips and recommendations were useful o
‘50me and not bo athers

= net DTE

= cfokd
befier quality products

Pleasesd with paricipation in the program

DTE

Gustomer Recsives Free Home Visit Customer Receivea Guatomer Receivea a Home Energy Profile Customer Receives a Quality Check
with an Enargy Specialist Dirsct Install Measures (HEF) and Learns About Other DTE Programs and a Follow-Up Call

IN-HOME GONSULTATION DIREGT INSTALL MEASURES HOME ENERGY PROFILE QUALITY ASSURANGE AND QUALITY GHEGK

= Reeceives qualty check from Quality Specialist to

Eensure proper instaliaton of measures

= Fide-along visil fiom a Quality Specialist during the

consuftation

= Receives follow-up call #om Energy Specialist

inquiring cuslomer satisfaction

= Ride-alang quality check during the in-nome

comsultation (n=1)

RESEARCH METHOD

Standard Planning
Approach

DATA COLLECTION

Program Material Review
Process Map

Targeted In-depth
Interviews

KEY BENEFITS

o Plessed wlh e professionsism and Happy b recommend peogram ks family and Sends

@ Happy & receive fs anemy sficisncy messures
cowezumnens of Enengy Specislst Q

000

Plasaed with tha quanily and beesdth of enegy ~ I
afficient products inzialied Moticed reduced marbly enesgy bl Q Flenzed wih fokow-up cal fo sazess snengy sficency

Determines alignment or

Happy b receive fes senices and snengy Felt comortaile and safe with Enengy Specisfist product qualiy and cusiomer satisfacion
T === divergence from program
mieresiad in leamiing sbou ways o save smemy o Happy b pacsive fea anewgy afizient massures @ . g . t tp g
nd sdice an how o cznssme enemy Satmfed wih quaiy of anamy sicency mamsms deS|gn and Intention
Plamsed witn iadge of cutre; yns
e:is;n-:i.emw Fom—— @ Displensed with guslty of pie wrep insulsfon®

Happy ko receive appoistment reminder calls

PLEASED

© 0000

00 - S Establishes performance
4 00 metrics and allows for internal
benchmarking

UPSET

AVERAGE
SATISFA

8210 Scheduling

- Simpiify HEP report yout and conient b befber
- jer adding Advanced Power Sirips o the m:rmﬂmmmnmm
= Ensure wail-isted cusiomers receive imely and Hi EaSUPE MiX (aready being evaluated]. e = —oE —
acCurate communication about appoiniments by = Provide opportunity for quick and instant feedback . _ - _ .
RECOMMENDATIONS sending email updates. Temper marketing during ers I quiciy resoive cusiomer = Cusiomer ssues should aieady be addressed -
high-volume seasons. sues (pNone app or Web 1ol). by +1 PO pracess. e =
= mariceting o Insight and Ol
platforms that recommends customers nferesied in
¥ SN up for an HEC.

# Regpanse was based on an isolared incitent and doas nof reflect the majovily of custamers inferviewed.

Moderate budget and resources
= Use follow-up call 35 an opportumity 1o promote other
DTE program offesings.

PAVICSART

Source: DTE Energy




Con Edison Commercial and
Industrial Energy Efficiency Program.




Case Study = _
Con Edison: Comprehensive

Journey Map

Comprehensive Program Material Review
Planning Approach

Program Manager/Implementor
Contractor Interviews

Process Map

PREVEENERTSIIIN . rerson workng sessin

Ability to leverage diverse data Trade Ally (Participating Contractor)
collection strategies Mapping

Examines the experiences of multiple * Active Contractor
participant viewpoints In-depth Interview

Helps to establish an extensive plan * Inactive Contractor
forward rooted in stakeholder In-depth Interview
engagement

Customer Mapping

» General Participant
In-depth Interview

» Strategic Energy Partner (SEP)
In-depth Interview

* Dropout In-depth Interview

» Participant Survey

Source: Con Edison in-person workshop



Con Edison’s
Journey Mapping Takeaways.

PAIN POINTS | OPPORTUNITIES

Lead generation Develop marketing collateral specific to
industry verticals

Project Pair Operations and Business

implementation Development staff to increase ‘
operational efficiencies and create a
more streamlined experience for

participants

Project timeline Allow Participating Contractors to
schedule pre-inspections through the
“Incentive Navigator” portal




Key Takeaways.

Journey mapping can help utilities uncover ways to improve how customers, trade allies,
and other key stakeholders experience their program offerings.

Journey mapping is customizable and scalable to accommodate different data collection
methods, resources and budgets.

EFFORT
TIME
COST
Utility need: Fast Utility need: Understand Utility need: Identify
CASE STUDIES feedback to provide customer’s experience to areas for improvement

support continuous shortly after undertaking
improvement implementation of C&l

opportunities program in-house

suggestions for timely
program improvements
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For more information on journey mapping, please visit:

IEPEC 2017
Baltimore, MD


https://www.iepec.org/wp-content/uploads/2018/02/2017paper_younger-canon_ehrhardt-martinez_pagnotta_mullan-1.pdf
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