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ATTRACTING AND EMPOWERING CUSTOMERS
IN SMART NEW WAYS



The value of the future engaged customer
for the utilities lies in:

results
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Increased sales by strong customer - 17 % . 21%

relationship / effective marketing

Cost reduction by deepened digital
engagement with customers

30% | 22%

Enlarged customer base by offering
0
new products/services _ 33 % - 42%
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Improved load management by - 19 % . 15%

demand response




What innovative business models do you expect will
customers search for 5-10 years from now?

results
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results 2015
They just want energy, they don’t care
o about utilities offering them innovative - 18 % I 21%
stuff

Bundles - it’s no fun to shop around with
f"‘ too many companies; customers need one 0
' big marketplace (e.g. Amazon) where they 98 % 52%
can buy goods and services

Do-it-yourself (e.g. IKEA) will become the
main route to market for the installation of
distributed generation, storage, home
energy management, EV charging, etc.
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Beside Retail Utilities, which other market actor could seize
control of the customer relationship in this field?

results
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Big retail shops (e.g. IKEA and .
o the like) - W de

€2 Smart home service providers

Aggregators and ESCOs _ 39 %

o Equipment manufacturers . 7% ‘ 1%




How will community energy (e.g. energy cooperatives
collective switching, etc.) develop going forward?

results

It will remain niche as most customers - 25 o
will not see sufficient benefits to engage :

_ Itwill severely disrupt the traditional
2 utility business model as customers take 17 %
the energy transition in their own hands

It will just be another option available
@ on the market provided the regulatory
framework ensures a level playing field




What is the main challenge for innovation
in the dowstream market?

results

Determining appropriate business
model

7@

Bringing to market immature
technologies
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Incentivising investments

Developing storage technologies
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Competing with actors of the
digital economy
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B 238%

| 9%
| 14%
B 17%
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