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To obtain a copy of the complete
presentation and learn more about this topic,
please contact:

John Egan
720-949-4906

John@EganEnergy.com
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CRAPS:
Customers Rebelling
Against Pricey Service

John Egan
WEI Spring Energy Symposium
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JDPA Residential Electric
Customer Price/Value Scores

e

58 % 8 8 83

Source: L. Power
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What’s Worked?

& Make better choices!

W Think more like a Co-op or Muni

R SMUD’s Credo: Affordability, Reliabilty,
Accountability, Responsiveness, and Trust

& Your license to operate is renegotiated daily

& Cancel, defer, or stretch out scheduled price
increases

I Pay to expand weatherization programs
I Manage your customer’s experience
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Test Messages and Positionings

I Protecting Jobs ... or Protecting Lives?

A Energy Independence ... or Clean Air?

A Affordable Energy ... or Kid's Health?

A Measured Steps ... or Foot-Dragging?

R Killing Jobs ... or Crippling Children?

A Blaming the EPA ... or Blaming the Utility?
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Your Legacy

A Utilities in a difficult setting
B Large institutions are less trusted today
& When utilies say, “concern,” some  customers
hear “delay” or “oppose”
A Avoid fact-based arguments
nBad set of facts
& Audience has low level of scientific literacy

W /t's Not What You Say, it's What They Hear®
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