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Q ue stline  Dig ita l is a marke ting  and  te chnolog y comp any that b uild s e ng ag ing  
exp e rie nce s throug hout the  utility custome r journe y, b oosting  p rog ram 
p articip ation and  ove rall satisfaction.

O ur team of strate g ists, e ne rg y exp e rts and  d e ve lop e rs work with clie nts to  b uild  
cohe sive  d ig ital exp e rie nce s that e d ucate , e ng ag e  and  insp ire  action among  utility 
custome rs. Mixing  multime d ia conte nt and  d ata-d rive n communication strate g ie s, 
Que stline  Dig ital so lve s ind ustry challe ng e s and  d rive s measurab le  re sults fo r 
e ne rg y p rovid e rs across the  U.S.

Who is Que stline  Dig ital?
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O ur Clie nts

1,000 – 19 ,999

20 ,000  – 49 ,999

50 ,000  – 149 ,999

150,000  – 999 ,999

1 ,000 ,000

Utility
Custome rs

Linn County
Rural Electric
Cooperative



Ag e nd a
• Introd uction
• Benefits o f AI
• How AI Imp roves Eng ag ement
• Utility Use -Cases
• Strateg ie s for Imp lementation
• Limitations of AI
• Q uestions 
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1. Und e rstand  how AI te chnolog ie s are  d e sig ned  to  work in tand em with human skills, 
enhancing  p rod uctivity while  allowing  for more  strateg ic use  of human re source s.

2. Id e ntify and  exp lain sp ecific use  case s whe re  AI can imp rove  e fficiency and  
e ffectiveness in utility communications.

3. Asse ss strateg ie s for imp lementing  AI in utility communications.

Learning  O b je ctive s



AI in
Utility Custo m e r Eng ag e m e nt



Most Pe op le  Alread y Use  AI
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So , w hy no w ?  

2 0 0 7
Ne tflix b e g ins 

streaming  conte nt; 
“Top  Picks for You”

2 0 2 2
ChatGPT 
re lease d  

O ct . 2 0 1 1
Ap p le  inte g rate s 

Siri into  iPhone  4S

2 0 1 4
Amazon Alexa 

initially re lease d

Fe b . 2 0 1 1
Watson Comp ute r 

Syste m wins Je op ard y!

The  te chnolog y that has b e e n d e ve lop e d  is some thing  to  talk ab out 

This is g o ing  to  have  an imme d iate  imp act on p e op le ’s job s and  live s 

1
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Be ne fits of AI
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Scale s up  human e fficiency

Und e rstand  customer need s

Time-saving  and  convenient



How Can AI Imp rove  Custome r Eng ag e me nt?
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• Auto m ate  co m m unica tio ns: Se nd  re le vant conte nt and  p romotions b ase d  on custome r 
ne e d s and  inte re sts

• Data  ana lytics fo r se g m e nta tio n  and  p e rso na liza tio n : Se t up  rule s fo r b e haviors, 
actions and  inte re sts and  g roup  custome rs accord ing ly; se nd  targ e te d  communications 

• Track e ne rg y co nsum p tio n  and  usag e : Create  d ynamic p ricing  or time -of-use  rate  
p lans; o ffe r ways custome rs can re d uce  e ne rg y usag e  b y chang ing  hab its 

• Ad vance d  custo m e r se rvice : Chatb o ts assist se rvice  re p re se ntative s in in p rovid ing  q uick, 
e fficie nt re sp onse s and  p re d ict custome r re comme nd ations 



How Can AI Imp rove  Custome r Eng ag e me nt?
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Create  more  p e rso na lize d  e xp e rie nce s for 
custome rs b y tracking  d ata and  actions

Artificial inte llig e nce  allows us to  und e rstand  custo m e r in te re sts and  re sp o nd  to  custo m e r 
ne e d s faste r, more  e ffe ctive ly and  more  e fficie ntly. 



Utility-Sp e cific Use  
Case s for AI
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We lco m e  m e ssag ing
O utreach camp aig n re sp ond s 
to  customer need s and  actions 

Cha tb o ts
Answer customer q uestions or 
hand le  common inq uirie s 

Dynam ic ne w sle tte rs
Pe rsonalize d , re le vant conte nt that 
re sp ond s to  custome r inte re sts



AI Communications
Case  Stud ie s



Case  Stud y: Targ e te d  Rate  Communications
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• Utility Go a l: Ed ucate  custome rs ab out d ynamic rate s and  p romote  ad op tion of ne w 
time -of-use  rate  p lan

• AI So lu tio n : Analyze  custome r e ne rg y use  to  id e ntify se g me nts b ase d  on how the  
rate  p lan would  imp act the m

• Co m m unica tio ns cam p a ig n : Targ e te d  me ssag e s b ase d  on se g me nt, p e rsonalize d  
to  includ e  the  actual rate  imp act fo r each custome r



Case  Stud y: Targ e te d  Rate  Communications
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Annual savings

Weeks of free 
electricity



Case  Stud y: Se g me nte d  Prog ram Me ssag e s
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• Utility Go a l: Increase  ad op tion of p ap e rle ss b illing , e sp e cially among  custome rs 
who may b e  re sistant

• AI So lu tio n : Create  custome r p e rsonas b ase d  on p rop e nsity to  ad op t e -b illing  and  
p o te ntial motivations o r hurd le s to  g o ing  p ap e rle ss 

• Co m m unica tio ns cam p a ig n : Se g me nte d  e mail me ssag e s, ad d re ssing  the  
inte re sts and  conce rns o f each p e rsona



Case  Stud y: Se g me nte d  Prog ram Me ssag e s
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Digital Disrupters Business Class One Day at a Time



Case  Stud y: Conte nt Eng ag e me nt
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• Utility Go a l: Imp rove  custome r e d ucation and  p rog ram p articip ation b y increasing  
e ng ag e me nt with ne wsle tte r conte nt

• AI So lu tio n : Id e ntify custome r inte re sts b ase d  on conte nt consump tion; 
re comme nd  top ics that will b e  re le vant to  each ind ivid ual custome r

• Co m m unica tio ns cam p a ig n : Dynamic ne wsle tte r that automatically p rovid e s 
conte nt b ase d  on each custome rs’ inte re sts



Case  Stud y: Conte nt Eng ag e me nt
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Strate g ie s
Fo r Im p le m e nting  AI



Achie ving  AI Succe ss is a Journe y
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Witho ut re a lizing  it , yo u’re  a lre ad y o n  the  p a th  to  re ap ing  the  b e ne fits o f AI

• You are…
• Cap turing  customer d ata
• Analyzing  ene rg y use
• Encourag ing  customers to  switch to  smart alte rnative s 

• Next step s…
• Plan for how you can achieve  value  from AI now
• Then p lan for the  future  of AI 



Be st Practice s for Imp le me nting  AI
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Se t
b usine ss g oals

Clean the  
d ata

Exp lore  the  
d ata

De ve lop  and  
te st AI mod e l De p loy Imp rove  AI 

mod e l



Humans + AI = 
Winn ing  Stra te g y



Limitations of AI
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• Machine s can’t  und e rstand  use r in te nt: Machine s can’t know for sure  what a searche r 
wants; Data will he lp  imp rove  the  AI syste m b ut it will ne ve r b e  p e rfe ct 

• AI d o e sn’t  und e rstand  nuance : The y se e  thing s in b lack and  white , d oe sn’t o ffe r 
p e rsp e ctive s from multip le  le nse s

• AI-cre a te d  co nte nt  can  b e  w ro ng , b ia se d  o r m isuse d : It ne e d s to  b e  fact-che cke d



Ad ob e  MAX Insp iration Ke ynote
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Kare n  X Che ng , Cre a tive  Dire cto r

The  lead ing  e d g e  of ae sthe tics will p rob ab ly always involve  
human skill, e ve n if the  me thod s we  use  to  channe l that skill 
will chang e  d ramatically. 

We  should  think of AI too ls more  like  an instrume nt that can b e  
p laye d  we ll o r p oorly, and  le ss like  a re p lace me nt for humans. 

Human + AI is p rob ab ly g oing  to  b eat AI alone  for a long  time .



Thing s to  Re me mb e r
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AI is to  b e  use d  in  tand e m  w ith  hum ans, no t  re p lace  the m
Human desig n with artificial inte llig ence  will always b e  b e tte r than AI 
on its own; the  creative  ab ility a human has outwe ig hs sole ly AI

Re sist  the  urg e  to  try a ll the  AI to o ls 
Look at the  challeng es you’re  trying  to solve , then look for an 
AI p rog ram that will he lp  with those

Yo u kno w  yo ur aud ie nce  b e st  
AI can he lp  you with your work, b ut trust your intuition 



Q ue stio ns?



Thank You

Provid ed  b y Questline  Dig ital  |  www.q uestline .com  |  info@q uestline .com
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