
Customer-Centered Innovation
Innovate and invest to better serve our customers and 

communities





FUTURE–FOCUSED
Develop a future-focused mindset

STRENGTHEN PUBLIC POWER
Build public and political support for public 
power

PROVIDE SUPERIOR POWER

Deliver reliable, affordable, and sustainable 
electric power

CUSTOMER-CENTERED
INNOVATION
Innovate and invest to better serve our 
customers and communities

PEOPLE
Leverage our people as our greatest asset



How do we succeed?

Integrate the demands of the 
customer, industry, and 
community to execute a plan 
that increases the value your 
utility delivers to stakeholders.
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Strategic Priority Goals

• Invest to build customer value

• Innovate with urgency

• Engage key stakeholders to ensure 
buy-in

• Establish a plan to assess and adapt
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Bridge the Gap: Utility & Customer

Customer

• Personalized choices and cleaner 
energy solutions

• Save energy & money but 
maintain comfort

• Smart devices make my life 
easier

• Clean energy is important

Utility

• Increasingly complex 
technologies & new competitors

• Environmental & regulatory 
impacts

• Staffing limitations

• Reliability & affordability are as 
important as ever



Emerging Technologies: Utility vs. Customer

Broadband Internet
Streaming movies, work-from-home 

opportunities

Electric Vehicles
Where will I charge? Does this fit my 

lifestyle?

Automated Meter Infrastructure 

(AMI)
No idea what this is.

Solar Photovoltaic

Environmentally friendly.

Expensive up front but will save me 

money.

Smart Building / Smart Home Is this Alexa? Or my Nest?

Distributed Energy Resources Is this solar?

Battery Energy Storage 

Systems
I can’t afford that… yet



Who is representing the customer?

Does the customer have a seat at 
the table when planning?

Do customers understand your 
policies and programs?

How does infrastructure tie to the 
customer?



Fayetteville PWC: Time of Use & 
Community Solar



NCEMC’s Connect to Save Program

“Connect to Save is your hub for home 
energy solutions that benefit your home 
and your entire community. Our current 
program offerings are discounted Smart 
Thermostats and Smart Water Heaters 
devices.”



A New Way to Manage Load: NCEMC’s 
Connect to Save Program

✓Dispatchable load

✓Two-way communication with 
enrolled devices

✓Scalable marketplace for multiple 
products

✓Collaboration across co-ops

✓Customer-friendly language

✓Deals on a variety of thermostats

✓Easy-to-access information

✓Easy to enroll

✓Win-Win-Win



Duke Energy: Choose Your Service
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Duke Energy: Choose Your Service



Duke Energy: Suite of Services

✓Positioned as an expert for 
consumers’ energy needs

✓Dispatchable load

✓Solar & Energy Education

✓Customer self-serve options

✓Customer-friendly language

✓Deals on a variety of solutions

✓Easy-to-access information

✓Easy to enroll

✓Win-Win-Win



Roanoke Electric: EV Charging



Roanoke Electric: EV Charging

✓Off-peak load gain

✓Future load management opportunity

✓Beneficial Electrification

✓Customer-friendly language

✓Deals on a variety of solutions

✓Easy-to-access information

✓Easy to enroll

✓Win-Win-Win



Additional Programs & Services



Additional Programs & Services



Roughly One-third 
of Customers are 
interested in:

• Solar panels for their 
community

• Solar panels for their home

• Programmable smart 
thermostat

• Home energy audit

• Time-of-Use Rates

• Rebates

Over One-fifth of 
Customers are 
interested in:

• Purchasing an Electric 
Vehicle

• Prepaying their utility bill

• Energy usage seminar

Based on the 2017-2021 ElectriCities Retail Customer Survey



#1 Take-Away: Start Now

• Identify the champion

• Prioritize quick wins

• Execute your plan for the long-
term wins
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Strategic Priority Goals

• Invest to build customer value

• Innovate with urgency

• Engage key stakeholders to ensure 
buy-in

• Establish a plan to assess and adapt
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In case you want to wait…

• We are seeing the average AMI implementation AFTER budget 
approval will take at least two years. Customer information system 
(billing) is at least one year.

• Gaps in service can increase risk of policy intervention.

• We have opportunities to refresh existing programs for quick wins.

• Your community is depending on it.



Questions?



Web References

NC Electric Cooperatives

• Connect to Save: https://marketplace.connecttosavenc.com/

• Roanoke EV Program: https://www.roanokeelectric.com/electric-vehicle-program/

Duke Energy

• Energy Saving Solutions: https://www.duke-energy.com/home/products

• Ways to Save: https://www.duke-energy.com/home/savings

• Smart Energy: https://www.duke-energy.com/home/smart-energy

https://marketplace.connecttosavenc.com/
https://www.roanokeelectric.com/electric-vehicle-program/
https://www.duke-energy.com/home/products
https://www.duke-energy.com/home/savings
https://www.duke-energy.com/home/smart-energy


Web References

Fayetteville PWC

• Customer Portal: https://my.faypwc.com/eportal/#/

• Time-of-use rate: https://www.faypwc.com/time-of-use-rates/

• Community Solar: https://www.faypwc.com/community-solar/

Glendale Water & Power

• Bring Your Own Charger (EV): https://www.bringyourowncharger.com/gwp-
home?utm_source=GWP&utm_medium=social&utm_id=ChargingRebate

• Department of Energy Pilot: https://bit.ly/3brjht3

https://my.faypwc.com/eportal/
https://www.faypwc.com/time-of-use-rates/
https://www.faypwc.com/community-solar/
https://www.bringyourowncharger.com/gwp-home?utm_source=GWP&utm_medium=social&utm_id=ChargingRebate
https://bit.ly/3brjht3

