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City of Wilson Utilities
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Customer Portal – Developed In-House
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Welcome Screen
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Profile Search
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Creating an Account
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Choosing a Location Type
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Application for Services



11

Documentation
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Dashboard
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Billing History
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Electric Service Consumption
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Payment History
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Invoice History
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Adding a Payment Method
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Dashboard

JohnDoe@gmail.com

JohnDoe@gmail.com
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JohnDoe@gmail.com

PatDoe@gmail.com

TerriDoe@gmail.com



Lucia Marquez-Henning
Utility Service Coordinator

Town of Ayden
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Energy Advisor Tool Implementation

Since 2016, ElectriCities has partnered with Brillion (aka Apogee) to offer members the Residential 
Energy Forecast with Energy Advisor Tool for use on your website. 

 

Utility Benefits:

• No-cost setup

• Free training

• Free customizable marketing tools

• Build trust with your customers
• Reduce call volume to your call center

• Improve first call resolution

Customer Benefits:

• Completely free to use

• Insight into their energy usage

• Helpful tips to save $ and energy

• Improved satisfaction
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Energy Forecast
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Energy Advisor Tool

The Energy Advisor tool 

works in conjunction with 

the Energy Forecast tool. 

When a customer clicks on 
the Energy Forecast widget 

or a link on your website, 

they can also choose to 

perform a simple home 

energy audit. 
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Energy Advisor Tool

Based on the results from their energy audit, your 

customers receive an efficiency rating and savings 

tips!
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Monthly Cost Breakdown Insights
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Annual Cost Breakdown Insights
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Free Marketing Resources

Sample Bill Inserts

Energy Dollars Video

• Can be used on social media or act as a 

thumbnail on website.

Video Sample 

Checkout all the marketing resources

https://c03.apogee.net/mvc/home/hes/vi?utilityName=electricities&vid=edg
https://drive.google.com/drive/folders/0B7gzMzIucanBM1lUUWlEbWpteG8?resourcekey=0-SXBfXKVZcCouuA-5JERlGQ
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Implementation

1. Met virtually with the 

Brillion team.

2. Brillion developers 

worked with our IT team 

to setup.

3. Communications with 

customers.
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2024 Results

City Usage City Usage

Albermarle 2 Kinston 8

Ayden 144 Lexington 4

Benson 47 Monroe 118

Boone 73 New Bern 35

Cherryville 371 Newton 140

Clayton 2 Pinetops 1

Concord 59 Rocky Mount 167

Edenton 4 Selma 4

Fayetteville 85 Shelby 4

Gastonia 28 Statesville 132

High Point 115 Tarboro 11

Huntersville 121 Total 1675



Mariana Greene
Public Communications Specialist

New River Light & Power
Appalachian State University
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Transforming Public-Facing Technology to Optimize 
Customer Experience and CSR Workload

Objectives:

• Background

• Challenges

• Project Design

• Implementation

• Closing the loop
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Utility Background

Appalachian State’s New River Light and Power, a utility located in the 
mountain town of Boone, NC, serves approximately 9,000 customers, 
including the university, the town of Boone and surrounding area.
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Website Reconstruction

Prior to 2023, the website was similar to other university sites. It was text heavy and not easy to navigate 
to the sections most needed by customers or sections of priority for the utility. 
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Mobile App Reconstruction

Similarly, the NRLP Connect mobile 
application had been unsupported for 
about two years.
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Data Analytics

At the beginning of a large 
update, analyzing data is 
key to understanding where 
customers navigate.

Identifying utility priorities is 
equally as important. 

Data can include: 

• Customer surveys

• Analytics provided by 
your hosting platforms

• Utility strategic goals
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2023 Website 
Upgrade
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Updated Site Sections
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Updated Site Sections
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2024 Launch of NRLP Connect
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Results

✓ After website update, an increase in customers navigating 
straight to Customer Portal from homepage.

✓ Key initiatives like the Green Power Program had increased 
visits (8th most visited to 5th in less than a year) thanks to 
ease of navigation from homepage.

✓ Optimization for different devices resulted in an increase of 
15% of customers using site on mobile devices.

✓ CSRs find it much easier to help customers navigate the site.

✓ Increased use in mobile app and increased trust from 
customers.
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CSR Training

Finally, the updates were not 
complete without training and 
reinforcement of materials 
covered for the CSRs.
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FOLLOW US ON SOCIAL MEDIA:

         @ElectriCitiesNC

         @ElectriCitiesNC

         @ElectriCitiesNC

         company/ElectriCitiesNC
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