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Apogeeé

ÅLeading provider of Online 
Solutions for Energy Industry

ÅFounded in 1993

ÅHeadquartered in Atlanta

ÅClients include over 400 utilities: 
ïCooperatives, Municipals, IOUs

ïAnd their associations: EEI, EPRI, APPA, NRECA

ÅAfter decade+ in business, now experiencing 

explosive growth, particularly in On-line Customer 

Self-service Tools and Utility Websites



Services Include

ÅInteractive Web Applications

ÅiContent Energy Libraries

ÅAward Winning Websites

ÅOnline Learning

http://www.greenpoweremc.com/
http://www.dakotaelectric.com/
http://www.nespower.com/


Apogee Clients Include -
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http://www.lgeenergy.com/lge/default.asp
http://www.lgeenergy.com/ku/default.asp
http://www.dmea.com/
http://www.dsoelectric.com/
http://www.pioneerelectric.coop/


Energy Efficiency

ÅTypically starts with a high bill call

ÅHow long is typical call?

ÅNext step ïin-home audit?

ÅAudit report

ÅFollowup

Å85% of all such calls, no changes are made by 

the homeowner.

ÅTimeôs awastingé in your offices



Self-help Online

Energy Efficiency Capability?

Why Have A Website??



Why Have A Website At All?

ÅñPlease listen carefully 
as our system was 
recently revisedéò

ÅñDial 1, then option 3, 
then option 2é ñ

ÅñThen if you still have a 
problem, dial X oré 
hang upéò

ÅNobody likes it.  

ÅEverybody wants
a live personé 



Why A Website?

ÅWebsite offers fast, personal service

ïEverybodywants that kind of service!

ÅSurvey Says:

ïCall Center Inquiries cost $7-10 eachon average 

nationally

ïSame function on the web costs 13 cents!

ñGetôem off the phone and onto the webò



The Facts

Å82.4% Access the Internet

Å21% Visited their utility website

ïAveraged 5.8 visits

Å18% Pay their bill online

ï1/3 on utility website

ï2/3 via their bank! 

Å(Delays payment and costs extra)

Get óem off the phone and onto the web



More Reasons Why

ÅCustomers Increasingly Expect Self-Service

ïAirlines

ïBanking

ïAmazon.com et al

ÅIncreases Customer Understanding

ÅDecreases Customer Calls

ÅAids CSRs in Call Resolution

ÅDecreases Call Time

ÅSAVING $$ by Reducing Costs



Website EE Tools will é

ÅProvide utility customers with state of the art 

tools for self-help

ÅIncrease positive customer interactions 

ÅEncourage self-service

ÅReduce administrative costs

ÅIncrease customer satisfaction

ÅBUT THE TOOLS HAVE TO BE EASY TO 

FIND, EASY TO USE AND EASY TO 

UNDERSTAND



What Can You Expect?

ÅOne of largest cooperatives in country

ïWith double digit growth, online tools avoided need 

to increase CSR staffing 

ïCuts expensive meter re-reads & on-site audits

ÅLarge IOU implemented calculator for CSRs 

ïDoubled first-call resolution: 32% to 68%

ïDocumenting annual savings over $1M 



The Energy Efficiency Tools




