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Agenda

▪ National Grid Customer Council

▪ Customer Insights: Energy Efficiency

▪ Customer Listening



Online Panel Purpose: 

▪ Tap into customer feedback on a continuous basis.

▪ Keep finger on the pulse of customer needs and 

expectations to deliver customer insights that inform 

data-driven business decisions.

Ongoing, Timely Dialogue Essential to Create 

Business Impact:

Diverse online market 

research approaches

~6,100 Residential 

customers

2x/month get 

customer insight 

Enterprise-wide

Representative of customer 

database population

View customer dialogue 

in real-time (qual)

Engaged customers = 

speed to insights

Examples of how NGCC 

insights are used/ 

customer-driven actions:

• Co-creation research to identify new product and service offering areas

• Interest in HVAC facilitation survey

• Online marketplace evaluation (NY)

Quant: Surveys, polling

Qual: Discussions, journaling, 

video interviews, focus groups, 

co-creation



National Grid Customer Council Results



Customer Insights: Energy Efficiency

▪ EE Familiarity

• At nearly 70%, RI has strongest familiarity of energy savings and rebate programs in 

National Grid territory 

▪ Energy Attitudes

• Over 90% want to learn as much as they can to make their home as energy efficient 

as it can be

• Three-quarters of RI customers say they have taken steps to make their home more 

energy efficient and over 80% are actively looking for ways to manage their energy 

costs

▪ EE Product Interest

• Nearly two-thirds of RI customers interested in rebates for EE products

• Nearly half are interested in personal recommendations for saving energy and money 

or no cost in-home energy assessments



Customer Initiated

Contact Center

National Grid website

Community Events – Energy Expo, 

Earth Day Events, etc…

Energy Efficiency touchpoints –

assessments, educational events, 

trainings

Letters to Company Executives

Letters to Lead Vendors

Customer Feedback Channels

National Grid Initiated

Sales and Jurisdiction Teams

Consumer Advocates

Post Energy Efficiency Survey

Customer Listening Forum

National Grid Customer Council

Process Evaluations

Examples of Customer Feedback Actions

• Customer Initiated comments responded to immediately

• Escalation process between Contact Center and EE

• Update FAQ on programs

• Ideas vetted for new program solutions




