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Agenda
20 minutes:
▪ Understanding and empathizing with your customers
▪ Creating effective messaging, channels, and 

marketing tactics
▪ Building trust
▪ Addressing fears and skepticism

20 minutes: Watch customer testimonials videos and discuss
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Understanding 
and empathizing 
with customers
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E Design 2020 Residential Ethnographic Market Research: Summary Report

Put yourself in their shoes

https://www.esource.com/edesign-1700006-001/e-design-2020-residential-ethnographic-market-research-summary-report
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Empathize with and empower them
▪ Empathize: Listen to their concerns; many people have a strong mistrust of their utility and 

feel helpless to improve their energy habits.

▪ Ensure accuracy: If someone’s bill is high, what’s the exact cause? Weather? A new 
appliance?

▪ Empower: If customers understand why their bill is high, they feel more empowered to 
reduce it; simplify their bill for them.

▪ Offer solutions: Communicate your solutions in a way that people understand, keeping their 
experiences and perception of terms in mind.
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Effective 
marketing 

approaches
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SDG&E
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SDG&E testimonial: Bryon
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Building trust



© 2019 E Source | www.esource.com 10

How to build trust

▪ Partnerships - local community organizations

▪ Community outreach - events and neighborhood sweeps; 

having community energy champions. 

▪ Door-to-door - in person education 
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Address fears and 
skepticism
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Union Gas
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Union Gas direct mail
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Ethnographic 
research 

customer videos
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How would you serve these customers?

▪ Watch a video from a low-income customer.
▪ Think of a utility program or service you offer that could 

benefit this customer.
▪ Discuss communications or marketing messaging ideas that 

would help that customer and encourage them to participate 
in your low-income program.
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Video #1
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Discussion

▪ What programs or services would you offer her?
▪ What type of messaging would you use to encourage her to 

participate in those programs or services?
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Video #2
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Discussion

▪ What programs or services would you offer him?
▪ What type of messaging would you use to encourage him to 

participate in those programs or services?
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Video #3






© 2019 E Source | www.esource.com 21

Discussion

▪ What programs or services would you offer her?
▪ What type of messaging would you use to encourage her to 

participate in those programs or services?
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Key takeaways
▪ Empathize with and empower your low-income customers 

by listening, getting down to the real problem, explaining 
usage and how to manage it, and offering solutions in a 
compassionate tone.

▪ Build trust with low-income customers through partnerships, 
community outreach, and door-to-door efforts.

▪ Address fears and skepticism by helping low-income 
customers understand why and how a program is free.
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Thank you! Questions?

Jessica Bailis
Analyst, Marketing and Communications, E Source
303-345-9159    jessica_bailis@esource.com

You're free to share this document in its entirety inside your company. If you'd like to quote or use our material outside of your business, 
please contact us at customer_service@esource.com or 1-800-ESOURCE (1-800-376-8723).

Have a question? Ask E Source!
Submit an inquiry: www.esource.com/question

mailto:jessica_bailis@esource.com
mailto:customer_service@esource.com
http://www.esource.com/question
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