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Consumer Engagement Success Stories

Case studies that spotlight how various utility programs have successfully engaged consumers



Speaker #1

Name Background

Julee Cunningham Communications, Marketing & Business Readiness Director

at Snohomish County PUD

• Along with her team, responsible for customer and employee 

communications, business readiness, marketing, graphic design, 

social media, video production, website, mail and printing services, 

media relations, public relations and education outreach

• Team has received recognition from many groups, including the 

NWPPA, APPA and two prestigious Gold Quill awards from the IABC

• Previously worked as a regional advertising director for Longs Drugs

• Bachelor's in journalism from the University of Nevada-Reno and 

master's in organizational psychology from Antioch University



Speaker #2

Name Background

Neil Neroutsos Chief Spokesperson/Public Relations Liaison at Snohomish 

County PUD

• Has handled a broad range of issues, from green energy and 

conservation to emergency response and emerging energy 

technologies

• More than 25 years of experience in communications and marketing 

in the public and non-profit sectors

• Worked for Community Transit, the Chicago Academy of Sciences and 

the City of Highland Park, Illinois



Solar
Express



Who We Are
• Second-largest public utility in 

Washington

• 12th largest in the U.S.

• 2,200 sq. mile service area

• 340,000+ customers

• 65+ year history



Solar Express
• Launched in 2009

• Utility provided:

– Cash incentives

– Net metering

– List of registered contractors

– Assistance with Washington 

state production incentive 

(expires 2020)



Supported at the Top
• Initiative by GM

• Committed $1 million annually to the 

program

“Solar power is a wise investment for the utility as 

we look to increase locally generated green energy 

sources. It reduces our need to purchase new 

energy as our region grows, and it gives customers 

a way of reducing their environmental impact – and 

their utility bill.”

– Steve Klein, former CEO/General Manager



Solar Express 
Launch/Promotion
• Cash incentives

• Registered trade allies

• Pent-up demand

• News media outreach

• Website and testimonials

• Bill newsletters, inserts, targeted letters

• Community meetings, solar fairs, solar 

home tours

• Social media in subsequent years

• Customer word-of-mouth







“Solarize” 
Programs
• Mukilteo, Lynnwood, Edmonds

• Community-led, grass-roots 

efforts to promote installations

• Neighbors get together, identify 

installer, obtain lower cost for 

multiple installations

• High success rates in green-

friendly communities





Program Results – A Shining 
Success!
• 1 MW installed 

capacity in 3 years

• 2 MW less than 18 

months later

• 3 MW in < 1 year

• System costs 

declining

• Now at 9 MW

• Challenges ahead 

The number of Solar Express 

installations by year:



Challenges & 
Observations
• The PUD will hit cap for 

state incentives in current 

fiscal year 2017

• State incentive will be 

reduced proportionally

• Clear communication with 

new customers installing

• Changing calculations for 

return on investment







Speaker #3

Name Background

Justin Chamberlain Manager of Energy Efficiency and Demand Response at CPS 

Energy

• A program manager at the largest municipally owned electric and gas 

utility in the US serving the greater San Antonio, TX area

• Responsible for customer recruitment, program design, administration 

and ultimately the success of residential and commercial Demand 

Response Programs

• Demand Response Programs include Automated and Traditional 

Demand Response, Direct Install Thermostats, BYOT and the 

development of a DRMS solution

• BBA in marketing from Texas State University



Presented:

4/26/2017

CPS Energy 
My Thermostat Rewards

Holiday Splash



About CPS Energy
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Save For Tomorrow Energy Plan

786K
339K

AA+
Largest municipally-
owned electric and 
gas Utility in US 

Electric 
and Gas Customers 

Premier credit 
rating

$11B in assets 
$2.5B in annual revenue

Solar leader in Texas;
Seventh in the nation. 

CPS Energy’s goal is to save 
771 MW by 2020

EE, DR and Solar are a growing 
portion of our generation mix

#1 786K
339K

AA+

$11B
$2.5B #1

534 MW 4.6%
generation mix 



More About STEP
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CPS Energy’s Demand Response Program
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Impact on the STEP goals:
• 41% of STEP MW from Demand 

Response
• 50-50 split between Residential and 

Commercial MW

Demand Response Mix:
Residential Thermostats – 140K
• 100K one-way pagers
• 20K Home Area Networks
• 10K Wi-Fi Direct Installs
• 9K BYOT 

Commercial Programs:
• 330 Two Hour Call Ahead Customers 
• 70 Automated Demand Response Customers 



Holiday Splash Idea
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Idea: 
• Create value for our customers
• Meet our customers where they are, when the best deals are available
• Eliminate cost barriers for our customers wanting to purchase Smart 

Thermostats
• Grow our BYOT portfolio

Details
• Increase rebate from $85 to $150
• Promotion runs from Black Friday through Jan 31
• Outreach

• CPS Energy
• Newsletters
• Paid

• Partners
• Partner Outreach E-mail
• Instore



Holiday Splash: Year One
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Year One: 
• Goal 1,000 new customers
• Added 1,700 new customers
• Holiday enrollments up 8X last years 

promotion
• CPS Energy grew the BYOT program by 40% 

in six weeks
• Program remained cost effective – 1.54 

UCT
• Post event enrollments more that doubled

http://www.kens5.com/story/entertainment/2015/11/25/black-friday-cps-energy/76376884/
http://www.kens5.com/story/entertainment/2015/11/25/black-friday-cps-energy/76376884/
http://www.ksat.com/sa-live/manage-your-energy-use-with-my-thermostat-rewards
http://www.ksat.com/sa-live/manage-your-energy-use-with-my-thermostat-rewards
http://www.kens5.com/videos/entertainment/television/great-day-sa/2016/01/07/cps-energy/78412648/
http://www.kens5.com/videos/entertainment/television/great-day-sa/2016/01/07/cps-energy/78412648/
http://www.kens5.com/story/entertainment/2016/01/27/cps-energy-install-nest-thermostat/79424630/
http://www.kens5.com/story/entertainment/2016/01/27/cps-energy-install-nest-thermostat/79424630/


Holiday Splash: Year Two
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Strategy: Same Rebate, Different Outreach
• Focused our outreach on social media
• Refocused the budget 
• Let partners handle in store outreach

Results:
• Added 3,300 new customers during the 

promotion 
• Increasingly cost effective – 2.95 UCT 



Continued Growth
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Growth:
• Our BYOT program quadrupled 

over the last two years
• Last year BYOT outpaced DI in new 

installs
• BYOT is the most cost effective 

program in our demand response 
portfolio 



Thank you
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Speaker #4

Name Background

Emmanuel Taylor Senior Electricity Consultant at Energetics

• Current work includes strategic planning, technology roadmapping, 

science communication, and microgrid design with expertise in 

electric power systems, power electronics, and renewable energy

• Formerly an Electrical Engineer at the U.S. Department of Energy

• Possesses a range of professional experience, covering hardware 

and system design, software development, energy policy, academic 

research, and technical consulting

• Holds a B.S., M.S., and Ph.D. in Electrical and Computer 

Engineering from the University of Pittsburgh
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NY Prize Community Microgrid Competition

Customer Engagement Success Stories

Smart Grid Consumer Collaborative

SGCC Webinar
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Presentation Outline

• Energetics Background

• Microgrid Basics

• Microgrid Examples

• Community Microgrids

• NY Prize Competition Description

• Focus Areas for Customer Engagement
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Energetics Background

http://www.energetics.com/#ideas-to-impacts

http://www.energetics.com/#ideas-to-impacts
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Microgrid Basics

https://phys.org/news/2015-06-smart-microgrids-centers-farm-locally.html

https://phys.org/news/2015-06-smart-microgrids-centers-farm-locally.html
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Microgrid Examples

Santa Rita Jail – Alameda County, CA

https://magazine.iit.edu/spring-2009/new-grid-town-perfect-power-system-ramps-iit; http://microgrid-symposiums.org/microgrid-examples-and-

demonstrations/santa-rita-jail-microgrid/

https://magazine.iit.edu/spring-2009/new-grid-town-perfect-power-system-ramps-iit
http://microgrid-symposiums.org/microgrid-examples-and-demonstrations/santa-rita-jail-microgrid/
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Community Microgrids

http://www.eaton.com/FTC/utilities/MicrogridEnergySystems/index.htm

http://www.eaton.com/FTC/utilities/MicrogridEnergySystems/index.htm
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NY Prize Competition

Three Stages:

• Feasibility Studies (83)

• Design (11)

• Project Build Out (2018)

Feasibility Studies:

• Completed around 12/2016

• Engineering Design + Cost Benefit

• Largest Existing Body of Literature 
on community microgrids

https://www.nyserda.ny.gov/All-Programs/Programs/NY-Prize/Competition-Structure

https://www.nyserda.ny.gov/All-Programs/Programs/NY-Prize/Competition-Structure
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Focus Areas for Customer Engagement

• Community involvement in project teams
• Pre-competition webinars

• Localization of emissions
• Environmental justice concerns

• Customer electricity rates
• Residential impacts

Insights and observations from an Energetics review of the 83 publicly available feasibility studies; https://www.nyserda.ny.gov/All-Programs/Programs/NY-

Prize/Feasibility-Studies

https://www.nyserda.ny.gov/All-Programs/Programs/NY-Prize/Feasibility-Studies


Questions?
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Questions?



Thank you!    You will receive a copy of today’s slides at the email address you used to register.

Emmanuel Taylor
Senior Electricity Consultant

Energetics

Julee Cunningham
Communications, Marketing & 

Business Readiness Director

Snohomish County PUD

Justin Chamberlain
Manager of Energy Efficiency 

and Demand Response

CPS Energy

Neil Neroutsos
Chief Spokesperson/Public 

Relations Liaison

Snohomish County PUD


