
Voice of Your Customer Report: Europe



50% OF UK AND EUROPEAN RESIDENTIAL UTILITY 
CUSTOMERS SAY THEY’D LIKE TO SAVE ENERGY 
BUT DON’T KNOW WHERE TO START.

LET BIDGELY HELP YOU HARNESS THE POWER 
OF ARTIFICIAL INTELLIGENCE TO DELIVER THE 
SUPERIOR SERVICE THEY DEMAND.
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Creating Enduring Customer Relationships
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In an era of unprecedented utility 
competition, customer churn and 
escalating cost-to-serve economics, 
there is only one customer acquisition 
and retention strategy proven to protect 
and grow market share: an unwavering 
focus on forging and sustaining world-
class customer relationships.

The most successful and enduring customer 

relationships are built on understanding a 

customer’s needs and priorities better than the 

competition, and then delivering solutions that 

make customers feel valued and appreciated as 

you alleviate their greatest pain points.

Bidgely’s Know Your Customer Survey was 

designed to collect useful data inputs to equip our 

utility partners with important insights to inform 

and guide your relationship-building efforts.

We asked European residential utility customers 

to share how they would like their energy consumer 

experience to be improved. Their responses were 

not unexpected: They want to receive personalized, 

actionable information that simplifies and facilitates 

their efforts to reduce their energy use, and they 

don’t want to be surprised by the total amount due 

when their bill arrives.

Delivering an energy consumer experience that 

fulfills these customer demands is not only 

possible but also simple to implement. 

Unlike any other energy monitoring solution 

on the market, Bidgely’s UtilityAI™ enterprise 

software platform leverages artificial intelligence, 

local contextual data and a customer’s historic 

energy use. Together, this information empowers 

utilities to detect, anticipate, personalize and 

enrich each customer’s energy use experience, 

thereby increasing their satisfaction, building 

trust and improving retention.

No matter the industry, artificial intelligence 

cannot be ignored. Bidgely is the energy sector’s 

AI partner of choice. 

Not unlike how Amazon and Netflix harness 

the power of customer browsing, viewing and 

purchasing behavior to tailor recommendations 

and improve a customer’s experience with their 

platform, UtilityAI™ equips utilities to offer the 

same level of individualized service, proactive 

support and personal attention. Our proprietary 

machine-learning algorithms foster deep 

understanding as to how, what, when and why 

residential customers use energy.
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• Pro-actively inform customers about 

abnormally high energy usage and a potential 

upcoming high bill before they incur the 

charges, and provide recommendations to 

help them mitigate their costs.

• Leverage data about a customer’s unique 

energy use patterns to target and personalize 

recommendations for products, services and 

practices that would increase their energy savings.

• Empower call centers to more efficiently, 

effectively and accurately resolve high bill 

inquiries and other customer issues based on 

a deeper understanding of each customer’s 

behavior and appliance ownership.

• Transform data into contextual and discerning 

business intelligence that can be leveraged 

to the benefit of business units throughout 

the organization, such as data that identifies 

and analyzes all residential EV charging 

customers across a service territory.

When it comes to interactions at 
every stage of the customer life cycle, 
consider how much more helpful, 
positive and engaging your customer 
communications can be when based 
on a deep understanding of their 
usage per appliance and application 
over time, rather than a generic 
homeowner profile, comparisons with 
similar customers or whole-house 
consumption data. 

Working with Bidgely’s UtilityAI™, 
you will be able to:

• Deliver a 100% itemized bill, allowing 

customers to understand which of their 

home appliances use the most energy, which 

household activities are efficient and which 

are not, and how to use that knowledge to 

reduce energy consumption and costs.

Understanding your customer and having the 

ability to deliver precisely the energy-use-

management information and tools they value at 

exactly the time they want to receive them creates 

a differentiated energy customer experience and 

elevates customer relationships to a stable and 

enduring position.

Beyond delivering superior service, UtilityAI™ 

enables utilities to realize new revenue streams 

through data-driven and personalized campaigns 

that target each customer with precisely the 

ancillary energy products and services they are 

most likely to be interested in purchasing — such 

as energy-smart appliances, household efficiency 

products and appliance insurance that adds peace 

of mind. 

Bidgely can drive customers to existing online 

utility stores or can work with you to create a 

marketplace on Amazon or another online retail 

destination. 
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In a unique joint venture model, Bidgely and our 

utility partners share marketplace risk and reward. 

If no revenue is generated, utilities do not pay any 

marketplace fees. 

Understanding your customer and having the ability 

to deliver precisely the energy-use-management 

information, tools and products they desire most at 

exactly the time they want to receive them creates 

a differentiated energy customer experience and 

elevates customer relationships to a stable and 

enduring position. 

Let Bidgely and UtilityAI™ make 
world class customer relationships  

a reality for you.   
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TOP 10 EUROPEAN MARKET INSIGHTS

1. More than 50 percent of residential utility 
customers say they want to save energy, but 
don’t know where to start.

2. 48 percent of survey participants disagree 
with the long-held belief that residential 
customers do not want to think about their 
energy use.

3. 45 percent of residential utility customers 
are unsure which of the appliances they own, 

Utility customers across Europe share a desire for 
more personalized service and insightful support 
from their utilities. There is a common appetite for 
improved information and guidance. Customers 
want to understand how the appliances they own 
and behaviors they engage in use energy, and 
what specific actions they can take to improve 
their energy efficiency and reduce their costs. 

European customers also say they would reward 
this sort of personal, actionable information and 
tailored service with utility loyalty.

European Market Insight Overview

or activities they engage in, use the most 
electricity.

4. 41 percent of residential utility customers say 
they would be more likely to stay with their 
current utility if they received an itemized 
bill with energy use and cost breakdowns by 
appliance and activity.

5. 27 percent of survey respondents would be 
more likely to stay with their current energy 
provider if they received personalized tips to 
help them save money.

Voice of Your Customer Report: Europe 2019Page 6 



6. 50 percent of utility customers say that they 
are unsure how large their energy bill will be 
until it arrives.

7. 40 percent of survey respondents would be 
more likely to stay with their current utility 
if they received alerts as to when they were 
spending more, so that they could correct 
behavior before the billing cycle ends.

8. Energy customers want to receive regular, 
detailed updates about their energy use. 81 
percent want to receive energy use updates at 
least monthly, while 93 percent would like to 
receive energy use updates at least quarterly.

9. One in five residential customers would be 
more likely to stay with their current utility if 
they received reports comparing their cost-
by-appliance energy use to others.

10. More than 25 percent of utility customers 
would opt in to provide their energy use data 
in return for the personalized information and 
services they are seeking.

ONE QUARTER OF RESIDENTIAL 
UTILITY CUSTOMERS WOULD 
BE MORE LIKELY TO STAY 
WITH THEIR CURRENT ENERGY 
PROVIDER IF THEY RECEIVED 
PERSONALIZED TIPS TO HELP 
THEM SAVE MONEY.
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44.8%
EVERY
MONTH

27.8%
EVERY
WEEK

11.6%
EVERY

QUARTER

8.4%
EVERY
DAY

3.8%
NEVER

3.6%
USAGE

UNUSUAL

CUSTOMERS WANT TO RECEIVE 
REGULAR ENERGY USE UPDATES 

BY ACTIVITY AND APPLIANCE
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10%
41%

40%

27%

20%

ALERTS WHEN SPENDING MORE

PERSONALIZED TIPS TO HELP SAVE ¤

COST BREAKDOWN BY APPLIANCE

COST BY APPLIANCE COMPARED TO OTHERS

SERVICES THAT WOULD MAKE CUSTOMERS MORE LIKELY TO 
STAY WITH THEIR CURRENT ENERGY SUPPLIERSERVICES THAT WOULD MAKE CUSTOMERS MORE LIKELY 

TO STAY WITH THEIR CURRENT ENERGY SUPPLIER

50% 45%
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50% 45%
SAY THEY WANT TO SAVE ENERGY,  

BUT DON’T KNOW WHERE TO START
ARE UNSURE WHICH APPLIANCES  

IN THEIR HOME USE THE MOST ENERGY

Voice of Your Customer Report: Europe 2019Page 10 



50% 40%
ARE UNSURE HOW LARGE THEIR BILL  

WILL BE BEFORE IT ARRIVES
WOULD BE MORE LIKELY TO STAY WITH THEIR 
CURRENT UTILITY IF THEY RECEIVED ALERTS 
WHEN THEIR ENERGY SPENDING IS UNUSUAL
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50% 40%

ABOUT THIS SURVEY
In November 2018, Bidgely commissioned an online survey of 1,400 European residential utility customers 
aged 25 and older. Two-hundred respondents were identified in each of seven countries: Denmark, France, 
Great Britain, Netherlands, Portugal, Spain and Sweden. The participants were asked a series of 9 questions to 
assess their knowledge, attitudes, perceptions and behaviors in connection with energy use, utility costs and 
the services they receive from energy suppliers.

The contents of this report may be shared and re-purposed. Please credit all graphs and charts with “Bidgely 
Voice of Your Customer Report: 2019” as the source. 
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Interested in harnessing the power of artificial 
intelligence to deliver the superior, personalized 
service that European utility customers demand? 
Schedule your demo of UtilityAI™ today and see first 
hand how the platform can enable you to detect, 
anticipate, customize and enrich each  customer’s 
energy use experience to increase satisfaction, build 
trust and improve retention.

CONTACT THE BIDGELY TEAM TODAY AT 
VOC@BIDGELY.COM.




