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UTILITY DIGITAL  
EXPERIENCE STUDY
Every interaction a customer has with their local electric, gas, and water 
utility reflects their overall experience. It is critical for utility companies 
to provide services that delight customers at every touch point—from 
reviewing account information online, to making a payment on their 
mobile app, to resolving an issue through email. Consumer behaviors 
and expectations are changing, and companies must be able to 
provide services when and where their customers want them. Utilities 
that understand their digital strengths and weaknesses will be better 
positioned to improve customer satisfaction efficiency by deploying 
resources to enhance areas that will have the most impact.

The Solution
The J.D. Power Utility Digital Experience StudySM provides an analysis of 
customer perceptions of your company’s digital presence. It explores 
the correlation between website and mobile app engagement and 
user experience. Additionally, it provides a best practice review of your 
assisted digital channels.

Key Features
The study measures the complete digital experience of  
utility customers: 

• Assisted-Online Digital Channels: In addition to assessing the 
usability of websites and mobile apps, the study now provides 
detailed and actionable recommendations to improve the experience 
with chat, email, text messaging, and  
social media channels.

• Index Model: There are five measurement categories—or factors—
included in the index model, which include: Navigation, Appearance, 
Range of Services, Clarity of Information, and Speed of Loading.

Voice of the 
Customer 
Insights

Nearly half (48%)  
of utility customers 

say they were unable 
to find the information 

they were looking 
for on their utility’s 

website or app.

Updating 
service

Customer satisfaction decreases 
considerably when poor processes 
are provided to complete more 
complex tasks such as: 

48%

Viewing 
consumption 

history

Researching 
energy-saving 
information
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Based on data 
obtained from the 
survey, an index is 
created that quantifies 
the impact that the 
factors have on 
customer satisfaction.

Benefits
• Understand how customers currently interact with your  

utility company

• Determine how well your digital touch points meet—or fail to meet—
customer expectations

• Discover which companies perform highest digitally (and what they 
are doing right) within the utility industry and cross-industry

• Identify the areas of your website and mobile app that need 
improvement

• Improve ROI by deploying resources to improve areas that will have 
the greatest impact on customer satisfaction

How It Works
Sampling
The Utility Digital Experience Study is based on evaluations from more 
than 10,000 residential electric, gas, and water utility customers, with 
more than 6,000 of these customers providing feedback about their 
online experience using a mobile device (website and app). The 38 
largest U.S. electric, gas, and water companies are included in the 
study.

Oversampling 
J.D. Power offers a proprietary oversample opportunity allowing 
utilities that are not currently profiled in the syndicated study to obtain 
competitive data sets in order to benchmark their performance against 
peer utilities that are profiled in the study. This opportunity is also 
available for profiled utilities that want an additional measurement 
of their digital properties. The same questionnaire used for the 
syndicated study is used for the proprietary oversample study. 

J.D. Power Index
Based on data obtained from the 
survey, an index is created that 
quantifies the effect that the tasks 
have on customer satisfaction—
specifically, the relative weight 
each task contributes to the overall 
satisfaction index. The results of 
those calculations are used to 
predict overall satisfaction based on 
a weighted sum of the tasks, which 
constitutes the overall index.

OVERALL
SATISFACTION

INDEX

Ease of 
navigating 

Range of 
services 

Speed of 
loading

Clarity of 
information

Appearance 
of the 

website/app



4jdpower.com/business

UTILITY DIGITAL EXPERIENCE STUDY

KPIs are individual 
diagnostic items 
that have the most 
significant relationship 
with a customer’s 
overall experience  
with their utility.

Satisfaction Drivers

• Set up an online account  
(if applicable) 

• Log in to account 

• View consumption history 

• Review account information 

• Make a payment 

• Research energy-saving 
information 

• Update service 

• Report outages  
(if applicable) 

• View outages  
(if applicable) 

• Locate contact information 

• Perform account and profile 
maintenance 

• Locate gas/water leak 
information (if applicable)

Industry Best Practices

Key Performance Indicators (KPIs)—or best practices—and 
diagnostics provide in-depth analyses of customer needs and 
preferences at each service moment of truth by identifying the top 
service practices. This information has proven invaluable in helping 
companies prioritize strategies that target areas most important  
to customers.

KPIs are individual diagnostic items that have the most significant 
relationship with a customer’s overall experience with their utility. The 
KPI break point is the specific point at which satisfaction significantly 
improves, indicating a best practice.  

Subscription Details
The J.D. Power Utility Digital Experience StudySM provides access 
to the insights and tools needed to gain a comprehensive, in-depth 
understanding of how your utility is performing and to identify key 
areas needing improvement.  

Study deliverables include:

• Customized executive presentation and in-person discussion that 
includes data-driven, actionable recommendations for achieving 
strategic goals

• Best Practice Assessment of Assisted Digital Channels

The study is comprised of 12 tasks:
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For more information about J.D. Power products and services,  
please contact your J.D. Power account manager.

ABOUT J.D. POWER J.D. Power is a leading global data & analytics and consumer 
insights company. We’ve been trusted by consumers for more 
than 50 years to bring their voice to businesses around the 
world, leading to better products, services, and experiences. 
Our cross-industry and multidisciplinary approach combines 
leading-edge tools and market expertise to uncover insights 
that increase understanding and drive business results.
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• AEP

• Alabama Power

• Ameren

• American Water

• Atmos Energy

• Avangrid

• CenterPoint Energy

• Con Edison

• Consumers Energy

• Dominion Energy

• DTE Energy

• Duke Energy

• Entergy

• Evergy

• Eversource

• Exelon

• FirstEnergy

• Florida Power & Light

• Georgia Power

• L.A. Dept. of Water & Power

• National Grid

• NiSource

• NYC Environmental Protection

• ONE Gas

• Pacific Gas and Electric

• PacifiCorp

• PPL Electric Utilities

• PSE&G

• San Diego Gas & Electric

• Southern California Edison

• Southern California Gas Company

• Southern Company Gas

• Southwest Gas

• Spire

• WEC Energy Group

• Xcel Energy

APPENDIX: Profiled Brands
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