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INTRODUCTION

You’ve built a career around building cost-effective utility programs. You know all about achieving savings and the 
appropriate technical reference manual for your state. And you know your service territory inside and out—what works 
and what doesn’t. Then 2020 served the nation a curve ball, and now utilities across the country are struggling to engage 
their customers in cost-effective savings. What may have been the key to savings pre-pandemic just isn’t cutting it today. 
Crisis calls for the ability to quickly pivot from what used to work, to what is working right now. 

How can you deliver a touchless program that meets your energy savings goals while remaining customer-focused? Read 
on to establish the groundwork for building a better, more cost-effective kit program that will perform not just during a 
pandemic but beyond, too. 
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Make it Quick
to Launch

When your customers are seeking savings opportunities right 
now, but you are struggling to provide what they’re looking 
for, no one needs to tell you that the best program will be one 
that is quick to launch. Thanks to COVID-19, 2020 has been 
difficult for both utilities and your customers. So, offering an 
easy-to-participate, touchless program to your customers 
would go a long way in boosting customer satisfaction scores 
and garnering quick savings. 

Kit programs are an ideal, quick-to-deploy savings solution. 
Delivered through a portal with a user-friendly interface, you 
could have savings measures on your customers’ doorsteps 
in a blink of an eye. It’s easy for you, and even easier for 
them. After the year we’ve had, everyone could use an extra 
helping of easy. 
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To cost-effectively engage, you need to go beyond 
just fast. You need to make that kit program scalable 
as well. Scalability is more than just a buzzword. A 
program that scales well will be able to maintain or 
even increase its level of performance and efficiency 
it is tested by larger and larger operational demands. 
This means you can cost-effectively deliver 300 kits 
or 300,000 kits today, and well into the future. 
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Plan for 
Evaluation

You can’t claim savings that you can’t prove, so plan for 
evaluation up front. When working in a touchless environment 
where you don’t have an employee to verify direct installation, 
the most cost-effective and streamlined way to claim savings is 
to incorporate product choices and an installation verification 
survey into your kit program design.

But don’t forget, customer satisfaction and the customer 
experience are just as important as claiming savings. After all, if 
your customers aren’t happy, you won’t have savings to claim, 
so ensure your efforts are paying off by adding in a Net-Promoter 
Score® survey that can help gauge customer satisfaction.

Text Message 
Survey Reminders
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Email 
Survey Reminders

Responsive
Survey Design 

Customers won’t complete a survey 
if it isn’t simple and intuitive, so 
eliminate the paper and pencil of 
yesterday and opt for an online 
format that everyone can get behind. 
Better yet, consider a responsive 
survey, meaning it can be submitted 
from a computer, tablet or even a 
phone. And while you’re at it, ensure 
the surveys get filled out by sending 
your customers a text reminder, 
delivering a link to the survey right 
to their phones. Even if they forget 
to check their email inbox, they’ll 
remember to check their texts.
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Focus on the 
Customer

Your kit program should be all about the customer. If you 
get that right, the rest will fall into place.  Customers want 
easy and streamlined, and to also feel like you’re listening 
to them at the same time. They want to receive offers that 
are relevant to their personal needs.
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To deliver a customer-first experience, you need to know your 
customers. The best way to do this is to create customer 
personas. A persona is a semi-fictional representation of 
your customers, based on data and research. Personas will 
allow you to focus your time on getting the right opportunities 
into the right hands. For example, let’s say you have green 
innovator, tech-savvy protege, movable middle and energy 
indifferent personas in your service territory. Your kit program 
could incorporate a marketing strategy that focuses on 
those personas most likely to convert and include a home 
and lifestyle quiz that gives you additional insight into each 
customer during the enrollment process. Once the quiz is 
completed, your customer is offered a semi-custom kit based 
on their answers—a kit that best fits their needs. You can 
also offer program cross-promotion and add-on products 
based on what was learned in the quiz. For example, your 
green innovators or tech-savvy proteges will likely appreciate 
low-cost smart home add-on products, while your movable 

middle will likely benefit from learning about your demand 
response or alerts program. In addition to presenting these 
options after the kit offer is claimed, you could automate 
nurture campaigns for deeper engagement. As for the energy 
indifferent customers? Maybe you don’t market to them at 
all and instead focus your efforts and budget on the other 
segments that are far more likely to convert on the offer.

Historically, offering personalized or even semi-personalized 
kit options wasn’t a simple lift. The fulfillment of custom kits 
is as challenging as pick-and-pack e-commerce fulfillment, 
making it cost-prohibitive for most utilities and impossible 
for many vendors. But with semi-custom kits and an expert 
like AM Conservation Group with extensive e-commerce 
fulfillment capabilities, you can benefit from the economies 
of scale inherent in standardization, while providing more 
personalized kit options to your customers, all at a cost 
comparable to standard single kit programs.  



10 / AM  Conservation Group

Be Creative

The concept of a personalized box of products 
mailed directly to a customer’s home is so popular 
that companies in a variety of industries are jumping 
on this customer engagement train. From makeup 
to clothes, kids’ activities to dog toys, and even 
toothbrushes to smoothies, if there is a product to 
be sold, you can find a subscription box to deliver 
it to your doorstep. And the box you are offering is 
even more valuable because it pays for itself on the 
savings it returns. 

Get creative and your customers will be even more 
excited to receive a kit from your utility than they are 
about the kit in the latest unboxing video circulating 
the internet. Feature a custom design on the kit 
box, showcasing your utility’s brand in a graphic 
and creative way. Brand the enrollment website that 
customers use to sign up. And get creative with the 
measures themselves. Consider who you’re offering 
these kits to. Your kits could include measures like 
a smart thermostat and an energy monitoring device 
if you are looking for something completely new and 
different. Or you could offer advanced powerstrips 
and LED light bulbs. Or you can take your kits outside 
and offer sprinkler-head replacement nozzles and 
other outdoor water-saving products. The options 
are endless. 

https://www.youtube.com/watch?v=fg2XFWc3YAs
https://products.amconservationgroup.com/browse-products/energy/advanced-powerstrips
https://products.amconservationgroup.com/lighting
https://products.amconservationgroup.com/browse-products/energy/smart-thermostats
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Be Creative
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These days, texting is most people’s preferred form of 
communication. The majority of the nation is multi-tasking with 
kids and pets, work that has gone remote, and school that may 
be online as well. And there is still dinner to be made and a house 
to clean. And it’s all happening this second. The best way to meet 
your customers in the thick of it all, is with a simple text. Meet 
them where they are and maintain the customer-first mentality. 

You can provide text-based product installation support to nurture 
your customers toward additional savings and encourage higher 
installation rates. Send them a text-based reminder to fill out their 
installation surveys. Provide an outstanding customer experience 
by sending a thank you text with a shipping notification once their 
kit has left the warehouse. Or, once the measures are installed 

and the installation survey has been submitted, text a link to 
additional programs offered by your utility. Just make sure that if 
you’re ready to dive into text-based notifications, it’s done right. 
Either work with a program implementor that is well-versed in 
the correct (and legal) ways to send customer-based SMS/text 
messages or check out this best practices guide by our sister 
company, Franklin Energy.

Use Text to Reach Customers 
at Their Fingertips

https://expert.franklinenergy.com/ngage-companion-guide-alert-notifications
https://www.franklinenergy.com/
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CEHELP

Welcome to Community
Energy’s text support.
How can I help you today?

Community Energy

1-2-3 Installation Guide - Smart Socket
CommunityEnergy.com/Resources

Can you help me set up
my smart socket

Sure! Here’s a link to an
installation guide with
videos:

How likely are you torecommend CommunityEnergy to a friend?

Are you interested in 

taking a survery? It’ll 

ask you to let us know 

what products you 

installed and where 

in your home you 

installed them.

Anything else I can dofor you today?

Fantastic! If you could

complete this short 

survey, it’d mean the 

world to me.
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When your customers engage with your utility, you want 
them to feel as if you truly understand their wants and 
needs, and you have a program to meet those needs. You 
offer small business programs that help Main Street operate 
more efficiently. And a school education program tailored 
to your state’s learning standards. And an EV program tied 
into local dealerships. So why are most kit programs still 
one-size-fits-all? 

Make it Personal



15 / AM  Conservation Group

When it comes to your kit program, you should 
personalize that experience as well. Or at least 
provide the feeling of personalization. You can do 
that with the home and lifestyle quiz mentioned 
in Section 3, paired with a semi-custom kit. While 
it may be a logistical and fulfillment nightmare to 
stock a hundred different types of kits personalized 
to every customer, what is realistic is to stock a few 
different kit types that fit the key personas of your 
target market. Once your customer completes the 
quiz, a kit is selected based on their answers, and in 
so doing, provides the feeling of personalization. It’s 
a win for your utility and provides a great customer 
experience that will have your customer engaging 
with other programs within your portfolio before that 
kit arrives on their doorstep. 
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One of the biggest struggles you may have experienced with 
your energy- and water-efficiency programs is that people simply 
don’t want to deal with strangers. They don’t want to have 
strangers in their homes, and they don’t want to speak with a 
stranger over the phone. In fact, you may be surprised to learn 
that 90% of utility customers would prefer a touchless option, 
according to a recent Voice of the Customer survey completed by 
our Innovation Lab. Make your kit program even more attractive 
by providing what your customers want: a self-serve, touchless 
opportunity. Eliminate phone calls and door-to-door enrollments. 
Provide online and direct mail-based enrollment options, and offer 

online chat and on-demand, bi-directional text-based product 
installation support to both increase installation rates and help 
your customers at every step of the way. 

Set up your kit portal to answer any questions your customers may 
have before they have them. Provide education-rich resources for 
every step of the customer journey and offer 1:1 support, should 
the need for additional support arise. The best part? Self-serve 
and touchless options aren’t only what your customers want—
they’re more cost-effective for your utility, too.

Don’t Make Them Talk to Strangers

https://www.amconservationgroup.com/innovation-lab
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Takeaways
The key to delivering cost-effective touchless programs, meeting energy savings goals and engaging customers 
is developing a scalable, cost-effective kit program.

What does that look like in a nutshell?  
•	 Utilize a user-friendly interface that incorporates a fun and easy self-assessment to make your customers 

feel as though they are being offered an efficiency kit customized to their needs. 
•	 Within those kits, offer a variety of measures that your customers will benefit from and can be combined into 

semi-custom kits, while at the same time meeting your need for savings and high installation rates. 
•	 Offer add-on products and SMS/text-based product installation support to nurture your customers toward 

additional savings and encourage higher installation rates. 
•	 Don’t forget to incorporate cross-program promotion within the kit-ordering portal. Once your customers are 

hooked with a new kit full of energy-saving measures, they will seek out additional opportunities available 
through your utility. Make sure those opportunities are readily available by adding them to the kit portal. 

•	 Ensure you incorporate a way to track savings. This can be done through proactive installation verification 
and Net-Promoter Score® surveys. 
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Make it easy for you. 
Make it easy for your customers. 
And start saving. 
Are you seeking programs and services that support your customers while achieving energy savings? Look 
no further than a customized and cost-effective kit program. Contact AM Conservation Group to find out how 
KitPick™, our interactive, dynamic kit portal can help you achieve your goals. 

REACH OUT TO LEARN MORE

https://www.amconservationgroup.com/contact-us
https://www.amconservationgroup.com/
https://info.amconservationgroup.com/kitpick
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