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e LOS Angeles Department of
Water and Power (LADWP)

| Water & Power

RICOH

Utility:
Los Angeles Dept. of Water & Power (LADWP)

D Los Angeles
Challenges: | ke awer
Improve Customer Engagement, Experience,
Satisfaction
Reduce Call Center Volume by 20%
1. Color vs. Monochrome
2. Statement Design

3. Relevant Content (Phase 2)

Wall Street Journal, September 7, 2010, Probes Find Energy Meters Accurate, Service Lacking “...the probe found that some utilities
are falling down in the way they handle customer complaints and monitor data transmitted by the new digital meters...commission to
investigate the matter faulted the firm for doing too little to educate customers about the switch and for failing to respond to the full
suite of data it gets from the meters.”
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Before: Six Pages of Billing Information
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After: Reduced the Six to Four Pages of

Billing Information
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Plus: Two Pages of Relevant Marketing
To Grow Program Awareness & Value
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Summary of New Statement Design
Features

» Improved Bill Remittance: Customer total due presented clearly on page
1

Color: Color used to draw attention to key sections of bill as well as
payment.

» Graphical Diagrams: Graphs to show history patterns and peak usage.
Visually show when product is used at what times it is optimal

« Improved Clarity: Clear, crisp font makes reading easier on the eye.
Swiss font allows for more content to fit in less space, thus saving paper

» Sustainability: Eliminate inserts by using onserts.
Messaging nearly guaranteed to be read (as opposed to throwing away a piece of paper)
and reduces paper (supporting green practices)

Reduce Customer Call Center volume by
20%
RICOH
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The Answer:
RPPS’s Precision Marketing

Using Data-Driven Insights to deliver
Color,
&
Relevant Content
to the Right Person,
at the Right Time,
in the Right Channel(s)
RICOH
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