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“A comfort zone is a beautiful place, 
but nothing grows there.”

- Anonymous 
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EXPERIENCES, HISTORY, 
AND TECHNOLOGY 
SHAPE CONSUMER 
BEHAVIORS



HOW THE EVOLUTION OF THE 
FOLLOWING HAVE SHAPED 
OUR EXPECTATIONS

BANKING INTERNET PHONES CONTENT CABLE TV

SHOPPINGFUNDRAISING DATING
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World Wars I and II
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72+ y.o.

Holocaust Stock Market Crash
Depression

Bombing of 
Hiroshima

Radio predominant

FCC issued first
radio station

TRADITIONALISTS
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BABY BOOMERS
b. 1946-1964

53-71 y.o.

Space Program

Trans-Atlantic flights begin

Berlin Wall constructed

Bay of Pigs John F. Kennedy
Assassinated

MLK Jr. / Civil Rights
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38-52 y.o.
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38-52 y.o.

First Man Walks the 
Moon, N. Armstrong Vietnam War ends

Roe vs. Wade

GEN X
b. 1965-1979

MLK Jr. Assassinated
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21-37 y.o.

Ronald Reagan is 
President

AIDSNFTA established

VHS introduced

Internet debuts 
1991 USSR breaks up

MILLENNIALS
b. 1980-1996
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0-20 y.o.
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0-20 y.o.

9-11
World unrest

2000 recession
2008 market crash

Facebook launched
2004

iGen/GenZ
b. 1997-today



TRAITS SHAPE 
EXPERIENCES



MILLENNIAL
CHARACTERISTICS

INFO TECH 
SAVVY

PERSONALIZED
EXPERIENCE

SHARING

SOCIALLY
CONSCIOUS

COLLABORATIVE

PRODUCT

SERVICE



GOVERNMENT REGS 
OKAY

ENERGY CHOICES BRAND PROMISE

MILLENNIALS
AS UTILITY CUSTOMERS



MILLENNIALS
AS UTILITY CUSTOMERS

CUSTOMER
SERVICE

BUNDLES & FLEX W/ 
INTERACTION

SOLID TECH



APPSREMOTE 
MONITORING

STORAGE

VEHICLE
ELECTRIFICATION

DISTRIBUTED
GENERATION

65% PLAN TO 
SIGN UP FOR IT

Source: Forbes

MILLENNIALS
AS UTILITY CUSTOMERS



MILLENNIALS
WHAT DO THEY THINK 
ABOUT THEIR UTILITY?

Source: SmartMonk Communications

40% 
surveyed don’t think 
their utility is innovative

32% 
expect automated 
energy savings



DIGITAL TRENDS
AND BEHAVIORS TO WATCH

Source: Google

85% 20% 44% 35% 31%

ACCESS INTERNET 
FROM PHONES

AIM TO SPEND LESS 
TIME IN FRONT OF 

SCREENS

WANT IMPROVED 
PRODUCTS & 

SERVICES

WANT RESPONSIVE 
SERVICE & BETTER 

PRODUCT INFO

WANT INNOVATION



Source: Google

Mobile payments are the most 
sought-after technology in 2017



WHO SHOULD BE ON 
YOUR RADAR?



iGEN/GEN Z
WHAT WE KNOW ABOUT THEM

fastest growing generation in 

marketplace and workforce in 5 years

predictors of the future

tech-dependent

adept at web-based research

self-aware, self-reliant, diverse

focused on matters of trust



iGEN/GEN Z
WHAT WE KNOW ABOUT THEM

technology experience will put 

companies out of business

social media is a life experience

learn by video

adept at web-based research

Snapchat, Vine, Instagram preferred 

channels to reach this group

don’t listen to voicemail; send text



RECENT RESEARCH ON 
UTILITY INDUSTRY



72% 77% 67%

PHYSICAL & 
CYBER 

SECURITY

DISTRIBUTED 
ENERGY POLICY

AGING INFRA-
STRUCTURE

72%

RENEWABLE 
ENERGY & DER 
INTEGRATION

61%

RATE DESIGN 
REFORM

TOP ISSUES
RATED IMPORTANT BY CEOs 
MUNIS IN THE NORTHEAST

Source: UtilityDIVE: 2017 State of the Electric Utility

59% 57%

CHANGING 
CONSUMER 

PREFERENCES

AGING 
WORKFORCE/
NEW CAREERS



DISTINCTIVE BRANDS
AND INNOVATIVE APPROACHES 
IN THE UTILITY SECTOR

MARY POWELLChief Customer Officer 
JOB DESCRIPTION



QUESTIONS TO 
PONDER

What’s your brand promise and value 

proposition?

What is your role as a communicator and 

strategist? 

Who will you partner with to shape your 

customers’ experience?

What will you advise your leadership team to: 

start, stop, continue doing?



“Progress occurs when 
courageous successful leaders 
seize the opportunity to change 
things for the better.” 
- Harry Truman



excelsusconsulting.com


