
CONFERENCE

EUCI is authorized by 
IACET to offer 0.7 CEUs 
for the conference

SPONSOR

April 20, 2020
Atlanta Marriott Suites Midtown 
Atlanta, GA

TAG US #EUCI  
FOLLOW US @EUCIEvents

THE CRM/CIS EVOLUTION  
Transforming your Customer Platform & Experience

RELATED EVENT:

UTILITY BILLING AND PAYMENTS 
CONFERENCE 2020
April 21-22, 2020 | Atlanta, GA

“If you are going through or considering 
a CRM or CIS implementation, this 
conference will open your eyes to the 
benefits and challenges via the insights of 
industry experts and utility case studies.” 

Digital UX Manager, American Electric Power
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Conference Postponed 
Out of an abundance of caution and per CDC guidelines, this event has 

been postponed. We will post exact dates as soon as they are confirmed. 
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OVERVIEW
There continues to be significant changes that affect the way utilities interact with their customers. New regulation related to 
distributed generation, real-time pricing and net metering along with advancements in mobile technology have changed the 
utility to consumer relationship. Most utility customer information systems (CIS) were purpose-built, isolated billing solutions, 
unable to accommodate the growing demand for multi-channel customer service and agile customer interface. Today, an 
increasing number of utilities are focusing on CRM and CX to improve customer engagement and streamline customer 
operations. New tools are assisting customer service professionals to understand the customer better such as journey mapping 
and omnichannel interaction tracking.

In addition to a customer focus, utilities are also balancing a myriad of new technology upgrades and applications i.e., integrated 
platforms such as Advanced Distribution Management Systems, which all impact the customer experience and how customer 
facing systems perform. Further, many Customer Information Systems were not specifically designed to leverage massive AMI/
AMR data and rationalize it. Solutions are being developed to use that data to address complex market structures and billing 
requirements (load aggregation, retail market requirements) to leverage the benefits of ongoing innovations around DER, self-
service options, and mobile platforms favored by “digital customers”.

Join us at this essential event where utility and industry professionals will share their best practices in dealing with this CIS/CRM 
evolution and how organizations continue to transform their customer platforms.  

LEARNING OUTCOMES
• Discuss new level current trends in the market as it relates to CRM/CIS from recent survey data
• List the insights on the types of offers energy consumers will want in five years
• Recognize the necessary components of a good customer experience
• Discuss how CRM will drive significant change for utilities in multiple areas: people, process, capabilities and even 

behavioral change 
• Discuss the necessary steps that are involved in implementing a new CIS including selection strategy, project 

management, change management conversion activities and business process improvement
• Explain how applying the necessary strategies will increase a company’s ability to develop a world class operation
• Discuss the upgrade journey to improve customer satisfaction

WHO SHOULD ATTEND
Utility staff to include:

• Chief information officers, chief operations officers, vice presidents, general managers, managers, directors, supervisors 
and process partners at the executive and managerial levels

• Contact center management professionals
• Customer care professionals
• Strategists and analysts
• Business planning and information systems professionals
• Strategic planning and performance management professionals
• Training and development staff
• Quality assurance managers
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AGENDA
MONDAY, APRIL 20, 2020

7:45 – 8:15 am   Registration and Continental Breakfast

8:15 – 8:25 am   Conference Announcements

8:25 – 8:45 am   Opening Remarks and Welcome Address from the Georgia PSC
Commissioner McDonald will welcome power industry attendees to Atlanta and provide a regulatory 
perspective on how utilities can reliably serve customers by delivering their services at predictable and 
reasonable rates. A key to accomplishing this is the utility’s CIS/CRM, which needs to be responsive to 
the ever-changing regulatory and business needs.
Lauren “Bubba” McDonald, Commissioner, Georgia Public Service Commission

8:45 – 9:30 am   Setting the Stage – The Value of CRM/CIS for Utilities 
This session will set the context, themes, and participatory discussion tone for the day. Conference chair, 
Jon Brock will present current trends in the market as it relates to CRM/CIS from recent survey data. 
Attendees will be invited to provide input regarding key discussion interests to highlight throughout 
the day’s sessions. 
Jon Brock, President, Desert Sky Group, LLC

9:30 – 10:15 am   Consumer Platform of the Future Study 
As economies move to a decentralized, customization-centric approach, the energy ecosystem must 
also evolve. The emergence of strategic partnerships, aggregators and other new entrants into the 
energy ecosystems affects the business model for utilities and opens new opportunities for how 
products and services are configured and offered. This study discusses how online e-commerce 
marketplaces are evolving into a key piece of post-purchase consumer engagement for utilities and 
focuses on the changes in the volume and complexity of decisions consumers now make. Audience 
members will learn insights on the types of offers consumers will want in five years, elements of offers 
consumers want to be packaged together, and tools that would be helpful in evaluating offers.
Patty Durand, President & CEO, Smart Energy Consumer Collaborative

10:15 – 10:30 am  Morning Break

“I would highly recommend the EUCI CIS conference. The smaller group 
style really optimized my time and networking. Not a single session/
speaker that I didn’t learn information relevant and directly applicable to 
our current CIS project.” 

Customer Service Manager, Madison Gas & Electric
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AGENDA
MONDAY, APRIL 20, 2020 (CONTINUED) 

10:30 – 11:15 am  Enabling a 360° View of the Customer through CRM
AEP has embarked on a significant journey to enable a 360° view of the customer. The objective is 
more than omni-channel; this project strives to have all information about customers as well as their 
interactions with AEP available to all customer service personnel. This project will support all classes of 
customers including their largest C&I customers. It will also span multiple states and jurisdictions. In this 
session, learn how the project will drive significant change for the company in multiple areas: people, 
process, capabilities and even behavioral change. The solution being implemented in phases, will use a 
substantial modular platform that employees a cloud-based CRM integrated to an on-premise legacy CIS. 
Jay Hoffman, Director Customer Experience, American Electric Power (AEP)

11:15 am – 12:00 pm  Implementation of a Multi-Faceted CIS
Implementing a new CIS is a challenge from picking the right product and partners, to maintaining 
customer satisfaction and smooth daily operations during implementation, to leveraging the new 
system to improve business processes. This session features a discussion of the implementation of the 
SAP CRB CIS product. The presenter will address multiple perspectives including selection strategy, 
project management, change management conversion activities and business process improvement. 
Robert Stoyko, VP, Marketing & Customer Relations, UGI Utilities, Inc.

12:00 – 12:30 pm  Operating in the Cloud
Disruptive technologies have the capability to trigger rapid advancement in any given industry, yet their 
adoption is rarely linear, especially in the case of regulated industries. The utility industry has enjoyed 
its monopoly status for decades now and lags other sectors in the US. Thanks to increased competition, 
utilities, like every other industry, are now being impacted by rapidly shifting customer needs and 
expectations. In this session, hear how utilities are going from crawling to walking toward digitization to 
keep up with other industries. 
John Herron, Vice President, Vertex Business Services

12:30 – 1:30 pm   Group Luncheon

1:30 – 2:15 pm   Keys to Justify Resources
One of biggest challenges utilities face is getting the resources they need to enable them to be 
successful. Justifying and getting approval for additional people, equipment and technology for 
projects like CIS/CRM implementations is never easy. In this presentation, a leader in the utility industry 
is going to share tips that have worked for him and other operations across the country. The speaker will 
share ten proven strategies for justifying resources for your operation or project.  Attendees will learn 
how applying these strategies will increase your ability to develop a world class operation and make 
your company even more successful. 
Wes Friesen, President, Solomon Training & Development (ret’d Manager, Portland General Electric)

2:15 – 3:00 pm   Cobb EMC’s CIS Upgrade Journey
Cobb EMC went through a CIS upgrade journey a few years ago to leverage the advanced functionality 
of a new CIS and improve customer satisfaction. In this session, Ross Dicken will share how the new CIS 
has helped to modernize Cobb EMC’s customer service operations. Topics to be discussed include:
• The decision to go with a new system
• Lessons learned from the implementation
• Areas in the company that were impacted the most
• What worked well and what didn’t
Ross Dicken, Manager of Member Care Support Services, Cobb EMC
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MONDAY, APRIL 20, 2020 (CONTINUED) 

3:00 – 3:15 pm   Afternoon Break

3:15 – 4:00 pm   Technology Initiatives Make It Look Easy
Con Edison’s Energy Services department, which is responsible for new and additional electric and gas 
services, has embarked on a series of technological advances to better serve its customers. 2018 saw a 
roll out of ‘Ask a Question’ online portal, streamlining customer inquiries directly into cases and tracking 
response times. Customers can use a new online self-scheduling appointment calendar for inspections. 
During the summer, a new app, available to all new business customers and contractors, was introduced 
to open and track their cases. In the fall, they began remote video inspections of customer equipment, 
replacing traditional inspections with a Con Ed rep going out to the customer location. In this session, 
hear how these technological advances are making a difference operationally and in the customer 
experience.
Elissa Seidman, Manager, Con Edison 
Lori Miller, Energy Services Department Manager, Con Edison

4:00 – 4:45 pm   Technologies Panel Discussion
Innovative solutions including mobile technologies and self-service portals have brought many changes 
in the utility industry. CIS and CRM systems have been upgraded and integrated with other systems to 
help enable a true, digital, customer experience for modern day consumers. In this session, panelists will 
respond to audience inquiries on how these and other systems have changed for the better to provide 
customer service beyond the normal channels.  Ask as many questions as possible of our panel of 
experts to learn about what could work best for your utility.
 Moderator: Jon T. Brock, President, Desert Sky Group, LLC
Panelists:
Jay Hoffman, Director Customer Experience, American Electric Power (AEP)
Robert Stoyko, VP, Marketing & Customer Relations, UGI Utilities, Inc.
John Herron, Vice President, Vertex Business Services

4:45 pm     Conference Adjourns

AGENDA

“An opportunity to hear from utility peers on 
current and future CIS/CRM activities.” 

Supervisor Digital, Ameren

“Awesome conference. 
One of the best I’ve ever 
attended.” 

Customer Care Manager, 
Baltimore Gas & Electric
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INSTRUCTIONAL METHODS
The instructional content will be administered through case studies, panel discussions and PowerPoint presentations 

REQUIREMENTS FOR SUCCESSFUL COMPLETION
Participants must sign in/out each day and be in attendance for the entirety of the conference to be eligible for continuing 
education credit. 

IACET CREDITS
EUCI has been accredited as an Authorized Provider by the International Association for Continuing Education 
and Training (IACET).  In obtaining this accreditation, EUCI has demonstrated that it  complies with the ANSI/
IACET Standard which is recognized internationally as a standard of good practice. As a result of their Authorized 
Provider status, EUCI is authorized to offer IACET CEUs for its programs that qualify under the ANSI/IACET Standard.

EUCI is authorized by IACET to offer 0.7 CEUs for the conference.

EVENT LOCATION
A room block has been reserved at the Atlanta Marriott Suites Midtown, 35 14th Street NE, Atlanta, GA 30309, for the nights of 
April 19-21, 2020. Room rates are $198 plus applicable tax. Call 1-404-876-8888 or visit the website for reservations and mention 
the EUCI event to get the group rate. The cutoff date to receive the group rate is March 30, 2020 but as there are a limited number 
of rooms available at this rate, the room block may close sooner. Please make your reservations early.

SPONSORSHIP OPPORTUNITIES
Do you want to drive new business through this event’s powerful audience? Becoming a sponsor or exhibitor is an excellent 
opportunity to raise your profile before a manageably sized group of executives who make the key purchasing decisions for their 
businesses. There is a wide range of sponsorship opportunities available that can be customized to fit your budget and marketing 
objectives, including: Platinum, Gold, or VIP sponsor, Reception host, Tabletop exhibit, Lanyard sponsor, Luncheon host and 
Breakfast host. 

Please contact Grant Neptune at gneptune@euci.com or 720-988-1248 for more information.

https://www.marriott.com/event-reservations/reservation-link.mi?id=1581538269085&key=GRP&app=resvlink
mailto:gneptune%40euci.com?subject=
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REGISTRATION INFO 
Mail Directly To:
EUCI
6400 S Fiddlers Green Cir., Suite 1620
Greenwood Village, CO 80111
OR, scan and email to: conferences@euci.com

WWW.EUCI.COM
p: 303-770-8800
f: 303-741-0849

A room block has been reserved at the Atlanta Marriott Suites 
Midtown, 35 14th Street NE, Atlanta, GA 30309, for the nights of 
April 19-21, 2020. Room rates are $198 plus applicable tax. Call 
1-404-876-8888 or visit the website for reservations and mention 
the EUCI event to get the group rate. The cutoff date to receive the 
group rate is March 30, 2020 but as there are a limited number of 
rooms available at this rate, the room block may close sooner. Please 
make your reservations early.

Substitutions & Cancellations
Your registration may be transferred to a member of your organization up to 24 hours in advance of the event. Cancellations must be received on or before March 20, 
2020 in order to be refunded and will be subject to a US $195.00 processing fee per registrant. No refunds will be made after this date. Cancellations received after 
this date will create a credit of the tuition (less processing fee) good toward any other EUCI event. This credit will be good for six months from the cancellation date. 
In the event of non-attendance, all registration fees will be forfeited. In case of conference cancellation, EUCI’s liability is limited to refund of the event registration 
fee only. For more information regarding administrative policies, such as complaints and refunds, please contact our offices at 303-770-8800. 
EUCI reserves the right to alter this program without prior notice.

EVENT LOCATION

ENERG  ZE WEEKLY
Energize Weekly is EUCI’s free weekly newsletter, 
delivered to your inbox every Wednesday. We provide 
you with the latest industry news as well as in-depth 
analysis from our own team of experts. Subscribers 
also receive free downloadable presentations from our 
past events.

 Sign me up for Energize Weekly

BUNDLE PRICE: THE CRM/CIS EVOLUTION: TRANSFORMING YOUR 
CUSTOMER PLATFORM & EXPERIENCE AND UTILITY BILLING AND 
PAYMENTS CONFERENCE 2020
APRIL 20-22, 2020: US $2195
EARLY BIRD on or before APRIL 10, 2020: US $1995

THE CRM/CIS EVOLUTION: TRANSFORMING YOUR CUSTOMER 
PLATFORM & EXPERIENCE ONLY
APRIL 20, 2020: US $995
EARLY BIRD on or before APRIL 10, 2020: US $895

How did you hear about this event? (direct e-mail, colleague, speaker(s), etc.) 
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Company     

What name do you prefer on your name badge?      

Address
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List any dietary or accessibility needs here

CREDIT CARD INFORMATION

Name on Card  

Account Number  

Exp. Date

OR Enclosed is a check for $                                                    to cover                                                registrations.

Security Code (last 3 digits on the back of 
Visa and MC or 4 digits on front of AmEx)

Billing Address  

Billing City                                         Billing State

Billing Zip Code/Postal Code 
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