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How digitization changes the customer approach for utility companies 

The megatrend digitization is one of the main drivers of technological and economic 
development of our time and has a profound impact on social and political processes. The 
introduction and use of digital technologies have far-reaching implications for existing 
business processes and structures, in particular for new business models and access to 
customers. Prominent examples of how digitization has already turned a large number of 
industries upside down are the publishing, music and retail industries. This trend is currently 
also affecting the financial industry ("Fintech") and the mobility industry ("Uber", "FreeNow" 
etc.) and is resulting in radical changes in the underlying economic conditions. 

Not all industries are affected to the same extent by the pressure of digitization. But one thing 
is certain: In order to remain economically successful in the long term, all players involved 
must address the individual significance of the digital transformation. The energy industry is 
not excluded from this development. With the further development of our society and the 
increasing share of digital natives among our population the need for a different customer 
approach is increasingly important. Terms like “customer centricity”, “customer journey” and 
“digital channels”, are more and more moving upwards on the CxO agenda of Utility 
companies and show the increasing need for transformation. 

The work is intended to analyze how far experiences of industries, that are rather front runners 
in digitization like retail, banking or telecommunication can be applied to Utility companies. 
After a status analysis for Utilities concerning traditional and new, digitally enabled options 
for approaching customers, it has to be investigated what Utilities can learn from other 
industries, taking positive as well as negative lessons learned into account. As a result, the 
work is intended to show how the customer approach can be made more effective, what value 
can be expected and what recommendations can be provided for the future. The BA can be 
submitted either in German or English. 
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