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Is the utility industry at the centre 
of a digital shift?  

 In this second whitepaper of our series ς Is the utility industry 

at the centre of a digital shift? we delve deeper into digital 

transformation within the Utility Sector. Here we outline the 

success of a digital transformation programme and its 

correlation with a deep understanding of value streams and 

customer journeys. We will touch on an approach we have 

developed and used with several of our customers in a variety 

ƻŦ ƛƴŘǳǎǘǊȅ ǎŜŎǘƻǊǎΦ ¢Ƙƛǎ ƛǎ ±ŜǊǎƛƻƴ мΩǎ ƻǿƴ ŀǇǇǊƻŀŎƘ ǿƘƛŎƘ ǿŜ 

call Solution Canvas.   

Digital transformation is now a widely used term, and in many 

ways is losing its core meaning. In our view, technology is the 

ŜƴŀōƭŜǊ ōǳǎƛƴŜǎǎΩ ƴŜŜŘ ŦƻǊ ǇǊƻŎŜǎǎŜǎ ǘƻ ōŜŎƻƳŜ ƳƻǊŜ ŜŦŦƛŎƛŜƴǘ 

and effective. However, at the heart of the business is the 

value that is derived from its output to both customers and 

employees. And it is this area that gets lost in many digital 

transformation projects. 

 

https://www.version1.com/whitepaper-utilities-are-we-at-centre-of-digital-shift/
https://www.version1.com/whitepaper-utilities-are-we-at-centre-of-digital-shift/
https://www.version1.com/whitepaper-utilities-are-we-at-centre-of-digital-shift/
https://www.version1.com/whitepaper-utilities-are-we-at-centre-of-digital-shift/
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Trends in customer satisfaction levels for utilities in Ireland  
In February 2022, the Commission for Regulation of Utilities (CRU) released a document summarising research they undertook on The attitudes and 
experiences of domestic and SME electricity and gas customers in Ireland. This fascinating research contains several illuminating results, especially once delving 
deeper into the findings.   
 
One such finding was a headline KPI revealing the overall level of satisfaction from domestic and SME customers with their retail energy providers. For the 
past four years the levels of customer satisfaction have steadily declined and now, for most electricity suppliers, are significantly lower than they were in 2013. 
The following is an extract from this article.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Fig 1 ς overall satisfaction with domestic electricity and gas suppliers ς CRU Findings from 2021 research on attitudes and experiences in the domestic and 

SME electricity and gas markets in Ireland 

https://www.cru.ie/wp-content/uploads/2022/02/CRU20224-Domestic-and-SME-consumer-survey-report-2021.pdf
https://www.cru.ie/wp-content/uploads/2022/02/CRU20224-Domestic-and-SME-consumer-survey-report-2021.pdf
https://www.cru.ie/wp-content/uploads/2022/02/CRU20224-Domestic-and-SME-consumer-survey-report-2021.pdf
https://www.cru.ie/wp-content/uploads/2022/02/CRU20224-Domestic-and-SME-consumer-survey-report-2021.pdf
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Given that the Irish electricity market only opened to domestic retail competition in 2012, this result is very surprising. You would imagine that introducing a 
choice of Energy Retailers and their capability to offer new and innovative products and services would be increasingly positive in the eyes of consumers, 
especially as the competitive market matures. You could also anticipate the recent cost increases in energy will likely lead to a further negative impact going 
forward. LǘΩǎ important to note that the wider impacts from Covid 19 and the wholesale energy cost increases may have had an impact on the 2021 figures. 
However, the trajectory is clear, the results were decreasing year on year even before we faced the recent and frightening increase in energy costs.  
 

What has likely caused this outcome?  
There are a multitude of reasons why customer satisfaction levels drop. WƘŜǘƘŜǊ ƛǘΩǎ a symptom of the constant drive towards lower prices and switching, ƛǘΩǎ 
the change to home working or hybrid working models creating more focus on domestic energy, or ƛǘΩǎ a frustration with the communication channels and 
methods used by energy companies to inform their customers.   
 
From a technology perspective, as customers embrace digital technologies in other sectors (e.g. finance and online commerce) there is a higher expectation 
on energy retailers to provide similar service offerings. Compounding this problem for energy companies is the continual focus on lower prices. Ultimately this 
leads to a reluctance for significant investment in digital transformation and innovation given pressures on profit margins, especially during a fluctuating 
market of wholesale energy prices.  
 
Utility Weekly published an article in May 2018 following research they had undertaken where utility stakeholders were asked to identify the biggest barriers 
to digital transformation. In this research just under half of all the utility retailers surveyed identified the lack of funds for investment in digital technologies as 
a critical barrier to achieving organisational digital transformation goals.  
 
In our first whitepaper of this series, we outlined how Consumers will seek to harness more renewable energy to support climate change goals and become 
more influential in how they control their use of energy within their daily lives. Some examples provided were the proliferation of household battery storage; 
ŀ ǎƘƛŦǘ ƻŦ ǿƘŜƴ ŜƴŜǊƎȅ ƛǎ ŎƻƴǎǳƳŜŘ ŦƻǊ ƘƻǳǎŜƘƻƭŘ ŀǇǇƭƛŀƴŎŜǎ ƻǊ 9±ΩǎΣ ǎ ǎŜŜƪƛƴƎ ŘŜŜǇŜǊ ƪƴƻǿƭŜŘƎŜ ƻŦ Ŝƴergy prices, or seeking out products that provide more 
granular time of use tariffs. We outlined how the sector faced many challenges and uncertainties ahead, however we also stated that Energy businesses will 
have significant opportunities as well.  
 
We suggested this environment of uncertainty meant that to grasp these opportunities, it would require utility companies to be dynamic and flexible in their 
ŀǇǇǊƻŀŎƘΦ άLƴ ƻǘƘŜǊ ǿƻǊŘǎΣ ǘŜŎƘƴƻƭƻƎȅ ǿƻǳƭŘ ōŜ ŀ ŎƻǊŜ ŜƴŀōƭŜǊ ŦƻǊ ǘƘŜƛǊ ǎǳŎŎŜǎǎ ƛƴ ŀ ŎƻƳǇŜǘƛǘƛǾŜ ŀƴŘ ŎƘŀƴƎƛƴƎ ǿƻǊƭŘΦά 

 

https://utilityweek.co.uk/digital-transformation/
https://utilityweek.co.uk/digital-transformation/
https://www.version1.com/whitepaper-utilities-are-we-at-centre-of-digital-shift/
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How can these two seemingly opposing views align?  

 

 

 

 
 
Fig 2 ς summary outcome for McKinsey Global Survey on success of digital transformation 
 
/ƻǊǊŜƭŀǘƛƴƎ ǘƘƛǎ ǊŜǎŜŀǊŎƘ ǘƻ ǘƘŜ /w¦Ωǎ ƻƴ ŎǳǎǘƻƳŜǊ ǎŀǘƛǎŦŀŎǘƛƻƴ, both are telling a similar story. ²ƘŜƴ ŎƻǊǊŜƭŀǘƛƴƎ ǘƘƛǎ ǊŜǎŜŀǊŎƘ ǘƻ ǘƘŜ /w¦Ωǎ on customer 
satisfaction, in order to keep these levels high, it is clear that it is necessary to keep the customer, or employee, as a main focus in regards to planning for any 
digital transformation.  
 
Going forward it is clear that the utility industry is in a period of significant transition. Therefore how can you ensure the investments you make in technology 
(given there are likely to be limited funds) fundamentally improve the success of your organisation? As well as the perceptions of your customers? How can 
you define the changes needed in a very uncertain and competitive market where margins are continually being squeezed?    
 

Version 1 believe our Solution Canvas approach is the answer     
Version 1 has developed a methodology from our experience, specifically over the past 10 years, though the delivery of over 200+ technology solutions to 

over 100 customers. We call this approach our Solution Canvas.    

The Solution Canvas has been developed with a clear focus that investments made to enhance a technology estate must in turn translate into tangible business 

gains. It is an approach for the scoping, ideation and planning of solutions or strategies to fundamentally improve business performance. For Utility companies, 

we place value streams at the heart of our approach. This is how an enterprise organises its activities to create value e.g. a customer registration journey. 

Therefore, we have a laser focus to enhance the level of customer satisfaction, yet also reduce the overall cost to serve their customer base.  

88% of organisations 

surveyed were 
undergoing digital 
transformation projects 

 

67% of CEOs had placed 

digital transformation at 
the centre of their 
corporate strategy 

 

75% of CIO's faced 

significant new challenges 

as a result of digital 

transformation 

 

 

However less than 20% 

of organisations had a 
clear understanding of 
what digital 
transformation meant to 
them.  
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So how does the Solution Canvas work? 

The Solution Canvas is;   

¶ A 12-step process that enables architects to map out the best solution to 

meet your customer needs.  

¶ The 4 stages of the approach cover the critical areas in defining any IT 

strategy or solution.  

¶ Lǘ ƛǎ ŎŜƴǘǊŜŘ ŀǊƻǳƴŘ ŀ ά{ƻƭǳǘƛƻƴ /ŀƴǾŀǎέ ƛƳǇƭŜƳŜƴǘŜŘ ƻƴ ǾƛǊǘǳŀƭ 

whiteboard technology. 

¶ Each canvas has a predefined set of focus areas to capture the right 

information in the most efficient way 

¶ ¢ƘŜ ŎŀƴǾŀǎ ǿƻǊƪǎƘƻǇǎ ŀǊŜ ŀǘǘŜƴŘŜŘ ōȅ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǎǳōƧŜŎǘ Ƴŀtter 

experts and Version 1 architects from different domains over a 60-minute 

session.  

¶ The solution value streams are visually built out at the top of the canvas;  

¶ Each workshop typically produces 60+ domain details and 30+ additional 

related comments that help define the best client solution as can be seen 

from Figure 3. 

 

 Fig 3 ς Solution Canvas virtual whiteboard of a 

60-minute workshop and detail captured.  
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The 12 stages and 4 key phases of our Solution Canvas are shown below.  

 

 

 

 

 

 

 

 
 

 

 

Figure 4 ς outline of the Version 1 Solution Canvas approach.  
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