
Smart Grids
Routes to customers

Nicholas Coutts
Cambridge Investment Research Ltd

http://bit.ly/cleanpower
Cambridge

24 June 2010

http://bit.ly/cleanpower
http://bit.ly/cleanpower


Vendor
•Products
•Services
•Support

Web site

Field sales

Customers
segments

Influencers
• Media
• Analysts
•User groups

Contact centre

Retailer

Distributor

Service
provider



Touchpoint

COST

                   
VALUE

Preferences
Impact
Outcome
Conversion rate
Conversion speed

Channel
Information
Transaction
Media



Buying cycle B2B

Demand
generation

Pre
sales

Close Supply Service



Buying cycle

Demand
generation

Pre
sales

Close Supply Service

Cost and value changes 

 by segment 

 by offer 


…and changes over time

C
V

C
V

C
V

C
V

C
V



Buying cycle by channel
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Buying cycle by channel
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Buying cycle by customer preference
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4 channels x 5 buying cycle steps = 2,880 
choices

Don’t leave it to chance:


 Engineer and track the customer 
experience


 Segment for customer preferences



Engineer and track the 
customer experience





Segment for customer preferences





Optimise resource allocation





Optimisation of resource allocation for profit 
maximisation



“…major changes to the way power is 
generated, moved and consumed.” 

Source: Department of Energy & Climate change 
2010
http://www.decc.gov.uk/en/content/cms/what_we_do/
uk_supply/network/smart_grid/smart_grid.aspx
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