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ENAMO-Energie AG is a regional Multi Utility in Upper Austria (Electricity,
Gas, Heat, Telecom, Waste)

* 47 power stations (hydro, gas, solar)
* 350.000 customers in the energy branch
* 8TWH of electricity sales

* 1.7 billion revenues in the group
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Electricity markets are becoming more and more competitive, the app allows

* getting insight into customer needs and wishes

* offering of premium services

* Fast and inexpensive target marketing

* Message transport via a very frequently uses tool (Austrians spend on
average ~3 hours a day on their smartphone*!)

*Mobile Communications Report 2018
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Reactions to the field test:

* Field test showed overwhelmingly positive feedback

* Very few early leavers

* Lower switching rates in app groups (see next slide)

Challenges:

* Users expect (close to) real-time information = reality is 24hours
time delay

* Establishing and maintaining the necessary infrastructure needs
support from different parts of company (IT, billing, marketing
departments)

* Complying with internal cyber security requlations and ensuring a
safe, secure and stable process
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Challenges ahead:

« Data Protection Directive adds new layers to
collecting, storing, processing and analyzing
data

* Integrating an app in the existing CRM system

* Competitive environment leads to increasing
switching rates (price battle vs. quality)

- New customer engagement tools are
needed

—> App shows positive effects!
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