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REV Demonstration Project: Customer Engagement Marketplace Platform  

Q2 2016 Report 

1.0 Executive Summary 

Orange and Rockland Utilities, Inc. (O&R or Company) submits this quarterly report on the 

progress of the demonstration project it is implementing as part of the Reforming the Energy 

Vision (REV) proceeding, as required by the Order Adopting Regulatory Policy Framework and 

Implementation Plan, issued by the New York State Public Service Commission (NYPSC or the 

Commission) on February 26, 2015. 

This demonstration project, known as the Customer Engagement Marketplace Platform (CEMP) 

was designed to build partnerships with a network of third-party product and service providers 

to increase customer awareness and education of energy consumption, motivate customers to 

participate in O&R programs, increase distribution and adoption of Distributed Energy 

Resources (DER) and develop new revenue streams for O&R and its partners.  In Q1 2016, O&R 

and Simple Energy launched the Marketplace, or the My ORU Store, as one of the first 

components of the CEMP.  In Q1 this e-commerce website was launched to O&R New York 

residential customers.  By the end of Q1 a variety of products were introduced on the My ORU 

Store including programmable thermostats, LED lighting, advanced power strips, and 

water/energy saving products.  As discussed in more detail below, during Q2, additional 

products were introduced including air conditioning modlets, used to control room air 

conditioning units remotely, and a variety of connected home lighting products , as well as 

home energy assessments and fixed-priced home services.  

 Cybersecurity and Personally-Identifiable Information Protection 1.1

Consistent with corporate instructions and Commission policy related to cybersecurity and the 

protection of personally-identifiable information (PII), each partner agreement executed for the 

implementation of the REV demonstration projects includes specific protections related to 

cybersecurity and PII.  Assurance of this protection is critical in encouraging customers to sign 

up with new and innovative services offered by utilities.   

2.0 Demonstration Highlights 

 Major Tasks Completed 2.1

Launch of Additional Products  

o Connected Home Lighting 

o Room Air Conditioning Modlet 

Launch of Home Services 

o Home Energy Assessments 

o Fixed-Price Services 
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SUEZ Water  

o Meetings 

o Proposal 

My ORU Advisor 

o Alpha launch  

Training and Education 

Marketing and Promotional Strategies 

o Digital 

o Print  

o Promotional Offers 

o Outreach 

 Activities Overview 2.2

Launch of Additional Products 

In Q2, O&R continued to expand the My ORU Store by introducing new products and services.  

The launch included a number of connected home lighting options that allow customers to 

control lighting color and intensity through Wi-Fi enabled devices. A modlet that provides 

customers the ability to control their room air conditioners through a Wi-Fi enabled device was 

also introduced on the My ORU Store.  In addition to these new offerings, rebate levels were 

increased for Tier 1 and Tier 2 advanced power strips based on recent information using the 

latest Technical Resource Manual, version 3.1. 

Launch of Additional Services 

O&R added a variety of home services on the My ORU Store such as in home energy 

assessments provided by Sealed.  These assessments are funded through NYSERDA and are 

offered to our New York residential customers at no cost.  These assessments include an in 

home audit by a BPI certified inspector, which includes a heating system test, infrared home 

imaging, a blower door test and attic/crawl space examination.  Results are provided through a 

personalized report with suggested home improvements for customers to consider. 

O&R also designed, developed and implemented fixed-priced home services utilizing local third 

party service (TPS) providers. These fixed-price services include a central air conditioning tune-

up, programmable thermostat installation, and a special price offer combining both services.  

Prior to offering these services, focus groups were held with TPS providers to develop the scope 

of work and pricing structure for the fixed-priced home services.  Working sessions were held to 

create contractor profiles, develop a program workflow that ensures clear and timely 

communication to customers, and establish program terms and agreements which installers 

must adhere to. 
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Suez Water 

O&R continued to collaborate with SUEZ Water to discuss opportunities to include energy 

saving and water conservation products on the My ORU Store by utilizing combined rebates, 

water conservation tips/suggestions and educational materials. 

My ORU Advisor 

The My ORU Advisor was released internally to employees who are O&R New York residential 

customers. The My ORU Advisor includes home energy reports (HER) and the online 

engagement portal designed to allow customers to view and analyze their energy usage, review 

energy saving tips, share information with others, and earn rewards for completing energy 

saving actions.  During this limited launch, O&R tested the accuracy of the usage data, as well as 

the functionality of the online engagement portal.  The project team reviewed the home energy 

reports for content and data accuracy, expanded the energy savings tip library to include a 

broader list of helpful hints and energy wise actions, and developed a gift card reward program 

available to customers who take energy saving actions.   

Training and Education 

The team continued to build awareness of the My ORU Store and the My ORU Advisor through 

internal company presentations and external marketing initiatives.  FAQ guides, along with a 

training video were developed and distributed during monthly communication meetings to help 

customer service representatives better understand the My ORU Advisor and provide them 

tools to answer customer inquiries.  

Marketing and Promotional Strategies 

A variety of promotional strategies were implemented, including limited time product offers 

and special pricing through enhanced rebates from suppliers and manufacturers (See Appendix 

A).  Weekly marketing emails continue to drive traffic to the MY ORU Store through targeted 

messaging of new product and service offerings.  Social media advertising and word search 

optimization have been incorporated to further build awareness of the My ORU Store (See 

Appendix B).  Marketing efforts were expanded beyond digital to include direct mail bill inserts, 

press releases and community events (See Appendix C).  The project team attended community 

events, including the Rockland County Economic Development Corporation (REDC) Green 

Council meetings, which were formed to educate the local community on green principals and 

help members identify sustainable solutions for their businesses.  The team participated in the 

Rockland-Bergen Music Festival, a forum designed to raise community awareness of health, 

happiness, and well-being by fostering a sustainable culture.  O&R also attended the Orange 

County leadership program which is offered to young business professionals within the county 

who are interested in community development and long term sustainability of the county. 
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A Marketplace banner ad was included on the ORU.com website and has been integrated with 

the ORU mobile site (See Appendix D). 

 Key Metrics 2.3

As discussed in detail in the Q1 report, the original launch plan had to be refined in Q1, 

producing lower than expected sales revenue, engagement transactions, and customer energy 

savings.  The launch of TPS providers’ offerings, as well as the My ORU Advisor, were pushed 

from Q1 to Q2.  In Q2, challenges with the integration of customer usage data and the 

functionality of home services on the My ORU Store attributed to further delays as compared to 

the originally projected timeline.  O&R expects to update its launch plan to reflect the current 

business environment and past unforeseen delays in the Q3 report. 

For Q2, the My ORU Store had 13,343 visits to the site, 36,236 page views or customers clicking 

on a page, and 8,449 new users.  Repeat customers represent 45% of the 13,343 visits, 

indicating that almost half of the users are engaged and returning to the My ORU Store.  

Through June, there were 431 transactions, consisting of 686 units sold, including both 

products and services.  Cumulatively, year-to-date, there have been a total of 29,585 visits to 

the site, 69,919 page views, and 18,420 new users.  

O&R’s marketing metrics listed below are based on specialty retailer industry averages 

referenced from Epsilon’s Q1 2016 report. 

 

 

 

 

Demand Response Metrics 

To date, smart thermostats purchased from the MY ORU Store represent 5% of the total 

enrollments in O&R’s Demand Response, Bring Your Own Thermostat Program (BYOT), with 56 

customers connecting 70 smart thermostats.  The energy savings of these thermostat resources 

represent up to 70 kW of demand reduction when a load reduction event is called. 

3.0 Third Quarter Planned Activities   

In Q3, the project team will expand the selection of the My ORU store to introduce larger 

appliances, such as refrigerators and dehumidifiers, residential solar installations, heating and 

air conditioning systems, additional fixed-priced services, and include variable priced home 

service options to customers.  Additionally, the My ORU Advisor, which includes the home 

Marketing Metrics Q1 Q2 YTD IA*

Email Open Rates 25.15% 18.57% 20.64% 18.20%

Email Click Rates 3.06% 1.14% 1.79% 1.30%

Email Click to Open Rates 12.15% 6.16% 8.86% 7.00%

* Industry average (IA)
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energy reports and a new online engagement portal, will launch to 80,000 targeted residential 

customers in the O&R New York service territory. 

The focus remains on expanding the My ORU Store product line by introducing new products in 

various categories and at different price points.  O&R’s goal is to increase water conservation 

offerings, in an effort to reduce gas usage by introducing additional showerheads and aerators, 

which promote the use of less hot water.  Expanding the connected home devices beyond 

lighting, to offer home security, such as Wi-Fi enabled cameras, carbon monoxide sensors and 

alarm systems, is expected to provide added interest to customers.  Additionally there are 

other items being explored, including larger home appliances, such as refrigerators, room air 

conditioners and dehumidifiers.  Given the size of these products, there are challenges with 

regard to fulfillment, which has resulted in delays in getting these products to market.     

In addition to the three fixed-priced home services currently offered on the My ORU Store, the 

project team plans to expand to other seasonal offerings, such as furnace tune-ups, as well as 

variable priced services, such as heating and cooling system installations.  Efforts are underway 

to expand our third party service installer network though additional focus group discussions. 

The full roll out of the home energy reports (HER) and the My ORU Advisor portal will provide 

80,000 customers, in paper and email, with reports containing their usage information, along 

with comparisons to efficient and similar/neighboring homes.  The HER’s will also include 

information on appliance usage and the potential to achieve greater energy savings through 

Energy Star appliance upgrades.  The My ORU Advisor portal will feature an interactive home 

profile which will allow customers to evaluate energy consumed by each room and appliance in 

their home.  Customers will also have the ability to view and analyze their energy usage, receive 

energy savings tips, share their individual achievements with other participants, and earn 

rewards/points by reducing energy usage through energy savings actions.  

O&R continues to utilize targeted messaging through specific email content, including product 

information, enhanced rebates, and limited time offerings (Appendix E).  Tracking customer 

purchase preferences on the My ORU Store will allow O&R to further segment customers and 

better target emails and advertisements.  O&R will implement paid search optimization, initially 

through Google AdWords, to build awareness and drive customer traffic to the My ORU Store. 

 

 

 

 

 



 

6 

 

REV Demonstration Project: Customer Engagement Marketplace Platform  

 Checkpoints/Milestone Progress  3.1

 

 

 Expected Changes 3.2

 

 

 

 

 

 

 

The deployment of AMI has been moved to Phase 5.  The scheduled rollout of AMI to the O&R 

service territory will not be available for integration into the marketplace until 2018. 

 Issues 3.3

There are no significant issues with the program at this time.  Minor delays were experienced 

with the launch of the My ORU Advisor resulting from challenges in integrating customer usage 

data into the Simple Energy data analytics tool, which will be discussed further under lessons 

learned.    

4.0 Work Plan & Budget Review 

Actual costs to date will be filed confidentially with the NYPSC concurrently with the filing of 

this document. 
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Phase 0: Implementation - Design and develop program 

components

Phase 1: Launch – Implement marketplace with limited offerings

Phase 2: Category Expansion – integrate data analytics and 

implement complete line of product and  offerings.

Phase 3: Decision on Project Expansion – evaluate program 

performance to determine next steps.

Phase 4: Revenue Optimization – streamline product and service 

line to maximize revenue opportunities.

Phase 5: AMI Integration – upon implementation of AMI evaluate 

rate design plans for peak time rebates, TOU analytics, integrate 

TOU enrollment.

Project Schedule

Completed

2015 2016 2017 2018
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  Phase Review 4.1

The program has met key milestones and is on target to accomplish the next phases identified 

in the updated work plan discussed below. 

 Updated Work Plan 4.2

 

 Updated Budget 4.3

The program is still currently running under budget at this time due to lower than projected 

payroll expenses; two positions remained vacant for longer than anticipated. 

 Lessons Learned 4.4

There continues to be a strong correlation between email promotions, the launch of new 

products and an increase in sales volume.  Collaborative offerings from O&R and manufactures 

have enabled testing of limited time offers and higher rebates for customers to increase traffic 

Initial Marketplace Plan

Planning Workshops and Artifacts

Program Design Workshop

Customer Marketing Workshop

Merchandising Workshops

Rebate Workshop

Reporting Workshop

Final Review of Artifacts

Iterative Site Buildout and Configuration

Deploy Marketplace Infrastructure

Configure Site to Configuration Worksheet Spec

Add Site Content and Merchandise

Configure Customer Support Platform

Configure Retargeting and SEO Advertisements

Configure Email Service

Marketplace Data Integration Activities

Integrate Customer Data

Create Rebate Reconciliation Process

Integration Testing and Shakeout and Launch Prep

Marketing Content Creation

Email Copy

Paper Mailers

Press Releases/Earned Media

Bill Inserts/Onserts

User Acceptance Testing

Training

Marketplace Launch (1st wave of products)

Marketplace Marketing Plan Execution

Pre-launch Embargoed Press Release

Execute marketing plan (will be detailed as marketing plan is created)

Add second wave of products

Add third wave of products and fixed fee services offering

HER and Engagement Platform

Engagment Platform and HER Program Design

Create Program Design Document

Create Marketing Plan

Site Configuration

Tip Content

Site Configuration

Add Site Content

Configure Rewards

Configure Customer Support Platform

Set up Administration Functions

Engagement Platform Integration Activities

Customer Data

Monthly Usage Data

Set up Automated Reporting Feeds

Integration Testing and Shakeout

Marketing Plan and Content

Create HER Paper Report Templates

Create HER Email Templates

Create Customer Targeting Strategy

Create Engagement Platform Marketing Plan

Training

Train Customer Support Representatives

Launch Activities

Load Historical Usage Data

Load Historical Customer and Billing Data

User Acceptance Testing

Launch Engagement Platform and HERs

Project Schedule

Complete

In Progress

Delayed

May JuneMarch AprilNovember December January February
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to the My ORU Store.  This has not only helped increase sales, but has also provided the 

opportunity to test limited time offerings, establish manufacturer relationships and plan for 

future opportunities to test product promotions.  Problems were experienced when testing the 

integration of the customer usage data into the My ORU Advisor.  Integration took longer than 

expected because a complete test of a larger sample group of customers was not completed 

prior to the upload of data to the My ORU Advisor. 

 Recommendations 4.5

For each phase of work, the O&R project team continues to involve third parties early on in the 

process to meet timelines, build buy-in and ensure smooth delivery.    

5.0 Appendices 

Appendix A:  Marketing Email Samples 

Appendix B:  Facebook Retargeting Ad Sample 

Appendix C:  My ORU Store Bill Insert Sample  

Appendix D:  ORU.com Banner Ad & Mobile Banner Ad 

Appendix E:  Future Marketing Email Samples 
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Appendix A:  Marketing Email Samples 
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Appendix B:  Facebook Retargeting Ad Sample 
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Appendix C:  My ORU Store Bill Insert Sample 
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Back side 
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Appendix D:  ORU.com Banner Ad & Mobile Banner Ad 
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Appendix E:  Future Marketing Email Samples 

 

 

 

 

 

 

 

 


