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We have a field in the billing system (Orbit Customer Management and Billing – CMB) for a customer’s email address.  Some utilities have set up an additional UDF to be able to capture a second email address for their customers.  But no email address fields are required to save a customer record.
 
Yes, you can put a “task” in a service order to prompt the CSR to gather the email address during the service address.  That would create a situation where new customers, those adding additional services or location, or those moving from one service location to another would be presented to the CSR to collect the email address.
 
But there are many instances of customer contact that do not require a service order and would not have a prompt from a task.  How do you get information from those customers?
· CMB has queries that can be used to find customers that are missing an email address.  Those results can be exported and then used as a source for a mail merge document sent separately from the billing statement.  The list could also be used for a call system file.  Utilities could consider using their call system to broadcast a standard message encouraging the customer to contact the utility to provide their email address.
· Billing messages on the statement could also be a place to advertise this, and some utilities have a place for information updates on the back of the statement stub that can be returned with the utility payment.  CMB allows utilities to set up their own billing messages, which become part of the bill export file processed by the print vendor.
· Outside of CMB, any recording the customer hears when they call the utility can include verbiage about collecting email addresses, and the utility’s website can also communicate the need for the email address.
· Outside of CMB, the utility can incorporate this need as part of their culture.  Just like CSRs know to get a copy of an ID even when the utility doesn’t have that as a service order task, they would learn to see email addresses as the same type of requirement.
· Finally, CSA’s new Orbit Customer Portal will soon (expected by the end of the year) have the ability for customers to update phone, email and some other contact information from within the Web portal and phone app.
 
Of course, once the utility has email addresses, they can be queried and exported to enable email communication with customers.

