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Driving Better Customer Experience in Energy with Data and Digital Tools

Customer Experience
& Digital Channels

Energy customers expectations are evolving
In today’s competitive energy landscape, customers expect more than just basic utilities; they demand omnichannel support, intuitive self-service 
portals, and personalized insights into their energy usage. The rise of AI-driven applications and dynamic pricing models is fundamentally reshaping 
how both retailers and distribution system operators (DSOs) engage with and retain their customers.

Trust and differentiation through customer centric services
Customer experience is becoming a real differentiator in the energy sector, and both retailers and DSOs are increasingly aware that meeting basic 
regulatory expectations is no longer enough. Many organizations are now rethinking how they communicate with customers, how they use data, 
and how they simplify everyday interactions. KPMG in Romania continues to support clients through this shift, helping them tackle practical 
challenges while finding ways to build stronger, more transparent relationships with their customers. By focusing on clear communication, better 
designed digital tools, and a more personalized approach, utilities companies can strengthen trust and improve the overall customer experience in a 
market that keeps changing.

How to elevate energy customer experience
To address these rising expectations, KPMG clients, both retailers and DSOs, are implementing a range of innovative strategies:

1. Journey Mapping and Quick Wins: Clients are focusing on resolving common pain points, such as enhancing billing clarity, streamlining 
move-in and move-out processes, and improving outage notifications, to achieve quick enhancements in customer experience.

2. Personalized Insights: Using analytics, clients can provide tailored efficiency advice and actionable insights based on customer behavior and 
goals, empowering customers to make informed decisions about their energy consumption.

3. Dynamic Pricing and Flexibility: Both sectors are exploring innovative pricing models, such as time-of-use pricing, demand response programs, 
and loyalty incentives, to encourage active customer participation and create a more flexible service environment.

4. Experience Metrics: Monitoring customer experience through metrics such as Net Promoter Score (NPS), digital containment rates, and churn 
metrics segmented by customer demographics help retailers and DSOs measure the effectiveness of their initiatives.

Delivering transparency and personalized guidance
For both retailers and DSOs, the need is clear:

• Delivering Transparent Billing: Customers look for clarity in their billing statements and proactive communication in relation to outages and 
service issues. Providing transparency builds trust and loyalty.

• Providing Tailored Efficiency Advice: As consumers seek to use energy efficiently, both retailers and DSOs must offer personalized 
recommendations while prioritizing customer privacy.

Navigating Risks in Customer Experience Innovation
As energy retailers and distribution system operators pursue these strategies, they must remain aware of potential pitfalls that could undermine 
their efforts:

• Superficial Customer Experience Focus: Focusing solely on cosmetic improvements in customer interactions while neglecting foundational 
processes and data integrity can result in missed opportunities for genuine engagement.

• Overly Complex Tariffs: Complicated tariff structures can confuse customers and discourage them from engaging fully with the services offered. 
Clear communication is vital so that customers understand the value these tariffs provide.

• Ignoring Customer Segmentation: A one-size-fits-all approach that overlooks the unique needs of different customer segments, such as electric 
vehicle (EV) owners, small and medium-sized enterprises, and vulnerable customers, can leave critical groups dissatisfied.

București-Ploiești Road, no. 89A,
District 1, Bucharest, 013685
T: +40 (372) 377 800
F: +40 (372) 377 700
E: kpmgro@kpmg.ro

www.kpmg.ro

Bucharest

KPMG in Romania

The information contained herein is of a general nature and is not intended to address the circumstances of any particular individual or entity. Although we endeavor to provide accurate and timely 
information, there can be no guarantee that such information is accurate as of the date it is received or that it will continue to be accurate in the future. No one should act on such information without 
appropriate professional advice after a thorough examination of the particular situation.

The KPMG name and logo are trademarks used under license by the independent member firms of the KPMG global organization.

©2026 KPMG România SRL, a Romanian limited liability company and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a 
private English company limited by guarantee. All rights reserved.

Andreea Niculae
Partner,
Advisory Technology Consulting,
KPMG in Romania

Liviu Drăguceanu
Director,
Advisory Technology Consulting,
KPMG in Romania

https://kpmg.com/ro/en.html
https://x.com/KPMGRomania
https://www.linkedin.com/company/kpmg-romania/posts/?feedView=all
https://www.facebook.com/KPMGRomania
https://www.instagram.com/kpmgromania/
https://www.youtube.com/@kpmgromania/featured

