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Celebrating Excellence 
and Forecasting the Future
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3.51

3.77

3.98

4.19

4.21

4.47

4.6

Engaging customers with rich multimedia, images and video

Customer service automation (e.g., chatbots, virtual customer
assistants)

Analytics dashboards that support customer care

Mobile application-based customer service

Better-designed mobile technology for field crews

Better OMS models for more accurate ETRs

SMS/text-based customer service

Source: 2022 Outage Communications Industry Benchmark Survey, n=43
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Future 
Trends

• AMI 2.0 may transform outage 
customer experience

• AI & Chat is transforming 
outage interactions with 
customers 



www.chartwellinc.com INSIGHT FOR TOMORROW’S UTILITY

Thank you for attending PowerUp 2023!
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