
SPOLIGHT

A strong digital experience begins with an established 
foundation of basic elements like a reliable log in experience 
and the site/app not looking dated, yet over 30% of utility digital 
experiences do not meet basic foundational components. 

What can utilities do to 
counter this trend? 

The current approach to digital being 
taken by utilities is falling far short of 
customer expectations. 
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Websites and mobile apps are 
the first places most customers 
turn when they want 
self-service, have 
questions or experience 
a problem with a product 
or service.  

Overall satisfaction is substantially higher 
for mobile app users, yet nearly 1/3 of the 
largest utilities do not offer an app.* 

In many service industries, 
customers find what they 
need. However, utilities lag 
way behind other industries.
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*2025 app audit of the largest utilities

https://www.jdpower.com/business/us-utility-digital-experience-study

