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Puget Sound Energy 

 Headquarters: Bellevue, WA 

 Employees: 3,000+ 

 Serving 11 Counties 

 1 Million Electric Customers 

 750k Natural Gas Customers 
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PSE’s Green Power Program 

 Customers: 31,209 
 Residential: 30,000+ 

 Commercial: 1,000+ 

 314,892,506 kWh of 
renewable energy supported 
in 2010 

 2009 Green Power Program 
of the Year 
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Enrollment Goal 
 Currently: 3% Participation 

 Customer Participation by February, 2014: 5% 
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PSE Customer Access Center 

 200+ Customer Service Reps 

 7,000-12,000 Calls Per Day 

 Mostly regarding:  

 Start/Stop Service 

 Payment Arrangements 

 High Bill Inquiries 

 50%+ customers unaware of our Green Power Program.  
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Barriers to Launch: 2009 

 Service Quality Index 
 75% of calls answered within 30 seconds.  

 Dedicated Energy-Efficiency Staff 
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How could we both benefit? 

Increase Enrollments in Program 

 
 

 

Added Customer Service 
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Barriers to Launch: August, 2010 

 Timing 

 Union Issues 
 Enrollment Process 

 Employee Fairness 
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Barriers to Launch: February, 2011 
 

 Training 

 

 Legal 

 
 Taxes 

 

 Prizes 
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Awards Network 

 Prize Fulfillment 

 Points Management 

 Web Customization 

 Union Acceptance 
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Green Power Access Center Challenge 

 August 1st – October 31st 

 Earn points for 
enrollments.  

 Points can be exchanged 
for prizes. 
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Training 
 200+ Agents over 20 sessions 

 1 Hour Each 

 Overview of Green Power 

 Overview of Challenge 

 It’s not sales; it’s customer service 

 Practice, practice, practice 
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Voice Analytics 
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Competition… 
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Results 

 Increase Enrollments in Program 
 Total Enrollments: 549 

 Enrollment Rate: 11.0% 

 100% Option Enrollment Rate: 80% 

 Majority: Move in/Transfer Customers (324) 

 Top Enroller: 123 Enrollments 

 Agents that mentioned the program at least once: 123 

 Number of customers called to request Green Power: 2  
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Results 

 Added Customer Service 
 Appreciative of the option, but don’t want to pay more. 

 Customers that enroll think it’s great. 

 Small percentage had a negative attitude towards the program. 

 Saw minimal increase in call handle time.   
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Results 

 Improve Employee Satisfaction 
 Employee development with training on the program.  

 Offering prizes for enrollments. 

 Offering group incentives for hitting milestones.  

 Recognition from management to top performers. 

 Offer continual availability and visibility.  
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Thank You 

Tyler O’Farrell 
 
p: 425.462.3688 
 
e: tyler.ofarrell@pse.com 
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