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CONNECTING THE 
UTILITY INDUSTRY 

TO SOLUTIONS

FOR NEARLY 30 YEARS

Chartwell provides actionable insights, 
collaborative problem-solving 

opportunities and events to help utilities 
improve customer experience and 

operational efficiency. For more information on Chartwell membership, 
please contact Suzanne Haggerty: 

shaggerty@chartwellinc.com
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▪ Directors web portal – Steve Waters

▪ Closing the loop on Strategic Roadmaps

▪ NiSource Digital Transformation Roadmap – Jennie Maier

▪ Black Hills Energy CX Roadmap – Max Carlson, Jeff Drahota

▪ Closing the loop on KPIs, C-sat, and Dashboards

▪ Black Hills Energy CX Dashboard – Max Carlson, Jeff Drahota

▪ Director’s Strategic Council member’s C-sat metrics – Jennie King

▪ Customer Affordability/O&M Reduction – Steve Brophy

▪ Extended Spring Meeting March 24, 2022

Directors' Strategic Council AGENDA
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Closing the loop on Roadmaps

Black Hills Energy



NiSource CX Transformation
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BHE CX Roadmap
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BHE CX Roadmap – measuring successes
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BHE CX Roadmap – measuring successes



Closing the loop on KPIs - dashboards



BHE – CX Dashboard sample
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BHE – CX Dashboard sample



BREAK



• Labor
• Moving O&M dollars to capital (digital projects, field operations 

support)
• Outsource/contract vs internal labor
• Centralized vs decentralized org structure
• Appropriate number of head count and management structure

Customer Affordability / O&M Reductions



• Partner with a vendor vs build and maintain in house?
• Digital platform cost

• Technical debt
• Cloud/SaaS models lead to increased license cost (O&M)

Customer Affordability / O&M Reductions



• Channel Strategy
• Decommissioning vs adding new channels

• Using VOC to drive channel selection and optimization
• Regulatory i.e., pressure to serve all customers
• Cost to serve by channel
• Channel migration strategies to lower cost to serve

Customer Affordability / O&M Reductions



DSC meeting March 24, 11a-5p ET

March meeting will be virtual
• Guest speaker Neil Dempster on 

“Culture Transformation: Building & 
Sustaining a Customer-Centric Culture”

• General sessions –
VOTE NOW ON TOPICS

• Breakouts – by topic & function 
VOTE NOW ON TOPICS

• Social hour
• Invitation to follow 
• Agenda to follow

Neil Dempster

Clearview Performance Systems
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