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Project Objectives & Summary
Understand the low-income energy assistance customer journey and create stronger outcomes for 
member utilities, energy assistance agencies, and customers.

As part of the larger Low-Income Energy Assistance 
CX Research series, this project is focused on 
learning directly from utility customers who seek 
energy assistance.

Along the way, DEFG and its utility partners are 
looking to:

– Create a common understanding of the current 
customer experience when accessing assistance 
programs.

– Inform the utility teams with a shared vision for the 
journey.

– Arm the teams with a process improvement roadmap 
toward better customer outcomes and more efficient 
programs.

Key objective for this project:

 Find “Moments of Truth” and key “Friction Points” in 
the low-income customer journey in order to identify 
and prioritize improvement opportunities.

 Learn from other utilities how they are managing 
their programs, and share best practices.
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Journey Mapping Phases

Discovery
Discover hypotheses and 

existing knowledge for the low-
income customer experience.

Stakeholder Interviews

Research Review

Hypothesis Mapping

Action
Immerse utility teams in the 

voice of the customer to create 
customer-focused change.

Insights Report

Journey Maps

Action Workshop

Customer Immersion
Pinpoint critical Moments of 

Truth in the low-income 
customer journey.

25 Web-based Interviews with 
Customers from Five Utilities:

• BGE

• Citizens Energy Group

• FirstEnergy 

• National Grid

• PECO
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Customer Immersion Methodology

25 web-based interviews were conducted with utility customers receiving energy assistance.

• Feedback was collected from January 21 to March 29, 2019.

• A total of 25 energy assistance users were interviewed.

• Participants ranged in age from 27 to 71.

• 10 preferred digital channels, 11 preferred analog processes 
(mail or in person), and 4 held no preference. 

• Due to many middle-aged and elderly participants and the 
high rate of long-tenured assistance users, our results may 
differ from those in other studies.
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Additional Customer Information

Household composition
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Three adults, with children in HH
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Meet Your Customers

Megan
I am 34 years old. It’s just me 
and my two kids. I am 
unemployed and struggling to 
take care of all of my bills. 
When I first lost my job, the 
community center told me 
about energy assistance. 

Khalid
I am 45 years old and I am a 
teacher. I live with my wife 
who is a stay-at-home mom 
and our four children. This is 
my second time applying for 
energy assistance. It really 
helps, especially in the winter!

Lois
I am 64 years old. I live on my 
own but my daughter visits 
often and I babysit my 
granddaughter. My social 
security and retirement 
savings haven’t been enough 
to cover all of my expenses. My 
daughter helped me look into 
assistance programs. 

John 
I am 55 years old and I live 
with my girlfriend who works 
part time which helps with 
some of our bills. I am on 
disability and have been 
receiving assistance for ten 
years. I don’t understand how 
my bill gets so high. 

Single Parent Young Family On DisabilityRetired Professional
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Meet Your Customers
Most participants matched the “Supported” archetype. They have successfully figured out how and 
where to apply for energy assistance. And many do so year after year. 

Source: UCRC Utility Executive Interviews webcast deck



Key Themes & Findings
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Key Theme Awareness Comes through Efforts by 
Utilities, Community Groups and Personal Networks

Few applicants do independent research before applying.

• Utilities are instrumental in creating awareness, 
especially for customers already in arrears.
– Utility-sponsored TV or billboard advertising, news 

coverage about programs, and billing inserts are key 
to creating awareness.

– Once customers accumulate unpaid bills or face a 
possible shut-off, some utilities recommend specific 
programs based on the customer situation.

• Word-of-mouth through personal networks or 
outreach from community organizations is also 
very effective.
– Many customers are told about programs by friends 

and family or through outreach from community 
organizations. 

– Advertising on TV or through public displays (on 
buses, etc.) is also very effective.

At that time I was also getting food stamps…and then I was 
having trouble paying one of my bills at the time for National 
Grid. So, I had contacted National Grid and they directed me 
to our DSS building to apply for HEAP.

– Nicole, National Grid customer, inexperienced applicant

I’m already on a payment plan…because Citizens has sent 
me an email recommending for me to apply for energy 
assistance like six months back and saying that that would 
be one of my options to help me balance out my bill because 
it's so high. So, when I got an email notification saying 
application for energy assistance is open, when I went to go 
pay my bill, I went on and I submitted the application.

– Tito, Citizens customer, inexperienced applicant

A friend of mine had told me about it because they use 
energy assistance and I said ‘Girl!’, then she said ‘Go on in 
and apply, so what do you have to make?’ So she told me all 
what I have to do.

– Vincent, Citizens customer, experienced applicant

Best Practice Workable Needs Improvement
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Key Theme Application Process: Confusing and 
Burdensome for New or “Inexperienced” Applicants

In-person appointments and extensive documentation requirements are hurdles.

• Most new applicants learn about the process as 
they go through it, so they are often surprised by 
the restrictions and requirements.
– In-person appointments can be difficult to obtain or 

require very long waits if given out on a first-come, 
first-served basis. And reaching a remote office puts 
those with limited mobility at a disadvantage.

– Documentation requirements vary widely from 
very simple (one form plus paystub) to very 
elaborate (detailed documentation for all 
households members and their incomes).

• Many customers would benefit from an online 
application, but it would not work in all cases.
– Some customers lack computer literacy and need in-

person help. And current online systems are not yet 
able to handle a first-time application.

They require you to bring the Social Security card, the ID, and 
financial information. It’s a pretty big, thick stack of stuff 
that you need. I do feel like it was a little too much like I 
shouldn’t have to bring Social Security cards if I have IDs. If… 
they need a proof that my kids live here, I should be able to 
bring school documentation in place of a Social Security card 
because that’s just a little bit too much. They did ask for a lot 
of in-depth stuff. I was able to provide it, like a copy of my 
lease. That’s reasonable…I had to actually go down to the 
Social Security administration and get a Social Security card 
for one of my daughters because I didn’t ever have my 
sixteen-year-old’s Social Security card.

– Tito, Citizens customer, inexperienced applicant

I had told them when my break times were and the lady had 
actually called me on my lunch break…She looked my record 
up on the computer and she said, ‘I’ll file the paperwork and 
I’ll let you know.’ She actually had told me then that I was 
approved but they didn’t know how much and she said that 
she’d call me back and let me know how much that I was 
approved for. Which she did the same day.

– Chris, National Grid customer, inexperienced applicant
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Key Theme Application Process: Most Repeat or 
“Experienced” Applicants Found It Easy

But changes in process and benefit availability can lead them to crisis mode quickly.

• Customers who have gone through the process 
a few times mostly recertify on their own.
– They know when to look for an email or postcard to 

sign up again and can do so through a simple form, 
either online or on paper. Typically, no in-person 
visit is required.

• However, eligibility requirements can challenge 
even the most experienced customers.
– Many programs require that participants do not 

miss any payments; if that happens, that usually 
leads to decreased eligibility or cancellation.

– Moving to a new residence can require paying the 
entire outstanding balance at once, and even 
experienced customers have little time to react.

– Given typical customer challenges, these 
requirements seem counterintuitive.

Now I get a postcard in the mail, and it invites me to go 
online and fill it out. And they already have some 
information about me online, so I just put this code number 
on the card that pertains to me…And also I’m stable, I live in 
the same home, I’m not moving around. So it has my address. 
I’m still with the same electric company, so a lot of it is 
already pre-filled in. 

– Maria, PECO customer, experienced applicant

I remember because I had everything else in order. I had paid 
my deposit on the house I was moving in. Everything. I had 
already ordered the truck and paid a deposit on the truck. I 
mean everything was…I was ready to move but then I got a 
bill from BGE and I’m looking at this bill and this bill was over 
$500. I’m, like, what the heck is this?…I had to borrow that 
$500 and some odd dollars because after all the other 
money I just finished putting I had no $500 and some odd 
dollars, I had to now borrow it. I remember and that was 
years ago that that has happened to me…and I had sworn I 
was never going to get on that program ever again because of 
that. I was so angry. I remember that like it was yesterday.

– Chrystal, BGE customer, experienced applicant
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Key Theme Lack of Updates and Communication 
Are Frustrating 

Worried customers call their utility to ask when benefits will start, creating inefficiencies.

• Most applicants learn relatively quickly whether 
they are approved for assistance, but are often 
not told when benefits will start and how much 
they will receive.
– It seems that those working directly with the 

applicants often do not have this information.

– As a result, customers with both pending and 
approved applications remain uncertain and 
anxious and start calling the utility to check status.

• Once the application has been completed and 
benefits flow, ongoing communication can still 
be very effective.
– For a CAP recipient who cannot miss a payment and 

is approaching a due date, an alert can keep the 
person in the program.

It was just waiting. It was go to the website, click on status, 
‘still pending,’ click on status, ‘still pending.’ And then finally 
after two months it said, ‘in review.’ I was like, ok, good. It’s in 
motion. And then 30 days, couple of weeks later, I got a letter 
in the mail saying, hey, this is your new payment information, 
you'll be good for one whole year.
Q: How often did you check the website?
A: Every night.

– Mo, FirstEnergy customer, inexperienced applicant

I did receive a letter, I believe, from the EAP telling me how 
much assistance I would get. I was trying to find it but I 
couldn’t, how much assistance I would get for the light 
company and how much for the gas company. And then 
when I received my bills from the gas and light company, they 
noted on there how much credit had been applied. And what 
amount that they would receive from the Energy Assistance 
Program. 

– Mary, Citizens customer, experienced applicant
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Key Theme Customer Emotions – Positive

Gratitude is the prevailing emotion, followed by anxiety and relief.

• Most customers are immensely appreciative and 
grateful for the programs.
– They speak about the positive impact that the 

assistance programs have had on their situation, 
and some acknowledge the cost to utilities.

– During our interview, we did not observe a sense of 
entitlement toward the programs. Most customers 
understood that the programs took effort and funds 
to run.

• When waiting for benefits to start, customers 
undergo a period of high anxiety, followed by 
great relief when benefits start to flow.

Thankful that somebody thought of, about this, to have it. I 
remember, anytime I fill out an application they have some 
bubble where they say, is there anything else you want to 
know and you can write it, I always write ‘thank you’ on it, 
because I am grateful.

– Maria, PECO customer, experienced applicant

It’s nerve-wracking just because we obviously applied for 
HEAP for a reason. We need assistance paying for it, 
especially now during the winter, the bill goes up two or three 
times what it usually is. And my oldest has autism and 
epilepsy.

– Nicole, National Grid customer, inexperienced applicant

Well, girl, I be jumping through the roof. I be jumping, 
thinking, I think I hit the lottery.

– Malik, PECO customer, experienced applicant

I’m not going to kid, because it’s a relief. A relief knowing 
you’re going to get some help. Every little bit helps. If it was 
only a dollar month, it helps. When you’re on limited income, 
every little bit helps. It makes it easier for you to budget for 
other things. Without it, there would be times when I maybe 
wouldn’t have electric.

– Victoria, FirstEnergy customer, experienced applicant
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Key Theme Customer Emotions – Negative

If the process stretches out or becomes hard to understand, customer views can sour quickly.

• Customers become frustrated if the process takes 
longer than expected or becomes burdensome, 
requiring resubmissions and possible return trips to 
a program office.

• In other cases, customers simply do not understand 
what assistance the utility is providing, leading 
some to feel they are taken advantage of.

• However, some more experienced customers 
develop resiliency and a can-do attitude.

They told me that if I didn’t conserve on energy that my bill 
would go up, that kind of blew my mind because they told me 
I was using more energy and that my bill would go up and I 
was using more energy between the hours of 12:00 AM and 
6:00 AM, that kind of seemed strange to me…that shocked 
me because if we average it out over the year and I use less 
during the spring and the fall, why would my bill go up 
because I used more during the winter? That affected me, 
that really affected me because I didn’t understand how they 
could do this.

– Lois, BGE customer, experienced applicant

What happens is they’ll send out applications late in August. 
I’m just frustrated because you send this stuff again and 
again. They don’t even have it because they are numbered 
applications, so I end up having to go down there most of the 
time…I normally go down; it takes me maybe 45 minutes. 
This year was three hours’ waiting. 

– Vernon, National Grid customer, experienced applicant

I make sure I’m on top of everything. I’ll tell anybody if you 
need help with utilities, as soon as you hear about it, if you 
can jump on it, get in there and get in early and be through 
with it…About the middle part of October, that’s when they’ll 
start taking applications in and that’s what I did. I did that 
before I went out of town; when I got back in town, I waited 
another week or so, then I got approved.

– Vincent, Citizens customer, experienced applicant
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Key Theme Communication Preferences of Applicants

Many customers prefer digital interactions, yet they do not work for everyone.

• Most customers recognize the advantages of 
digital communications.
– No (return) trips to program offices.

– No lost or delayed mail or miscommunications on 
the phone.

• However, the digital solutions have to be 
function-rich to gain acceptance.
– System have to accept customer submissions 

reliably, something that does not currently appear 
to work in all cases, and offer push notifications.

• Certain customers cannot be served through 
purely digital communications.
– Some lack computer literacy or access.

– Others strongly prefer in-person interaction or mail 
communication, as more trustworthy and helpful.

In so many ways, just like technology. Citizens Energy Group, 
you can’t even call and talk to a person anymore, they 
completely closed last year their office downtown to where 
the public could come in and visit that needed help. You’re no 
longer allowed to talk to a human being, live. You know, like 
breathe in front of somebody that’s breathing back at you, 
you can’t shake anybody’s hand anymore. The only way you 
can talk to them now is probably on Internet.

– John, Citizens customer, experienced applicant

The only reason I say online as opposed to getting your 
copies and mailing it, I did that a few years back with my 
mother…I had all of her information, copy of her social 
security card, copy of her birth certificate, everything, and 
they swore, vowed and declared that they never got it 
through the mail. So that leaves you wondering who got all 
my mother’s information. That’s a scary thing in today’s 
world. If there was some way that would be a little bit more 
secure, that may be it.

– Victoria, FirstEnergy customer, experienced applicant



Journey Maps
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Opportunities
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The Big Idea
More Streamlined Process & Regular Updates

Our study validated the key insights and recommendations of the other streams of research 
in the overall Low-Income Energy Assistance initiative.  

Simplify documentation requirements

• Work towards pre-approval.
• In the interim, provide clear communication about what documentation is required, why it is required, and how to 

get assistance if needed.  Keep  this communication simple and customer-focused.
• Enable document upload with online application.  Mailing documentation has security risks and can lead to 

application failure.
• Use information from previous applications to streamline re-enrollment.

Optimize the application and support process across channels, but encourage digital behavior

• Ensure the online and mobile experiences are intuitive/easy to use.  
• Make sure customers know about their digital options and the key benefits of using them.
• Provide links to digital applications and helpful information on both paper and digital communications.
• Use digital to streamline the application process, by using a unique application code that delivers a  personalized 

experience.
• Encourage low-income customers to sign-up for digital billing and communications.
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The Big Idea
More Streamlined Process & Regular Updates

Our study validated the key insights and recommendations of the other streams of research 
in the overall Low-Income Energy Assistance initiative.  

Shorten wait times

• If an in-person appointment is necessary, make sure appointments are available, can be pre-
scheduled, and wait times are short.

• Optimize back-office processes to shorten wait times for approvals and application of benefits to 
application accounts.

Provide updates

• Enable self-service online status tracking of approval and benefit start dates
• Provide digital status updates/alerts via a phone application, including benefit amount and timing.
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Additional Opportunities

• Help Customers Find the Right Program(s) to Gain Stability
– Aside from SNAP, low-income customers are largely unaware of additional programs that could 

help their situation.

– Few working adults are eligible for income-support programs or other supplemental help.

– A few mentioned help from churches but commented that their programs had been cut back.

• Leverage customer’s sense of gratitude in communication
– Leverage all communication touchpoints with low-income assistance customers to reinforce 

that you are working on their behalf to help them.

– Utilities with customer advocates, and clear coordination with agencies send the message that 
they care about their low-income assistance customers and magnify the sense of gratitude.

• Ensure every touchpoint with customers who are struggling paying their bills 
includes communication about low-income energy assistance programs.
– This includes customers calling about shut-off notices or asking about payment plans.  



Appendix
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Indiana – Citizens Energy Group 
Customers appreciate the different channels available to submit applications. In-person, mail 
and digital were all mentioned as preferred forms of application submission. 

• Some customers expressed frustration when 
they tried to apply online and were rejected and 
told to schedule an in-person appointment. 

• Similarly, for reapplying, long-term users want a 
way to minimize the application process. 

Citizens Energy Group, you can’t even call and talk to a person 
anymore, they completely closed last year their office downtown to 
where the public could come in and visit that needed help…you can’t 
shake anybody’s hand anymore. The only way you can talk to them 
now is probably on the Internet…Hundreds of people go to the library 
because they have free computer use there, because they can’t even 
afford a computer, poor people, because that’s who they’re helping is 
poor people.

– John, experienced applicant

This year they had a really good submission application online and I 
liked that better because that way I don’t have to worry about making 
an appointment…So the way they did it this year made it very simple, 
even for me. I took my time and filled out all I had to do, took the 
pictures, all the credentials, had to send them in and I had no trouble. 

– Vincent, experienced applicant

Strategic Vision 

• Maintain affordability in a world of rising 
costs from infrastructure investment. It 
does no good to disconnect anyone.

*Vision statements were made during an interview with DEFG and do not represent the official position of these utilities. Question 7: “What is your strategic vision with regard to improving energy assistance?...”
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Strategic Vision 

• Choose the right metrics – a decrease in the 
number of customers who struggle. Apply 
fact-based decision making. Actions should 
have maximum benefit for customers. 

OH, MD, WV - FirstEnergy 
First Energy customers really appreciate the community agencies who work with them during 
the application process. 

• Long-term program participants were adamant 
that they preferred the in-person application 
process and plan to continue to use that 
channel. 

• The budget billing program isn’t seen as accurate 
to the amount of energy actually being used, 
which causes distrust. 

My bill usually is $150. When it gets close to December, they know 
you’re going to get that energy assistance and it jumps up to $300. I 
don’t understand, like in November, my bill was $150 and December 
had the same weather…So, I called the lady up and she was like, “Give 
me that number off your [pole],” and I did that. Well, she said, “You had 
more money then.” She really tried to tell me after I was a bad person 
because I had a big bill. She wasn’t trying to help me. She just made the 
bill higher, and I just hung up on her because I didn’t want to hear that. 

– John, experienced applicant

Really, in that department and with the energy assistance, the women 
are all very nice. Over the years I’ve worked with several of them. I 
never had any that acted like I was being a pain or she didn’t want me 
there in her chair. They’ve all been very nice. Potomac Edison, the 
electric company, I haven’t had any problems with them, with the 
exception of that, therein about October when I called and talked to 
that guy. I was like, well, that didn’t help. But other than that, I never 
really had any problems.

– Victoria, experienced applicant 

*Vision statements were made during an interview with DEFG and do not represent the official position of these utilities. Question 7: “What is your strategic vision with regard to improving energy assistance?...”
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Maryland – BGE
For some, the energy assistance program is working really well, but for others, it is confusing and 
participants feel like they are in the dark to what exactly is happening. 

• Some BGE customers expressed that they felt 
the billing was unclear while receiving 
assistance and wish there was clearer 
information on the amount of assistance they 
are receiving. 

• The energy assistance programs are needed in 
this area and customers want to make sure to 
express how thankful they are for help. 

I don’t want BGE, DHS or anybody else to look at the entire community 
as trying to get over, as trying to beat the system. There are people who 
could really benefit by what is being done, this is something that should 
continue on for an eternity as long as we have energy…maybe there’s 
some other ways to fundraise to ensure that there are enough funds to 
be able to help people. I really think that we ought to look at the criteria 
of what constitutes help and who really needs the help.

– Lois, inexperienced applicant

I had paid my deposit on the house I was moving in. Everything. I had 
already ordered the truck and paid a deposit on the truck…I was ready 
to move but then I got a bill from BGE and I'm looking at this bill and 
this bill was over $500. I’m like, what the heck is this?...That’s when 
BGE explained to me that I had to pay…I had to pay that before I move, 
otherwise, they were not going to turn me on when I moved into the 
next residence. 

– Chrystal, experienced applicant

Strategic Vision 

• All our customers, regardless of where they 
are in the financial spectrum, should have a 
commensurate experience with us. 

*Vision statements were made during an interview with DEFG and do not represent the official position of these utilities. Question 7: “What is your strategic vision with regard to improving energy assistance?...”
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Pennsylvania – PECO

PECO customers have a difficult time navigating the journey to assistance, but are grateful. 

• The PECO app is seen as a positive channel for 
communication in everyday billing and for 
applying to the energy assistance program. 

• Some PECO customers received mixed 
messages about the programs available to them, 
and what is needed to qualify for them. 

I called that number and they were basically telling me the same thing, 
that I have to pay the entire bill in whole in order to be on the CAP 
program and then I can’t be late after that. I can’t be behind on any bills 
after that. I told them, ‘Okay, I understand that my bill is more than I 
can pay right now.’ And they told me that until I pay the entire balance 
that I cannot be on the CAP program. So, I was kind of back on my 
hopeless, there's nothing I can do.

– Kenneth, inexperienced applicant

It’s called PECO.com. They have their own app. You can use it to apply 
for things, you can use it to send messages, you can use it to pay your 
bill, they notify you when your bill is coming and when it’s due and they 
tell you three days before, ‘oh, just in case you forget,’ three days before, 
‘oh, your bill is due in three days,’ ‘your bill is due in two days,’ and with 
LIHEAP they notify you…I would say I like the app. It’s very 
informative. There’s no bugs. It’s straightforward. 

– Malik, experienced applicant

Strategic Vision

• Help action agencies catch customers’ 
problems early. Provide a full suite of usage 
reduction and arrearage forgiveness 
programs. Achieve high rates of conversion. 

*Vision statements were made during an interview with DEFG and do not represent the official position of these utilities. Question 7: “What is your strategic vision with regard to improving energy assistance?...”
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New York – National Grid 
National Grid’s customers view their utility company as a helper. They appreciate the additional 
services and human touch. 

• National Grid’s website is easy to navigate and 
has energy assistance as a feature on the home 
page. 

• The consumer advocates were credited by our 
study participants as being extremely helpful 
and courteous. 

She is a credit to National Grid actually…Her approach to everything, 
she’s not judgmental of the situation. I’ve been in various situations. 
There’ve been times when I’ve had to approach her, there was an awful 
lot of personal things going on. And she would be the happiest to 
everybody, ‘Don’t look down on yourself, everything’s gonna be okay.’ It 
was more like talking to a friend than it was talking to a representative 
of the power company that’s going to turn your power off. 

– Chris, inexperienced applicant

It seems as though National Grid is going to help the customers find a 
way to pay for their bill. National Grid isn’t the big monster…even if the 
money isn’t coming from National Grid. There are people in National 
Grid helping you to get to ways to pay your bills, so it’s helpful.

– Laura, experienced applicant

Strategic Vision 

• Apply data analytics to a web portal to offer 
customization. Focus on customer ease –
make it simple, fast and efficient. Get 
customers everything they are entitled to. 

*Vision statements were made during an interview with DEFG and do not represent the official position of these utilities. Question 7: “What is your strategic vision with regard to improving energy assistance?...”
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Participant Details – Part 1 

Utility Age Gender Employment Household 
Size 

State Preferred 
Channel

Shut-off 
Notice

Years of 
Assistance

BGE 64 Female Retired 1 MD Both No 1

BGE 60 Female Disability 1 MD Digital No 20

BGE 43 Female Employed 2 MD Analog Yes 9

Citizens 68 Female Retired 5 IN Digital No 15

Citizens 34 Female Unemployed 3 IN Analog No 1

Citizens 37 Male Unemployed 3 IN Digital No 1

Citizens 53 Male Disability 1 IN Digital No 10

Citizens 61 Male Disability 3 IN Analog No 10

Citizens 71 Female Retired 1 IN Analog No 10

FirstEnergy 61 Male Employed 2 OH Analog Yes 10

FirstEnergy 55 Male Disability 2 WV Analog Yes 10

FirstEnergy 40 Male Employed 6 OH Analog No 1

FirstEnergy 61 Female Disability 1 MD Digital No 25

FirstEnergy 39 Male Employed 6 OH Digital No 2
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Participant Details – Part 2 

Utility Age Gender Employment Household 
Size 

State Preferred 
Channel

Shut-off 
Notice

Years of 
Assistance

PECO 45 Male Employed 6 PA Digital No 2

PECO 30 Female Employed 3 PA Both Yes 2

PECO 39 Female Unknown 8 PA Digital No 10

PECO 49 Female Disability 1 PA Digital No 10

PECO 39 Male Unknown 3 PA Digital Yes 1

National Grid 61 Male Disability 1 NY Analog Yes 1

National Grid 57 Male Employed 2 NY Analog Yes 1

National Grid 53 Female Unknown 1 NY Analog Yes 10

National Grid 27 Female Employed 4 NY Digital No 1

National Grid 45 Female Unknown 2 NY Digital No 7

National Grid 68 Male Retired 1 NY Analog Yes 6
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Who is Heart of the Customer? 

96% of our business* comes from journey mapping.

We are a dedicated 
journey mapping firm.
This is what we do. It’s our 
focus and our mission.

*Based on 2018 revenue
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