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Executive Summary

Utilities worldwide are undergoing a fundamental transformation driven by digital technologies, advanced
metering infrastructure (AMI), distributed energy resources, decarbonization initiatives, and rising customer
expectations. Today's utility customers expect the same intuitive, personalized, and always-available digital
experiences they receive from banking, retail, and telecommunications providers. They demand instant
access to account information, transparent billing, digital payments, proactive notifications, and intelligent
recommendations that help them better manage their energy or water consumption.

Impresa CX is an Al-powered Digital Customer Engagement Platform purpose-built for electric, water, gas, and
district cooling utilities. Delivered as a secure, cloud-native Saa$S platform, it provides a unified digital
engagement layer that sits above existing CIS, Billing, Meter Data Management, CRM, Field Service, and
Payment systems. Rather than replacing core operational systems, Impresa CX orchestrates customer
journeys across web, native mobile applications, contact centers, Al-enabled agent workspaces, and virtual

assistants, delivering a consistent omnichannel experience.

The platform combines customer self-service, Al-powered analytics, advanced usage insights, affordability
programs, digital service management, and intelligent customer support to help utilities improve customer
satisfaction, increase digital adoption, accelerate Meter-to-Cash performance, and significantly reduce service

delivery costs.
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Delivering a Connected Digital Customer
EXperience

Modern utilities interact with customers through numerous disconnected touchpoints, including web portals,
mobile applications, contact centers, payment gateways, field service organizations, billing systems, and
outage management platforms. Without a unified engagement layer, these interactions often result in
fragmented customer experiences, inconsistent communications, duplicated processes, and increased

operational costs.

Anniversary

Extreme Weather o 9 o Welcome to Utility
High Bill Coming

Intelligent

Utility .
Interactions
® o

Bill Receipt

Call into Call Center

New Solar Installation . .
% Utility Report Arrives
Charging Facility @ @

Seasonal Change

Impresa CX addresses these challenges by serving as the System of
Engagement for the utility enterprise. Built on an API-first,
microservices-based architecture, it securely integrates with existing

enterprise applications while providing customers with a seamless
digital experience across every interaction.

For utilities, this translates into

The platform enables customers to independently manage their utility lower call center volumes,
relationship through a reduced manual processing,
comprehensive self-service experience. New customers can register faster onboarding, improved
using secure OTP-based authentication, manage communication customer engagement, and higher
preferences, link multiple utility accounts, enroll in demand response digital channel adoption while
programs, request new services, and even initiate new connections preserving investments in existing
with advance deposits. Existing customers can update personal enterprise systems.

information, manage paperless billing preferences, and access selt-
help resources without requiring assistance from customer service

representatives.
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Comprehensive Customer Self-Service anad

Intelligent Engagement

Impresa CX delivers an integrated suite of customer engagement capabilities designed to simplity every stage

of the customer lifecycle.

Customers can access detailed billing histories, download bills, make secure online payments, configure
AutoPay, manage deposits, enroll in budget billing programs, establish payment arrangements, and
participate in affordability initiatives directly through the portal or native mobile application.

Usage Analytics

Track how your electricity use changes over time.
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Beyond traditional account management, the platform provides advanced consumption intelligence powered
by smart meter data and Al. Customers can visualize electricity, water, or gas consumption across hourly,
daily, weekly, monthly, quarterly, and annual intervals through interactive dashboards. Weather-normalized
consumption trends, neighborhood comparisons, projected bills, personalized consumption thresholds, and
downloadable Green Button compliant data empower customers to better understand and manage their

usage.

For commercial and industrial consumers, additional analytics
including Maximum Demand, Sanctioned Load monitoring, and Power
Factor performance help customers optimize operations, avoid
penalties, and improve energy efficiency.

The platform also supports comprehensive digital service
management, allowing customers to request move-in, move-out,
service transfers, refunds, outage reporting, complaint registration,
online meter reading submissions using Optical Character Recognition
(OCR), and real-time service request tracking. Rich self-help content
including FAQs, video tutorials, user guides, and Al-powered virtual
assistants further reduce dependency on customer service
representatives while improving customer satisfaction.
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Al-Powered Customer Intelligence and Agent

Productivity

Artificial Intelligence is at the heart of Impresa CX's next-generation customer engagement capabilities. Rather
than simply digitizing existing processes, the platform leverages Al to deliver proactive, personalized, and

contextual customer experiences.

The Al-enabled Agent Portal equips customer service representatives with intelligent decision support tools
that dramatically reduce Average Handle Time (AHT) while improving First Contact Resolution (FCR). Integrated
customer profiles, service history, outage information, billing context, and Al-generated recommendations
enable agents to resolve customer inquiries quickly and accurately.

Advanced Al Capabilities

* Bill Forecasting: Predicts upcoming bills using
historical seasonal consumption patterns,
allowing customers to anticipate future costs
before billing cycles are completed.

* Bill Explanation: Identifies key drivers behind
bill increases, helping agents and customers
understand changes in consumption.

* Load Disaggregation: Applies machine
learning techniques to estimate appliance level
energy consumption from smart meter data
without requiring additional hardware.

Home Analytics
Appliance breakdown - neighbour com pariscn - efficiency assessmen t

Appliances Neighbor Benchmark Home Assessmen t

9 79.4 Hvac Hvac

+39.9 kWh above
benchmark

appliances detected kWh/day disaggregated 50 kWh/day top load

Energy Split Appliance Detail
30-day average USD cost estimated at current rate

Water Heater 12.9 kWh/d ]
‘ 4 efficient
3.8 ‘?5 % — $70/mo

3.2
+ Base Load 4.8 kWh/d

——"1 $26/mo

Dishwasher 2 kWh/d
CJ
E— $16/mo

@ Washing Machine 2.5 KkWh/d s efficient

These insights allow utilities to deliver highly personalized energy-saving recommendations, support
demand-side management initiatives, encourage enrollment in efficiency programs, and improve

customer awareness of energy usage.

Collectively, these capabilities transform customer service from reactive problem resolution into
proactive customer engagement and long-term customer advocacy.
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Enterprise Architecture Built for Modern
Utilities

Impresa CX has been designed as a cloud-native, enterprise-grade engagement platform capable of
supporting utilities of every size. Its modular architecture is based on microservices, REST APIs, configurable
business rules, and metadata-driven configuration, enabling utilities to rapidly adapt to changing regulatory,
operational, and business requirements.

A

The platform integrates seamlessly with Customer Information
Systems (CIS), Billing, Meter Data Management (MDM), Payment
Gateways, Field Service Management, Customer Relationship
Management (CRM), Outage Management Systems (OMS), Geographic
Information Systems (GIS), and Enterprise Resource Planning (ERP)
applications through standardized APIs and enterprise

integration frameworks. This architectural flexibility
enables utilities to modernize

Delivered as a secure multi-tenant Saa$S platform with optional on- customer engagement

premise deployment, Impresa CX incorporates enterprise-grade incrementally without disrupting

authentication, API security, audit logging, role-based access control, existing investments in enterprise

notification services, multilingual support, and configuration-driven systems or business processes.

extensibility. Native applications for both Android and iOS provide
optimized performance while maintaining a consistent user
experience across all digital channels.
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Business Outcomes and the Future of Utility
Customer Engagement

Utilities implementing Impresa CX gain significantly more than a customer portal — they establish a strategic
digital engagement platform capable of supporting evolving customer expectations and future business

models.
Key Benefits Strategic Value
» Enhanced customer satisfaction through intuitive » Advanced usage analytics & personalized
digital experiences recommendations
* Improved Meter-to-Cash performance » Affordability programs support
» Lower operational costs through automation * Demand response integration
* Increased first-contact resolution » Sustainability objectives alignment

Successful implementations across utilities such as DPDC Bangladesh, Qatar Cool, Jammu & Kashmir Power
Development Department, and Emicool demonstrate the platform's ability to improve digital payments,
simplify onboarding, increase customer transparency, reduce support workloads, and modernize customer
engagement across diverse utility sectors.
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Good Morning, Alex!

Here's what's happening with your account today.
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Looking Ahead

The Impresa CX roadmap continues to advance
toward autonomous customer engagement through
Customer Digital Twins, RAG-powered utility
knowledge, Explainable Al, Voice Al, hyper
personalized customer journeys, intelligent

affordability guidance, and autonomous service
resolution.

By combining artificial intelligence with deep utility
domain expertise, Impresa CX positions utilities to
evolve from transactional service providers into
intelligent, customer-centric digital enterprises.
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Learn More
To schedule a live demo or find out more information,
visit www.Impresa.ai or call +1-919-594-9222
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