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Company Overview

Largest company in Portugal 

(€12 B market cap, €3,7 B EBITDA)

#4 worldwide in renewables/wind generation

53% EBITDA outside Portugal

Present in 14 countries



Company Overview

EDP SA

EDP Innovation EDP Imobiliária

EDP Valor

EDP Commercial Solutions

EDP Sãvida

Transversal Support & Shared Services

EDP Labelec

EDP International Fundação EDP

Other Areas

Electricity sector

Generation

EDP Production

EDP Renewables

EDP Brazil

EDP Spain

Distribution

EDP Distribution

EDP Brazil

EDP Spain

Commercial

EDP Commercial

EDP Serviço Universal

EDP Brazil

EDP Spain

Gas sector

CommercialDistribution

EDP Gas

EDP Spain
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From 
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ONE



~ 6 M

2016 2017

1.82 M

4.25 M

0.06 M

2012 2013 2014 2015

Evolution of Energy Supply Market in Portugal

5.77 M

0.33 M

0.03 M

Regulated

Liberalized B2B

Liberalized B2C

Customers

Source: ERSE, EDP Analysis

2006 2007 2008 2009 2010 2011



Evolution of Energy Supply Market in Portugal

Customers

Competition

Products

& Services

Channels

Promotions

& Campaigns

Partnerships

Market  4.2 M clients in the Liberalized Market  0.36 M clients in the Liberalized Market

 Mainly mono-fuel

 Irrelevant market penetration of smart meters

 Limited, with reduced headroom margins

 Only Iberian utilities

 Very limited catalog of Products and Services

 Mainly stores/agents and contact center

 Mass marketing

 Non commercial campaigns 

 Use of limited partnerships

 Strong influence of dual-fuel and value added services

 Increasing market penetration of smart meters

 Aggressive, despite very limited in headroom margins

 Non-traditional entrants (retailers, online players, etc.)

 Diversified Catalog, including energy, value added services and integrated 

solutions

 Diversification of channels and reinforced self-care

 Proactive campaigns, with predefined targets

 Many campaigns per year, several simultaneous

 Use of key partnerships, both in channels and in value added services 

delivery management

2011 Today
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To

“ONE to ONE”a

relation with our Customers



Road to a Customer Centric Organization

2011-2012

Integration of 
Commercial Areas

Stage 1

2012-2013

Focus on
Commercial levers

Stage 2

2014-2015

Focus on Operational and 
Customer Experience

Stage 3

2016-2017

Commercial and 
operational excellence

Stage 4

“To be Portugal’s favorite 
company due to its offering 

and service excellence” 

Customer at the center of our 
work

Target



Integration of Commercial Areas

EDP 
Soluções Comerciais

EDP 
Comercial

EDP 
Serviços

EDP 
Gás Comercial

EDP 
Serviço Universal

RM EDP 
Gás Serviço Universal

RM

Customers
(Electricity, Gas and Services)

EDP 
Comercial

EDP 
Distribuição

EDP 
Gás Distribuição

Contacts and 
Malfunctions

Contacts and 
Malfunctions

2011-2012



Focus on Commercial Levers
2012-2013

B2C - EDP created a broad and attractive offering for its Customers

Electricity

Electricity
+

Gas

Services



Focus on Commercial Levers
2012-2013

B2B - Energy Services were significantly developed to complement the Energy offering

save: to compete
Energy Efficiency Program 

ease: 
Energy Management Tool for Businesses 



Customer receives invoices and has doubts about payment

Focus on Operational and Customer Experience
2014-2015

A broad B2C Customer Experience redesign program was launched and is being executed

Customer Journey Mapping

Customer knows that several offers are available on the marketCustomer asks information about products and servicesCustomer interacts sending meter readingsCustomer searches information on how to change addressCustomer searches information on how to change or join servicesCustomer wants to know how to rescind his contract



Focus on Operational and Customer Experience
2014-2015

Online platform and mobile app were restructured to increase usability and usefulness

edponline edponline: Key Features

 Customer self-care platform 

 Send meter readings

 Consult invoices

 Manage multiple energy contracts

 Consumption online

 Multiple frontends (website / app)



Focus on Operational and Customer Experience
2014-2015

B2C - EDP has been developing products for segments with high growth potential

Microgeneration Online Offers Energy Management Electric Mobility



Commercial and Operational Excellence
2016-2017

How can we reach 

Operational Excellence?
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Analytics: what it is?

“Analytics is defined as the scientific process of transforming data into insight for making better 
decisions.”

INFORMS

“Analytics is the discipline that applies logic and mathematics to data to provide insights for 

making better decisions.”

Gartner



Analytics Capabilities Used Across the Decision-Making Process

Source: Gartner: Extend Your Portfolio of Analytics Capabilities, 2013 

#G00254653



Analytics: why it matters?

Predictive

Analytics

Descriptive

Diagnostic

Decision

Analytical

Monitoring 

Business

Deployment

Data

Customer 
360º

Website

Direct Mail

Store/Agent

Email
Social 

Media

Mobile

IT Systems

External 

Files

Action



From Several Sources to a Unified Data Model

Databases

Services

Files

Internal 

Systems

Data Analytics Decision

Unified 

Data Model
Virtualization 

Layer

Data Mart

Data Mart

Data Mart

…
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InnovativeNew Data

Interactive Experiment

PrototypeLeading Edge

Define 
Objectives

Develop 
Model

Validate and 
Select Best 

Model

Deploy and 
Monitor 
Model in 

Production

New Approach to Predictive Analytics LifecycleTraditional Predictive Analytics Lifecycle

Lifecycle for a Customized Approach to Analytics

Collect and 

Prepare Data

Deployment Discovery

Collect and 

Prepare Data



A Customized Approach to Analytics

Data Analytics Decision

Descriptive

(What happened?)

Digital Customer and OmniChannel

Customer Segmentation

Invoice estimates

New Customers Acquisition 

Diagnostic

(Why did it happen?)

Customer Experience Scorecard

Market Analysis

Voice of Customer

Stores Performance Dashboard

Predictive

(What will happen?)

Propensity to Churn *

CLV *

Cross-Sell

Propensity to Debt

* Models under development or in pipeline



A Customized Approach to Analytics

Data Analytics Decision

Analytical

Monitoring 

Business

Deployment

 Monitor analytical models deployed in production using a 

minimal-waste strategy

 Ensure technical integration between analytical models and IT systems

 Ensure availability of a test & learn environment to run business pilots and a 

migration path to production

 Build deployment approach integrating business rules and models in order to 

deliver a more informed decision support system



Analytics: A Customer 360º Approach

Predictive

Analytics

Descriptive

Diagnostic

Decision

Analytical

Monitoring 

Business

Deployment

Data

Customer 
360º
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External 
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Action
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