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Define person’s role and build distinct rules on how and what to 

communicate. 

 

Members of the team need to be: Legal, Marketing, Leadership, Operations 

and Customer Service.  Once the team is formed then you have a number of 

items to solve. 



Utility Identity – “Reliable”, “Innovator”, “Quality”, etc.   

 

Utilities need to define what will be identity they want to build.  All 

messaging should connect back to this common theme.  Everyone in the 

Utility should know the theme and be able to provide simple talking points. 



Even if you don’t use every social channel own your name on everyone. 

 

Once you own the different channels understand who you want to 

communicate with and who use each.  Facebook for example provides a 

completely different segment of people than Instagram. 



71% of adult internet users/58% of entire adult population 



23% of adult internet users/19% of entire adult population 



26% of adult internet users/21% of entire adult population 
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