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Energy used to 
be a commodity 
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From invisible 
commodity to 
personal reality
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Vattenfall 
Netherlands

Generates, Distributes and 

Delivers energy.

Operates in:

• Nordics,

• United Kingdom, 

• Germany and 

• Netherlands.

Owned by Sweden



There is a way
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Vattenfall aims to be the leader in the energy 
transition

There’s a way



Our Dutch electricity market…

60 
local 

competitors

2.5m 
businesses

8.4m 
households

60% 
market 

share big’ 3’

10-15% 
change 
yearly
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The retention challenge

Customer base under 

pressure
High acquisition costs Unpredictable market 

dynamics
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Which energy 
contract fits my 

personal situation 
best?
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Why help people reduce energy usage 
if we make money from selling energy?

earn trust retention cross sell long time value



Supporting customers through energy uncertainty across the life cycle. Enabled by 
Adobe technology.

1

Onboarding

2

Build 

Loyalty

3

Contract 

Renewal
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Onboarding: clear, relevant, personal to build trust from day one



Building loyalty through meaningful, personalized energy support

Recognition-seekers Peace-of-mind seekers Bargain hunters Environmentally aware 



Sustainable home solutions that fit customer homes and needs



Contract renewal: helping customers make the right energy choice
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7x
faster time 
to market

+16
increase 

NPS points

-5% 
call centre 

relief 

50% 

click to 
open

What we’ve accomplished so far
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With over 450 propositions, 
how do we offer the right products and services to the right customer?

Different usage patterns

Subscriptions

Retail products



Our approach to scale personalization in this 
complex energy market

New technology Our transformationThe team



A personalisation engine delivered by and for the people

Project team

Merkle Vattenfall Adobe



Delivered with the end in mind

Use-Case enablement

Design with the 

end in mind

Implement together 

with the business

Operate efficiently at 

scale

Key-Users

Retention Loyalty Acquisition



Laying the data foundation in Adobe RT-CDP



Assuring each connection can be activated upon



Orchestration with Adobe Journey Optimiser at its core



Biggest shift with scaling AJO Decisioning



People in transformation

time



Supporting smarter energy choices: 
today and tomorrow. 



There is a way
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Vattenfall aims to be the leader in the energy 
transition

Any questions 
you have 

at this time
?



Visit the Merkle/dentsu Booth #1207

Request a Meeting

Diederik Kielbaey
Merkle



Closer Slide
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Take the survey in 
the Summit app for a 
chance to win!

Scan to take 
the survey

Session prize Grand prize

$20 Starbucks
gift card

Marshall Portable 
Bluetooth Speaker

(one per session) (one per day)
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