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E Source Website Benchmarking
• Study conducted every two years since its launch in 2002. In 2023, they assessed 93 

North American electric and gas utility websites;
• Results benchmark utility company websites and gain insight into their success in serving 

residential customers.
• The reviews were focused on four usability components:

• Appearance—how appealing residential customers found the site’s overall design
• Findability—whether a feature was found at all and how hard it was for a reviewer to find
• Functionality—how well the feature meets customers’ needs, based on our best-practice criteria
• Content—whether the information given on a feature is relevant and easily understandable, plus how 

many pages the customer had to go through to find it

• Tested 10 features on both desktop and mobile devices:
• Five (5) features from the public side of the website (Home Page, Contact Us, Payment and Billing 

Options, Outages or Emergencies, and—new in 2019—Energy Efficiency)
• Five (5) features from the secure side of the website (My Account, Make a Payment, Account 

Preferences, Online Bill Viewing, and My Energy Use).



TPU’s Web Experience
MyTPU.org – Public website
• Open access
• Includes Power/Water/Rail sites
• Utility-wide information/education
• Access to Power outage/Water event maps
• Program participation/enrollment 
• 200k-300k monthly visits
• 66% mobile, 32% desktop, 2% tablet

MyAccount – Secure website
• Customer-created accounts
• Payment/billing
• Access to Power outage/Water event 

maps
• Links to MyTPU.org
• 130k-150k monthly logins
• 57% mobile, 42% desktop, 1% tablet



Year Note Rank

2017 Legacy MyTPU.org & legacy MyAccount 74th

2019 Relaunched MyTPU.org with modern design, and overhauled the 
content and organization (legacy MyAccount)

46th

2021 Continued to refine MyTPU.org content, launched interactive Power 
Outage map with online/text reporting functionality (legacy 
MyAccount)

39th

2023 Relaunched MyAccount with modern design, enhanced functionality, 
featuring data from Advanced Meters

……

Historical Scores & Improvements



2023 Overall Scores





Overall Appearance

E Source experts used screenshots of up to four features on your website—Home Page, Contact 
Us, Outages, and MyAccount—to have utility customers review first the desktop versions, then 
the mobile versions on overall appearance. The customer reviewers were asked to give an 
overall rating for each set of screenshots on a 5-point scale where 1 means not at all appealing 
and 5 means extremely appealing.



Energy Efficiency Content



Power Outages Content



Power Outages Functionality



Billing & Payment Options



Make a Payment Functionality



Account Preferences

• Findability • Content 

✖ Includes estimated bill amount notification option
✖ Includes midcycle usage alert option
✖ Includes high-energy-usage threshold notification option
✖ Includes notification of payment arrangement options
✖ Includes option to receive information on how to decrease 
energy usage
✖ Includes service order alert option
✖ Includes demand-response event notification option



Recommendations
1

Include additional Contact channels
We recommend adding features such as call wait times, an online chat option, and an option for users 
to request calls from your utility. These improve the customer experience and offer more 
communication channels between the customer and the utility. We also recommend listing social media 
links as an additional contact channel.

2
Expand notification options
We recommend expanding your billing and energy usage notification offerings. This gives customers 
choice, control, and they see you as a partner in their decisions.

3
Add more Energy Usage details and comparison tools
We recommend expanding your energy usage and comparison offerings. It’s helpful for customers to 
have multiple views of their energy use and compare that to similar homes in the neighborhood. These 
tools help your customers create a holistic understanding of their energy consumption.

4
Increase Online Bill Viewing functionality
Enhancing your bill viewing experience to be mobile responsive can help customers access their billing 
information efficiently. Viewing an HTML bill provides a more natural viewing experience than a PDF bill, 
and keeping the bill shorter ensures the bill is clear and easy to understand.



Key Operational Results

• Number of Payments 
• +27% first year compared to the year prior

• AutoPay Enrollments 
• +57% first year compared to the year prior

• Percentage of Accounts with Paperless Billing
• March 2022 – 18.2%
• Dec 31, 2023 – 42.76%

• Savings from Paperless Billing Conversion 
• $383,958 so far

• Donations 
• August 2019 – March 2020: 742 donations, equaling $5,487
• August 2022 – March 2023: 14,557 donations, equaling $82,097
• April 2023 – February 2024: 11,961 donations, equaling $45,523



Digital Communications Strategies

• Aligning priority messages across owned digital channels
• Synergy between websites, eNewsletters, social media
• Feature mix of organizational priorities/themes and tactical customer 

calls to action
• Relationship between mailed bill packet and digital 

channels
• Bill insert topics mirrored on MyAccount
• Shifting as we move to monthly billing and drive to AMI data

• Ongoing conversations around a true “paperless” 
experience

• How does the increase in paperless adoption influence TPU’s long-
term strategy for communications?



What’s Next
• 2024

• Choose Your Own Due Date
• High usage alerts
• Restore same-day, online bank account payments
• Additional payment options

• Apple Pay
• Google Pay
• Venmo
• PayPal
• Text to Pay

• Water high flow threshold, based on customer input
• Usage graph navigation improvements
• Helping Environmental Services to get onto MyAccount

• 25/26 PBC
• Ability to make loan payments online within the portal & guest pay
• COT ADA compliance – AA to AAA
• Additional notification templates
• Back-end upgrades
• Mailing address validation tool
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