
�“�For the City of Palo Alto, clear things came out of the journey mapping 
project with Questline Digital that were definitely eye-openers that I believe 
will shape our path forward now and into the future.”

Brian Ward
Key Account Manager, City of Palo Alto Utilities  

Customer Journey Mapping Helps 
CPAU Strengthen Electrification 
Program Offerings

JOURNEY MAPPING
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Electrification Journey Map

Awareness/Interest

•  Searches for reputable 
research materials

•  Sees existing 
equipment is outdated

•  Searches for  
trustworthy vendors

Proactively create a 
scorecard to contact 
businesses in need of 
electrification 
_____

Promote electrification on 
website and social media

Leverage relationship with 
CLEAResult to act as a technical 
advisor. Visit site and conduct a 
high-level assessment 
_____

Create cost analysis materials 
(by industry)

Create a shortlist of 
qualified contractors for 
potential customers 
_____

Identify rebates for 
potential customer projects  
_____

Build a small playbook of 
electrification fundamentals 
to educate customers

Create a finite number of  
standardized documentation 
for contractors and 
customers to meet the needs 
of the permit processing 
department 

•  Customer decides which 
projects to start pursuing

•  Searches for materials 
to help sway decision 
makers

•  Customer decides all of 
the hassle is not worth it

•  Processes rebates

•  Permit process begins

• Secures contractor
•  Notices business influencers

Continue to use CLEAResult 
(or a third party) as a customer 
guidance partner. Having a 
consistent point of contact 
is an advantage for both the 
customer and utility

Secure permissions to 
create a case study with 
testimonials from each 
satisfied customer 
_____

Simplify rebate process 
to avoid any last-minute 
changes in perception

•  Wonders what kind of support & guidance 
the utility can supply during project phase

•  Engineering plans are created

•  Questions if the utility  
can keep up with demand

•  Finds financial incentives

Evaluation Decision

PRE-PROJECT PROJECT WORK-IN-PROGRESS POST-PROJECT

Project Planning Implementation

•  Construction process begins: 
duration and cost will vary

•  Why is the permit process so slow?

•  Inspector is called to  
review the finished project

•  Project approved

Completion

•  Becomes an advocate

•  Becomes anti-advocate

CUSTOMER 
ACTIONS &
THOUGHTS

>>

>> >> >> >> >>

A customer is interested in 
electrification and comes  
in via:

•  CPAU landing pages and 
social media

•  CPAU proactively contacting 
business customers

•  Customer exploring options 
for outdated equipment

Once a customer has 
decided on a project, they 
must select a contractor:

•  The customer identifies  
and selects a contractor for  
the project
–  CPAU can assist with 

identifying names and 
contacts (as well as what 
type of equipment is 
available) 

Once a permit is approved, 
the construction phase 
begins: 

•  Contractor begins work on 
the project, works primarily 
with the customer 

•  After construction is 
completed, inspectors  
come out to review the  
work (gives final approval  
or requests changes)

The customer leverages 
CPAU’s relationship with 
CLEAResult who acts as a 
technical advisor on  
the project:  

•  CLEAResult works with 
the prospective customer 
to conduct a high-level 
evaluation of available 
projects 
–  Visits customer onsite, 

takes photos of 
equipment, engineering 
team does assessment

•  CLEAResult provides a high-
level estimate of possible 
savings to the customer  
and CPAU

•  Customer decides which 
projects to prioritize and 
begins pursuing

Once a contractor is in place, 
project planning begins: 

•  Engineering plans are 
created, permit process 
begins (lots of back  
and forth)

After the project is complete, 
built and approved:

•  The customer returns 
to CPAU to process the 
financial rebates

CPAU Journey to Electrification



Challenge:  
The City of Palo Alto Utilities (CPAU) was rolling out a new 
electrification offering for its business customers. The utility wanted 
to better understand the challenges faced by its target audiences 
so it could better serve the sustainability goals of the community. 

Solution:  
Questline Digital worked with CPAU to evaluate the electrification 
customer journey for multiple business accounts. Insights were 
gained through interviews with businesses – local and surrounding 
communities - that were considering or in the process of pursuing 
electrification projects. CPAU team members were also interviewed, 
as well as third-party data and research companies, for further 
analysis of challenges and opportunities.

Results:  
Questline Digital provided City of Palo Alto actionable insights 
into their customers’ wants, interests and needs. With this new 
understanding of target audience roadblocks and motivations, 
CPAU identified ways it could adjust current programs to better 
meet the needs of its customers.

Findings showed that CPAU had clear rebate application processes, 
but that many customers remained uneducated about how they 
could personally benefit from pursuing. Commercial customers 
had major learning gaps around electrification benefits and costs.  
Businesses needed CPAU to guide them through the process, 
beginning to end.

High-level recommendations included:

• Create a small playbook of fundamentals that can be used to 
educate those unfamiliar with electrification 

• Conduct and publish a cost- benefit analyses by industry 
that addresses specific customer anxieties uncovered during 
interviews  

• Help customers navigate paperwork by creating an electrification 
permit packet 

•	Provide customers with a vetted list of trustworthy contractors  

• Generate a scorecard to help evaluate motivation levels of    
target companies

Connect with Us:   
To learn more about how Questline Digital can help your energy utility achieve program goals and 
greater customer engagement, email info@questline.com or visit questline.com.  

Actionable insights 
drive CPAU’s strategies 
toward business 
electrification.

About City of Palo Alto Utilities 
Palo Alto is the only city in California that owns and 
operates a full suite of municipal utility services, 
including electric, fiber optics, natural gas, water 
and wastewater. They have been providing services 
to the citizens and businesses of Palo Alto since 
1896. City of Palo Alto Utilities’ mission is to provide 
safe, reliable, environmentally sustainable and cost-
effective services.

Interviews also uncovered clear motivations for target 
audiences. Profiles were developed for property 
managers, sustainability program leaders and senior 
leaders so that CPAU could pursue segmented 
campaigns addressing the specific needs for each role. 

Additionally, learnings from the electrification journey 
mapping process are now being used to cross-examine 
and improve CPAU’s other programs, including zero-
waste and water conservation. 


