
Digitally Transforming  
Customer Communications
National Grid

National Grid is an international electricity and gas company based in the UK and north eastern US. They play a 
vital role in connecting millions of people safely, reliably and efficiently to the energy they use. National Grid is one 
of the largest investor-owned energy companies in the US — serving more than 20 million customers throughout 
New York, Massachusetts and Rhode Island.

CLIENT CHALLENGE National Grid understood the need to transform digitally and communication 
was their primary focus. They needed guidance in terms of governance, focus 
and communication journey analysis.

DOXIM’S SOLUTION Using a Digital Communication Maturity Framework, Doxim experts 
facilitated strategic consulting workshops to identify the ‘as is’ position and 
the desired destination. This helped to plot the utility’s digital maturity and 
to define an action plan to enhance and improve digital communication. 
These workshops included sessions on digital communication mapping 
analysis and identifying gaps, digital governance, and copy and creative 
best practices. These were conducted at an enterprise level and included 
cross departmental participation. 
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Tracking progress
Based on the outcomes of the maturity framework assessment, the team identified gaps and 
enhancements that would provide both quick wins and achieve long term goals. This became the basis for 
a roadmap of prioritized initiatives all designed to improve the digital communication customer experience.

The first phase of changes required a complete overhaul of existing communications to streamline look and 
feel, unify tone, remove fractured experiences and institute digital governance policies across departments 
and communication types.

The second phase focused on identifying gaps and including enhancements to improve the customer 
experience related to billing and payment.

The Doxim team continues to help the utility navigate the roadmap by providing support and remaining 
involved in tracking progress against the plan and assessing quarterly targets.

Results
A transformed customer experience. 
• All electronic communications sent via email, whether they be outage, marketing or transactional, all 

have the same look and feel.
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Doxim is the customer communications and engagement technology leader serving financial and regulated markets, 
providing omnichannel document solutions and transforming experiences to strengthen engagement throughout the entire 
lifecycle. The Doxim Customer Engagement Platform helps clients communicate reliably and effectively, improve cross-sell 
and upsell opportunities, and drive increased loyalty and wallet share through personalized communications. The platform 
addresses key digitization, operational efficiency, and customer experience challenges through our suite of plug-and-play, 
integrated, SaaS software and document technology solutions. Learn more at www.doxim.com.
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