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1. EXECUTIVE SUMMARY
The Problem

e Poor communication during projects causing customer frustration
o Departments working in silos without information sharing

o Customers feeling “left in the dark” during installation

e High complaint rates and negative reviews

e Lost referral opportunities due to poor experience

The Solution

Comprehensive communication system with: - Structured touchpoint framework (154 customer
interactions) - Departmental integration protocols - Automated communication tools - Real-time
project updates - Proactive issue resolution



Expected Impact

o Customer Satisfaction: +50% improvement (NPS 40 — 60+)
o Complaint Reduction: -40% fewer complaints

+ Referral Increase: +60% more referrals

o Revenue Impact: $320,000 - $480,000 annually

e Review Rating: 3.8 — 4.7+ stars

2. COMMUNICATION FRAMEWORK
2.1 THE 15-TOUCHPOINT CUSTOMER JOURNEY
TOUCHPOINT 1: INITIAL INQUIRY (Day 0) Objective: Respond quickly and set

professional tone
Process:

RESPONSE TIME: Within 2 hours (business hours)
RESPONSE METHOD: Phone call + email

PHONE CALL SCRIPT:

"Hello [Name], this is [Your Name] from Sunshine Energy Corp.
Thank you for your interest in solar energy! I received your

inquiry about [specific interest] and I'm excited to help you
explore how solar can benefit your [home/business].

I'd love to schedule a free consultation where I can:
- Answer all your questions

- Assess your property

- Show you exactly how much you could save

- Provide you with a custom proposal

When would be a good time for me to visit? I have availability
[provide 3 specific time slots]."

EMAIL FOLLOW-UP:
Subject: Your Solar Energy Inquiry - Let's Get Started!

Dear [Name],

Thank you for reaching out to Sunshine Energy Corp! I'm [Your Name],
and I'll be your dedicated solar consultant throughout this process.

I'm excited to help you discover how solar energy can:
Reduce your electricity bills by [estimated %]
Protect you from rising energy costs
Increase your property value
Contribute to a cleaner environment



NEXT STEPS:

I'd 1ike to schedule a free, no-obligation consultation at your
property. This typically takes 90 minutes and includes:

- Complete site assessment

- Energy usage analysis

- Custom system design

Detailed savings projection

- Financing options review

Please reply with your preferred date and time, or call me directly
at [phone number] .

Looking forward to working with you!

Best regards,

[Your Name]

[Titlel

[Phone] | [Emaill
Sunshine Energy Corp

Deliverable: Scheduled consultation within 48 hours

Time Investment: 30 minutes Cost: $15 (labor)

TOUCHPOINT 2: PRE-CONSULTATION PREPARATION (Day 1-2)

Prepare customer and set expectations
Process:

EMAIL 24 HOURS BEFORE VISIT:
Subject: Tomorrow's Solar Consultation - What to Expect
Hi [Name],

I'm looking forward to meeting you tomorrow at [time]! To make
the most of our time together, here's what to expect:

WHAT I'LL BRING:
Professional measuring equipment
Tablet for real-time design
Sample materials and equipment
Financing information

WHAT YOU SHOULD HAVE READY:
Recent electricity bills (last 12 months if possible)
Any questions or concerns about solar

Objective:



Information about future plans (EV, pool, additions)

WHAT WE'LL COVER:
Complete property assessment (45 min)
Energy usage analysis (15 min)
System design options (20 min)
Financial analysis and savings (15 min)
Next steps and timeline (5 min)

PARKING & ACCESS:
[Specific instructions for property access]

If you need to reschedule, please call me at [phone].
See you tomorrow!

[Your Name]
SMS REMINDER (2 hours before):

Hi [Name], this is [Your Name] from Sunshine Energy.
Looking forward to our meeting at [time] today!
See you soon. Reply STOP to opt out.

Deliverable: Prepared customer and confirmed appointment

Time Investment: 15 minutes Cost: $8 (labor)

TOUCHPOINT 3: CONSULTATION VISIT (Day 2)
data, educate customer

Process:

ARRIVAL (5 minutes):

- Arrive on time (or call if delayed)
- Professional appearance

- Friendly introduction

- Brief overview of visit

SITE ASSESSMENT (45 minutes):

- Walk property with customer

- Explain what you're evaluating

- Point out opportunities and challenges
- Answer questions as you go

- Take photos with customer present

ENERGY ANALYSIS (15 minutes):
- Review electricity bills together
- Identify usage patterns

Objective: Build trust, gather



- Discuss future needs
- Calculate potential savings

SYSTEM DESIGN (20 minutes):

- Show design on tablet in real-time
- Explain equipment choices

- Discuss aesthetic options

- Address any concerns

FINANCIAL REVIEW (15 minutes):

- Present 3 package options

Show 25-year savings projection
Explain financing options

- Discuss incentives and rebates

NEXT STEPS (5 minutes):

- Explain proposal timeline (3-5 days)
- Set expectations for follow-up

- Answer final questions

- Thank customer for their time

POST-VISIT ACTIONS:

WITHIN 1 HOUR:
Send thank you text
Upload photos to CRM
Complete site assessment report
Begin proposal preparation

THANK YOU TEXT:

"Hi [Name], thank you for your time today! I'm excited
about the solar opportunity for your property. I'll have
your detailed proposal ready by [date]. Feel free to call
me with any questions. - [Your Name]"

Deliverable: Complete site data and positive customer experience

Time Investment: 2 hours Cost: $70 (labor + travel)

TOUCHPOINT 4: PROPOSAL DELIVERY (Day 5-7) Objective: Present compelling
proposal and close sale

Process:

PROPOSAL DELIVERY EMAIL:
Subject: Your Custom Solar Proposal is Ready!

Hi [Name],



Great news! Your custom solar proposal is complete, and I'm
excited to share it with you.

Based on our consultation, I've designed a system that will:
Reduce your electricity costs by [X]%
Save you $[X] over 25 years
Pay for itself in [X] years
Increase your property value by $[X]

PROPOSAL HIGHLIGHTS:

System Size: [X] kW

Annual Production: [X] kWh
Monthly Savings: $[X]
Investment: $[X]

Available Financing: $[X]/month

I've attached your complete proposal (30 pages) with:
Detailed system design

- Equipment specifications

- Financial analysis

Financing options

Installation timeline

Warranty information

NEXT STEP:
I'd love to review this with you personally to answer any
questions. When would be a good time for a 30-minute call?

You can also schedule directly: [calendar link]
Looking forward to helping you go solar!

Best regards,
[Your Name]

P.S. This proposal is valid for 30 days. Solar incentives
and equipment prices can change, so I recommend moving
forward soon to lock in these benefits.

FOLLOW-UP CALL (Next Day):

CALL SCRIPT:

"Hi [Name], this is [Your Name] from Sunshine Energy.
I wanted to make sure you received the proposal I sent
yesterday. Have you had a chance to review it?

[Listen to response]



Great! What questions can I answer for you?
[Address questions]

Based on what we've discussed, which package option
appeals to you most - the Essential, Complete, or Premium?

[Discuss options]

Wonderful! Would you like to move forward? I can get
you on the schedule right away and we could have your
system installed within [X] months.

[Close or schedule follow-up]"

Deliverable: Proposal delivered and reviewed

Time Investment: 1.5 hours Cost: $50 (labor)

TOUCHPOINT 5: CONTRACT SIGNING (Day 10-14) Objective: Secure commitment
and set clear expectations

Process:

CONTRACT REVIEW MEETING (In-person or video):

AGENDA:

. Review contract terms (15 min)

. Confirm system specifications (10 min)

. Explain payment schedule (10 min)

. Discuss timeline and milestones (10 min)
. Answer questions (10 min)

. Sign contract (5 min)
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KEY POINTS TO COVER:
Total investment and payment schedule
Equipment warranties and guarantees
Installation timeline (realistic expectations)
Permit process and timeline
Customer responsibilities
Change order procedures
Communication plan going forward
Contact information for questions

POST-SIGNING EMAIL:

Subject: Welcome to the Sunshine Energy Family!



Dear [Name],

Congratulations on your decision to go solar! We're thrilled
to have you as part of the Sunshine Energy family.

CONTRACT SUMMARY:

o System Size: [X] kW

e Total Investment: $[X]

e Deposit Paid: $I[X]

o Next Payment: $[X] (at equipment delivery)
o Expected Completion: [Date]

WHAT HAPPENS NEXT:

WEEK 1-2: Permit Preparation
- We'll prepare all permit applications
- You'll receive copies for your records
- No action required from you

WEEK 3-4: Permit Submission

- We'll submit to municipality and utility
- Typical approval time: 2-3 weeks

- We'll keep you updated on status

WEEK 5-8: Equipment Ordering

- We'll order your equipment from our suppliers
- Delivery time: 6-8 weeks

- We'll notify you when it arrives

WEEK 9-12: Installation

- We'll schedule your installation

- Typical installation: 2-3 weeks

- We'll be in constant communication

YOUR PROJECT TEAM:

e Sales Consultant: [Name] - [Phone]

e Project Manager: [Name] - [Phone]

e Installation Supervisor: [Name] - [Phone]
e Customer Success: [Name] - [Phone]

You can reach any of us anytime with questions!

CUSTOMER PORTAL:

Access your project dashboard: [link]
- View real-time project status

- See photos and updates

- Message your team

- Review documents



Thank you for choosing Sunshine Energy Corp. We're committed
to making this a smooth and positive experience!

Best regards,
[Your Name] & The Sunshine Energy Team
Deliverable: Signed contract and clear expectations

Time Investment: 1.5 hours Cost: $50 (labor)

TOUCHPOINT 6: PERMIT SUBMISSION UPDATE (Day 21) Objective: Keep cus-
tomer informed during waiting period

Process:

EMAIL UPDATE:

Subject: Your Solar Project Update - Permits Submitted
Hi [Name],

Quick update on your solar project!

COMPLETED THIS WEEK:
Engineering drawings finalized
Permit applications prepared
Submitted to [Municipality]
Submitted to [Utility Company]

CURRENT STATUS:
Waiting for permit approval (typical: 2-3 weeks)

WHAT WE'RE DOING:

e Monitoring permit status daily
e Following up with permit office
e Preparing for equipment order

e Scheduling installation crew

WHAT YOU CAN DO:

e Nothing! We're handling everything

e Check your customer portal for updates
e Call us anytime with questions

NEXT UPDATE:
I'1l contact you as soon as permits are approved,
typically within 2-3 weeks.



Questions? Call me anytime at [phone].

Best regards,
[Your Name]
Project Manager

Deliverable: Customer feels informed and confident

Time Investment: 15 minutes Cost: $8 (labor)

TOUCHPOINT 7: PERMIT APPROVAL (Day 35) Objective: Share good news and

maintain momentum
Process:

PHONE CALL:

"Hi [Name], great news! Your permits have been approved!
This means we're ready to order your equipment and get
you on the installation schedule.

Your equipment will arrive in about 6-8 weeks, and we'll
schedule your installation to begin shortly after that.

I'1l send you a detailed email with the timeline, but I
wanted to call personally to share the good news!

Do you have any questions?"
FOLLOW-UP EMAIL:
Subject: Great News - Your Permits Are Approved!
Hi [Name],
Excellent news! Your solar permits have been approved by
both the municipality and utility company. This is a major
milestone!
APPROVED PERMITS:
Building Permit #[X]
Electrical Permit #[X]
Utility Interconnection Agreement
NEXT STEPS:
THIS WEEK:

Order your solar equipment
Confirm delivery timeline (6-8 weeks)
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Reserve installation crew

IN 6-8 WEEKS:
Equipment delivery to our warehouse
Schedule your installation
Begin installation (2-3 weeks)

UPDATED TIMELINE:

o Equipment Delivery: [Date]

e Installation Start: [Datel

e Installation Complete: [Datel
e Final Inspection: [Date]

e System Activation: [Date]

We're making great progress! I'll keep you updated every
step of the way.

Questions? Call me at [phone].

Best regards,
[Your Name]

Deliverable: Customer excited and informed

Time Investment: 30 minutes Cost: $15 (labor)

TOUCHPOINT 8: EQUIPMENT ORDERED (Day 36) Objective: Confirm order and
set delivery expectations

Process:

EMAIL UPDATE:
Subject: Your Solar Equipment Has Been Ordered!
Hi [Name],

Your solar equipment has been officially ordered! Here's
what's on its way:

EQUIPMENT ORDERED:

e Solar Panels: [Qty] x [Brand/Model]
o Inverter: [Brand/Modell

e Racking System: [Brand/Model]

e Monitoring System: [Brand/Modell

e Electrical Components: [List]

DELIVERY TIMELINE:
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Order Placed: [Date]

o Expected Arrival: [Date] (6-8 weeks)
e Delivery to Warehouse: [Date]

o Delivery to Your Site: [Datel

TRACKING:

We'll monitor the shipment and keep you updated on:
e Container departure from manufacturer

e Ocean transit progress

e Port arrival and customs clearance

e Delivery to our warehouse

e Quality inspection

e Delivery to your property

WHAT'S NEXT:

Once equipment arrives, we'll:

1. Inspect everything for quality
2. Schedule your installation

3. Deliver equipment to your site
4. Begin installation within days

You'll receive regular updates throughout the shipping
process. Check your customer portal anytime for status.

Questions? Call me at [phone].

Best regards,
[Your Name]

Deliverable: Customer understands timeline

Time Investment: 20 minutes Cost: $10 (labor)

TOUCHPOINT 9: EQUIPMENT IN TRANSIT (Day 50) Objective: Maintain engage-
ment during long wait

Process:

EMAIL UPDATE:

Subject: Your Solar Equipment Update - In Transit
Hi [Name],

Quick update on your solar equipment!

CURRENT STATUS:
Container departed from manufacturer
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Currently in ocean transit
Expected port arrival: [Date]
On track for [Date] delivery

SHIPMENT DETAILS:

e Container #: [X]

e Vessel: [Name]

e Current Location: [Location]
e Days in Tramsit: [X] of [X]

WHAT'S HAPPENING:

Your equipment is safely on its way! Once it arrives
at port, we'll:

1. Clear customs (2-3 days)

. Transport to our warehouse (1 day)

Inspect for quality (1 day)

. Schedule your installation

. Deliver to your property

[S2 =GV V)

INSTALLATION PREP:

While we wait for equipment, we're:

e Reserving your installation crew

e Preparing installation materials

e Coordinating with inspectors

e Planning your installation schedule

ESTIMATED TIMELINE:

o Equipment Arrival: [Date]

o Installation Start: [Date]

e Installation Complete: [Date]

We're getting closer! I'll update you when the
equipment arrives at port.

Questions? Call me at [phone].

Best regards,
[Your Name]

Deliverable: Customer remains engaged

Time Investment: 15 minutes Cost: $8 (labor)

TOUCHPOINT 10: EQUIPMENT DELIVERED (Day 65) Objective: Confirm delivery
and schedule installation

Process:

13



PHONE CALL:

"Hi [Name], great news! Your solar equipment has arrived
at our warehouse and passed our quality inspection.
Everything looks perfect!

I'd 1like to schedule your installation to begin in about
2 weeks. We have availability starting [Date 1], [Date 2],
or [Date 3]. Which works best for you?

[Confirm date]

Perfect! I'll send you a detailed email with the installation
schedule and what to expect. We're almost there!"

FOLLOW-UP EMAIL:
Subject: Your Equipment Has Arrived - Installation Scheduled!
Hi [Name],

Excellent news! Your solar equipment has arrived and passed
our quality inspection. Everything is ready to go!

EQUIPMENT STATUS:
Delivered to warehouse: [Date]
Quality inspection: PASSED
A1l components verified
Ready for installation

INSTALLATION SCHEDULED:

e Start Date: [Date]

e Duration: 2-3 weeks

e Crew: [Lead Installer Name] and team
e Work Hours: 7:00 AM - 5:00 PM

INSTALLATION PHASES:

WEEK 1: Structural Work
e Install racking system
e Roof/wall attachments

e Waterproofing

e Conduit installation

WEEK 2: Electrical Work
e Mount solar panels

e Wire connections

e Inverter installation
e Electrical panel work
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WEEK 3: Finishing

e System integration

e Testing and commissioning
e Cleanup and restoration

e Customer training

WHAT TO EXPECT:

BEFORE INSTALLATION:

e We'll call 2 days before to confirm
e Crew will arrive at 7:00 AM on Day 1
e Please ensure driveway access

e Secure any pets

DURING INSTALLATION:

e Daily progress updates (text/email)
e Photos uploaded to your portal

e Supervisor on-site daily

e Address any questions immediately

AFTER INSTALLATION:

e Complete walkthrough with you
e System operation training

e Monitoring app setup

e Inspection scheduling

PAYMENT REMINDER:
Second payment of $[X] (30%) is due when equipment
is delivered to your property on [Date].

YOUR INSTALLATION TEAM:

o Lead Installer: [Name] - [Phone]
e Project Manager: [Name] - [Phone]
o Supervisor: [Name] - [Phone]

We're excited to get started! Call me with any questions.

Best regards,
[Your Name]

Deliverable: Installation scheduled and customer prepared

Time Investment: 45 minutes Cost: $25 (labor)

TOUCHPOINT 11: PRE-INSTALLATION CONFIRMATION (Day 68) Objective:
Final confirmation and preparation
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Process:

PHONE CALL (2 days before):

"Hi [Name], this is [Your Name] from Sunshine Energy.
I'm calling to confirm we're all set for imstallation
starting [Day/Date] at 7:00 AM.

[Confirm]

Great! Just a few reminders:

e Our crew will arrive at 7:00 AM

e Please ensure driveway access for our trucks
e Secure any pets during work hours

e We'll work Monday-Friday, 7 AM to 5 PM

e You'll receive daily updates

Do you have any questions before we start?
[Answer questions]

Perfect! We'll see you [Day] morning. Looking forward
to getting your system installed!"

EMAIL CONFIRMATION:

Subject: Installation Starts Tomorrow - Final Reminders
Hi [Name],

We're all set to begin your solar installation tomorrow!

INSTALLATION DETAILS:

e Start Date: Tomorrow, [Date]

e Arrival Time: 7:00 AM

e Duration: 2-3 weeks

e Work Hours: 7 AM - 5 PM (Mon-Fri)

YOUR CREW:

e Lead Installer: [Name] - [Phone]
e Team Size: 3-4 installers

e Supervisor: [Name] - [Phonel

FINAL REMINDERS:
ACCESS:
Clear driveway for crew trucks

Unlock any gates
Provide parking instructions if needed
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PETS & CHILDREN:
Secure pets during work hours
Keep children away from work area
Crew will work safely but please be cautious

UTILITIES:
Electricity will remain on during installation
Brief power interruptions possible (we'll notify you)
Water access for crew (if possible)

COMMUNICATION:
Daily progress updates via text/email
Photos uploaded to customer portal
Call anytime with questions: [Phonel

PAYMENT :
Second payment ($[X]) due when equipment arrives
We accept: Check, wire transfer, credit card
Invoice will be provided

We're excited to get started! See you tomorrow morning.
Questions? Call me at [phone].

Best regards,
[Your Name] & Your Installation Team

Deliverable: Customer fully prepared

Time Investment: 30 minutes Cost: $15 (labor)

TOUCHPOINT 12: DAILY INSTALLATION UPDATES (Days 70-90)
Keep customer informed throughout installation

Process:

DAILY UPDATE (End of each work day):

TEXT MESSAGE:

"Hi [Name], [Lead Installer] here. Day [X] update:
[Brief description of work completed]. Tomorrow we'll

[brief description of next day's work]. Photos uploaded
to your portal. Call with questions: [phone]."

WEEKLY EMAIL (Every Friday):

Subject: Week [X] Installation Progress Report

17
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Hi [Name],
Here's your weekly progress report!

THIS WEEK'S ACCOMPLISHMENTS:
[Specific task 1]
[Specific task 2]
[Specific task 3]
[Specific task 4]

PHOTOS:
[Include 3-4 key photos]
View all photos in your customer portal: [link]

NEXT WEEK'S PLAN:
e [Task 1]
e [Task 2]
e [Task 3]
e [Task 4]

PROJECT STATUS:

e Overall Progress: [X]} complete
e On Schedule: [Yes/No]

o Any Issues: [None/Description]
o Expected Completion: [Date]

QUALITY CHECKPOINTS PASSED:
[Checkpoint 1]
[Checkpoint 2]
[Checkpoint 3]

Your system is coming together beautifully! Call me
anytime with questioms.

Best regards,
[Your Name]
Project Manager

**ISSUE COMMUNICATION (If problems arise):

IMMEDIATE PHONE CALL: “Hi [Name], this is [Your Name]. I wanted to let you know about
[issue] that we discovered today. Here’s what’s happening and how we’re addressing it:

[Explain issue clearly]
Here’s our solution: [Explain solution]

This will add [X] days to the timeline, and we’ll have it resolved by [date]. I wanted to call you
personally to keep you informed.
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Do you have any questions?

[Answer questions]

I'll follow up with an email summary and keep you updated on progress.”

FOLLOW-UP EMAIL: [Document issue, solution, timeline impact]

**Deliverable:**x Customer feels informed and confident

**Time Investment:** 30 minutes daily
**Cost:**x $15/day (labor)

##t## *+xTOUCHPOINT 13: INSTALLATION COMPLETE (Day 90)**
**0bjective:** Celebrate completion and prepare for inspection

**xProcess: x*

PHONE CALL: “Hi [Name], great news! Your solar installation is complete! The system looks
fantastic and we’re ready for the final inspections.

I'd like to schedule a walkthrough with you tomorrow to show you everything and answer any
questions. What time works best for you?

[Schedule walkthrough]

Perfect! T’ll see you tomorrow at [time]. We’ll review the entire system, I'll train you on how to
monitor it, and we’ll discuss the inspection process.

Congratulations - you’re almost solar powered!”

WALKTHROUGH MEETING (In-person):

AGENDA (60-90 minutes): 1. System Tour (20 min) - Show all components - Explain how it works
- Point out key features

2. Monitoring Training (20 min)
e Download app
e Review dashboard
e Set up alerts
o Show historical data
3. Maintenance Overview (15 min)
e (leaning recommendations
e What to watch for
e When to call us
e SunCare program benefits
4. Inspection Process (10 min)
e Timeline and steps
e« What inspectors check
e Our role vs. your role
o Expected completion date
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5. Q&A (15 min)
e Answer all questions
e Address any concerns
e Provide contact info
6. Final Payment (10 min)
e Review invoice
e Process payment
e Provide receipt

FOLLOW-UP EMAIL:

Subject: Congratulations - Your Solar System is Complete!

Hi [Name],

Congratulations! Your solar installation is complete and your system looks amazing!

INSTALLATION SUMMARY:  System Size: [X] kW  Panels Installed: [X] Inverter:
[Brand/Model] Monitoring: Active Quality Inspections: All passed

WHAT’S NEXT:

THIS WEEK: e Schedule municipal inspection e Schedule utility inspection e Continue monitor-
ing system performance

NEXT 2 WEEKS: ¢ Municipal inspection (typically 1 week) o Utility inspection (typically 1 week)
o Address any inspection items (if needed)

SYSTEM ACTIVATION: « Expected: [Date] « We’ll notify you immediately ¢ System will begin
producing power e Net metering will activate

YOUR SYSTEM INFORMATION:

Monitoring App: e App: [Name| ¢ Login: [Email] « Password: [Provided separately] o Support:
[Phone]

System Specifications: e [Detailed specs document attached|
Warranties: o [Warranty documents attached]

Maintenance: o [Maintenance guide attached]

IMPORTANT CONTACTS: « Project Manager: [Name] - [Phone] o Technical Support: [Name] -
[Phone] o Customer Success: [Name| - [Phone] o Emergency: [Phone]| (24/7)

PAYMENT: Third payment of $[X] (20%) is due now that installation is complete. Invoice attached.

Thank you for choosing Sunshine Energy Corp! We’re here to support you for the life of your
system.

Best regards, [Your Name| & The Sunshine Energy Team
P.S. We'd love to hear about your experience! Please consider leaving us a review: [review link]

**¥Deliverable:*x* Customer trained and satisfied

**xTime Investment:** 2 hours
**xCost:*x*x $70 (labor)
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#### *+xTOUCHPOINT 14: INSPECTION & ACTIVATION (Days 95-105)*x*
**0bjective:** Complete inspections and activate system

**Process: %

INSPECTION SCHEDULED EMAIL:

Subject: Your Solar Inspections Are Scheduled
Hi [Name],

Good news! Your solar inspections are scheduled:

MUNICIPAL INSPECTION: e Date: [Date] e Time: [Time] o Inspector: [Name| o« What they’ll
check: Structural and electrical work e Your presence: Not required (but welcome)

UTILITY INSPECTION: e Date: [Date] ¢ Time: [Time] o Inspector: [Name| o What they’ll
check: Interconnection and metering o Your presence: Not required (but welcome)

WHAT TO EXPECT: e Inspections typically take 1-2 hours each e Our team will be present
 Inspector will verify all work meets code ¢ Any issues will be addressed immediately  You'll
receive inspection reports

AFTER INSPECTIONS: Once both inspections pass, we’ll receive “Permission to Operate” (PTO)
from the utility. This typically takes 3-5 days after the final inspection.

As soon as we receive PTO, we’ll activate your system and you’ll start producing solar power!
I'll keep you updated on inspection results.
Questions? Call me at [phone].

Best regards, [Your Name]

INSPECTION PASSED EMAIL:

Subject: Inspections Passed - System Activation Soon!
Hi [Name],

Excellent news! Your solar system passed all inspections!

INSPECTION RESULTS: Municipal Inspection: PASSED  Utility Inspection: PASSED All
code requirements met System approved for operation

NEXT STEPS: « Utility processing PTO (3-5 days) e We’ll monitor status daily e System acti-
vation upon PTO receipt o You’ll be notified immediately

WHAT HAPPENS AT ACTIVATION: 1. We'll flip the switch remotely 2. Your system begins pro-
ducing power 3. Excess power flows to grid (net metering) 4. You start saving money immediately
5. Monitoring app shows real-time production
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We’re almost there! I'll call you as soon as we receive PTO.

Best regards, [Your Name]

ACTIVATION PHONE CALL: “Hi [Name|, this is [Your Name| with amazing news! We just
received Permission to Operate from the utility, and I’'m activating your solar system right now!

[Activate system]

Congratulations - you're now producing solar power! Check your monitoring app and you should
see production starting immediately.

Your system is now: e Producing clean energy e Reducing your electricity bill « Feeding excess
power to the grid « Earning you net metering credits

I’ll send you a detailed email with everything you need to know. Welcome to solar power!”
ACTIVATION EMAIL:

Subject: YOUR SOLAR SYSTEM IS NOW ACTIVE!

Hi [Name],

CONGRATULATIONS! Your solar system is officially activated and producing clean energy!

SYSTEM STATUS: Permission to Operate: RECEIVED System: ACTIVE Producing Power:
YES Net Metering: ACTIVE Monitoring: LIVE

CHECK YOUR APP: Open your monitoring app right now and watch your system produce power
in real-time! You should see: ¢ Current power production (kW) e Today’s energy production
(kWh) e Lifetime production e Environmental impact o Estimated savings

WHAT TO EXPECT:

FIRST MONTH: ¢ Monitor daily production « Watch your utility meter spin backwards e Receive
first solar-powered utility bill ¢ See your savings add up

ONGOING:  System produces power automatically e Monitoring alerts you to any issues e
Annual maintenance recommended ¢ We're here for support 24/7

YOUR SOLAR JOURNEY: e Installation Complete: [Date] o System Activated: [Date| o Ex-
pected Annual Production: [X] kWh e Expected Annual Savings: $[X] e 25-Year Savings: $[X] e
Payback Period: [X] years

FINAL PAYMENT: Final payment of $[X] (10%) is due now that your system is activated and
operational. Invoice attached.

IMPORTANT INFORMATION:
Monitoring: e App: [Name] o Login: [Email] « Support: [Phone]
Warranties: o« Equipment: [Details] o Installation: [Details] o Performance: [Details]

Maintenance: e Annual inspection recommended e SunCare program: [Details] ¢ DIY mainte-
nance: [Guide attached]

Support: e Technical: [Phone| ¢ Billing: [Phone|] « Emergency: [Phone| (24/7)
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THANK YOU! Thank you for choosing Sunshine Energy Corp and trusting us with your solar
installation. We’re committed to your satisfaction and success.

Please take a moment to share your experience: e Leave a review: [Link| e Refer a friend: [Link]
o Share on social media: [Links]

Welcome to the solar revolution!

Best regards, [Your Name| & The Entire Sunshine Energy Team

P.S. We'll check in with you in 30 days to review your system performance and answer any questions.
**Deliverable:** Active system and thrilled customer

**Time Investment:**x 1.5 hours
**Cost:*x*x $50 (labor)

#i#t## *+xTOUCHPOINT 15: 30-DAY FOLLOW-UP (Day 120)*x*
**0bjective:** Ensure satisfaction and request referrals

**Process: xx*

PHONE CALL: “Hi [Name], this is [Your Name| from Sunshine Energy. I wanted to check in and
see how your solar system is performing after the first month!

[Listen to feedback]

That’s great to hear! Let me pull up your production data.. I can see your system has produced
[X] kWh this month, which is [above/at/below| our projections. [Explain any variance]

How has your experience been overall with the installation and the system?
[Listen and address any concerns]
Wonderful! I'm so glad everything is working well.

Since you’re happy with your system, I wanted to ask if you know anyone else who might be
interested in solar? We offer a generous referral program - you'll receive $[X] for every referral that
goes solar, and your friend gets $[X] off their installation.

[Discuss referrals]

Also, would you be willing to leave us a review? Your feedback helps other homeowners make the
decision to go solar. I can send you a link right now.

[Request review]

Thank you so much! Is there anything else I can help you with today?
[Address any final questions]

Great! Remember, we’re here for you anytime. Enjoy your solar power!”

FOLLOW-UP EMAIL:
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Subject: Your First Month of Solar - Performance Review

Hi [Name],

Congratulations on completing your first month of solar power! Here’s your performance review:
FIRST MONTH PERFORMANCE:

Production: e Total Energy Produced: [X] kWh e Expected Production: [X] kWh e Performance:
[X]% of expected o Status: [Excellent/Good/Needs attention]

Savings: e Estimated Savings: $[X] ¢ Grid Energy Reduced: [X]% e Self-Consumption: [X]% e
Net Metering Credits: $[X]

Environmental Impact: « CO2 Offset: [X] Ibs e Trees Equivalent: [X] ¢ Miles Not Driven: [X]

SYSTEM HEALTH: All components functioning normally No errors or alerts Monitoring
system active Production within expected range

NEXT STEPS:

MONTH 2-3: « Continue monitoring daily e« Watch for seasonal variations e Review utility bills
o Track savings

MONTH 6: « Schedule maintenance check ¢ Review 6-month performance e Optimize system if
needed

YEAR 1: ¢ Annual performance review e Maintenance inspection ¢ Warranty check ¢ Savings
analysis

HELP US GROW:

Referral Program: Know someone interested in solar? e You earn: $[X] per referral o They save:
$[X] on installation e Refer now: [Link]

Leave a Review: Share your experience: ¢ Google: [Link] e Facebook: [Link] e Yelp: [Link]

Share Your Story: Post about your solar journey: e Tag us: @SunshineEnergyCorp ¢ Use hashtag:
#SunshineEnergy ¢ We’'ll share your post!

RESOURCES:

Monitoring App: e [App name and link] ¢ [Support contact]
Maintenance Guide: e [Link to guide]

FAQs: o [Link to FAQs]

Support: e Technical: [Phone] ¢ Billing: [Phone] ¢ General: [Phone]

Thank you for being a valued Sunshine Energy customer! We’re here to support you for the life of
your system.

Best regards, [Your Name| Customer Success Manager
P.S. Don’t forget to enroll in our SunCare maintenance program for worry-free system care: [Link]

**Deliverable:*x Satisfied customer and referrals

**Time Investment:** 45 minutes
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**xCost:xx $25 (labor)

## 3. DEPARTMENTAL INTEGRATION SYSTEM
### 3.1 CROSS-FUNCTIONAL COMMUNICATION PROTOCOL

**The Problem:*x*

Departments work in silos, leading to:
- Duplicate customer contacts
Conflicting information

Missed handoffs

- Customer confusion

- Poor experience

**The Solution:*x*

Integrated communication system with:
- Shared CRM database

- Automated handoff protocols

- Real-time status updates

- Unified customer view

- Coordinated touchpoints

### 3.2 DEPARTMENTAL ROLES & RESPONSIBILITIES
#### *xSALES DEPARTMENT**

**xPrimary Responsibilities:*x*

CUSTOMER ACQUISITION: Initial inquiry response (within 2 hours) Consultation scheduling
Site assessment Proposal creation Contract negotiation Contract signing

HANDOFF TO PROJECT MANAGEMENT: Complete customer profile in CRM  Upload all
site photos and documents Confirm customer expectations Introduce project manager Schedule
kickoff call Transfer ownership in CRM

ONGOING INVOLVEMENT: Available for customer questions Support project manager as
needed Referral follow-up Upsell opportunities

**Communication Requirements:x*x*

Update CRM after every customer interaction
- Tag project manager on all customer notes
Attend weekly project status meetings
Respond to customer inquiries within 4 hours
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#### *xPROJECT MANAGEMENT DEPARTMENT*x*

**Primary Responsibilities:*x*

PROJECT EXECUTION: Receive handoff from sales Customer kickoff call Permit preparation
and submission Equipment ordering and tracking Installation scheduling Daily customer updates
Quality control oversight Inspection coordination System activation Final walkthrough

HANDOFF TO CUSTOMER SUCCESS: Complete project documentation Upload final pho-
tos and reports Confirm customer satisfaction Introduce customer success manager Transfer
monitoring access Close project in CRM

ONGOING INVOLVEMENT: Technical support escalation Warranty claim processing System
expansion projects

**Communication Requirements:*x*

- Update CRM daily during installation

- Send customer updates daily

- Attend weekly project status meetings

- Respond to customer inquiries within 2 hours

#### *xINSTALLATION DEPARTMENT**

**xPrimary Responsibilities:*x*

INSTALLATION EXECUTION: Receive project from PM Pre-installation site prep Daily
installation work Quality control checks Photo documentation Daily progress reports Customer
interaction on-site Final cleanup and restoration

COMMUNICATION WITH PM: Daily progress updates Issue escalation (immediate) Photo
uploads (daily) Quality checkpoint confirmations Completion notification

CUSTOMER INTERACTION: Professional appearance Friendly communication Answer basic
questions Escalate complex questions to PM Daily departure update

**Communication Requirements:*x*

- Update PM daily (end of day)

- Upload photos daily

- Report issues immediately

- Maintain professional customer interaction
- Complete daily checklists

#### *xCUSTOMER SUCCESS DEPARTMENT**

**Primary Responsibilities:*x*

POST-INSTALLATION SUPPORT: Receive handoff from PM 30-day follow-up call 90-day
performance review Annual system inspection Ongoing technical support Monitoring system
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support Warranty claim coordination SunCare program management Referral program man-
agement Review and testimonial requests

CUSTOMER RETENTION: Proactive outreach Performance monitoring Issue resolution
Upsell opportunities Renewal management

FEEDBACK LOOP: Collect customer feedback Share insights with sales and PM  Identify
improvement opportunities Track satisfaction metrics

**Communication Requirements:*x*

- Update CRM after every interaction
- Monthly customer health reports

- Attend weekly team meetings

- Respond to inquiries within 4 hours
- Escalate issues within 1 hour

### 3.3 CRM INTEGRATION & AUTOMATION

**xInsightly CRM Configuration:**
CUSTOMER RECORD STRUCTURE:

CONTACT INFORMATION: e Name, phone, email, address e Property type (residen-
tial/commercial) o Decision maker(s) e Preferred communication method e Best time to
contact

PROJECT INFORMATION: o System size and specifications ¢ Equipment details ¢ Contract
value ¢ Payment schedule ¢ Installation timeline e Assigned team members

COMMUNICATION LOG: « All touchpoints documented ¢ Date, time, method, content e Next
action items e Follow-up reminders ¢ Automated task creation

STATUS TRACKING: e Current project phase ¢ Completion percentage ¢ Upcoming milestones
 Potential issues/risks o« Customer satisfaction score

DOCUMENTS: « Site assessment report ¢ Proposal and contract ¢ Permit applications e Instal-
lation photos e Inspection reports « Warranty documents ¢ Monitoring credentials

**xAutomated Workflows:*x*

WORKFLOW 1: NEW LEAD Trigger: New inquiry received Actions: 1. Create contact record
2. Assign to sales rep (round-robin) 3. Send auto-response email 4. Create task: “Call within 2
hours” 5. Set reminder: 2 hours 6. Notify sales manager if not contacted

WORKFLOW 2: CONSULTATION SCHEDULED Trigger: Consultation appointment created
Actions: 1. Send confirmation email to customer 2. Send reminder email (24 hours before) 3. Send
SMS reminder (2 hours before) 4. Create task: “Prepare site assessment” 5. Notify sales manager
6. Update pipeline stage
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WORKFLOW 3: CONTRACT SIGNED Trigger: Contract status = “Signed” Actions: 1. Send
welcome email to customer 2. Create project record 3. Assign project manager 4. Create permit
preparation tasks 5. Schedule kickoff call 6. Notify accounting (deposit) 7. Update pipeline stage

WORKFLOW 4: PERMITS APPROVED Trigger: Permit status = “Approved” Actions: 1. Send
approval email to customer 2. Create equipment order tasks 3. Update timeline 4. Notify procure-
ment 5. Schedule installation crew 6. Update pipeline stage

WORKFLOW 5: EQUIPMENT DELIVERED Trigger: Equipment status = “Delivered” Actions:
1. Send delivery email to customer 2. Create installation tasks 3. Assign installation crew 4. Send
pre-installation email (2 days before) 5. Create payment reminder (30% due) 6. Update pipeline
stage

WORKFLOW 6: INSTALLATION COMPLETE Trigger: Installation status = “Complete” Ac-
tions: 1. Send completion email to customer 2. Schedule walkthrough 3. Create inspection tasks
4. Create payment reminder (20% due) 5. Notify customer success team 6. Update pipeline stage

WORKFLOW 7: SYSTEM ACTIVATED Trigger: System status = “Active” Actions: 1. Send
activation email to customer 2. Create 30-day follow-up task 3. Create payment reminder (10%
due) 4. Transfer to customer success 5. Send referral program email 6. Request review 7. Update
pipeline stage

WORKFLOW 8: 30-DAY FOLLOW-UP Trigger: 30 days after activation Actions: 1. Create
follow-up call task 2. Generate performance report 3. Send performance email 4. Request referrals
5. Request review 6. Offer SunCare enrollment

## 4. CUSTOMER JOURNEY MAPPING
### 4.1 EMOTIONAL JOURNEY

**Understanding Customer Emotions:*x*

PHASE 1: AWARENESS (Excited but Uncertain) Emotions: Curious, hopeful, skeptical Needs:
Education, trust-building, clarity Communication: Informative, patient, transparent

PHASE 2: CONSIDERATION (Interested but Cautious) Emotions: Interested, analytical, con-
cerned about cost Needs: Detailed information, social proof, options Communication: Detailed,
data-driven, reassuring

PHASE 3: DECISION (Ready but Nervous) Emotions: Excited, anxious, committed Needs: Con-
fidence, clear expectations, support Communication: Encouraging, detailed, supportive

PHASE 4: WAITING (Impatient and Anxious) Emotions: Impatient, worried, disconnected Needs:
Regular updates, transparency, engagement Communication: Frequent, proactive, detailed

PHASE 5: INSTALLATION (Excited but Disruptive) Emotions: Excited, inconvenienced, curious
Needs: Daily updates, minimal disruption, visibility Communication: Daily, respectful, informative

PHASE 6: ACTIVATION (Thrilled and Proud) Emotions: Thrilled, proud, satisfied Needs: Cele-
bration, education, support Communication: Celebratory, educational, supportive
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PHASE 7: ONGOING (Satisfied and Confident) Emotions: Satisfied, confident, loyal Needs: On-
going support, optimization, recognition Communication: Periodic, helpful, appreciative

### 4.2 PAIN POINTS & SOLUTIONS

**Common Customer Pain Points:*x*

PAIN POINT 1: “I don’t know what’s happening” Solution: e 15 structured touchpoints e Daily
updates during installation e Customer portal with real-time status e Proactive communication

PAIN POINT 2: “No one answers my questions” Solution: e Dedicated team contacts e 2-hour
response time (sales) ¢ 4-hour response time (support) e 24/7 emergency line

PAIN POINT 3: “The timeline keeps changing” Solution: e Realistic timeline from start « Buffer
time built in ¢ Immediate notification of changes « Explanation of delays

PAIN POINT 4: “I feel like just a number” Solution: e Personalized communication ¢ Reference
specific conversations ¢ Remember customer details ¢ Celebrate milestones

PAIN POINT 5: “I don’t understand the technical stuff” Solution: e Plain language explanations
e Visual aids and diagrams e Patient education e Multiple explanation methods

PAIN POINT 6: “I'm worried about problems” Solution: ¢ Comprehensive warranties ¢ Ongoing
support ¢ SunCare maintenance program e Quick issue resolution

## 5. TECHNOLOGY & TOOLS
### 5.1 COMMUNICATION TECHNOLOGY STACK

**Required Tools:*x*

CRM SYSTEM: Insightly (Current) Purpose: Central customer database Features: o Contact
management e Project tracking ¢« Communication logging ¢ Task automation ¢ Document storage
e Reporting and analytics

Cost: $14,000/year (current) Optimization: Increase utilization to 90%+

EMAIL MARKETING: Mailchimp or HubSpot Purpose: Automated email campaigns Features:
o Email templates ¢ Automated sequences o Personalization e Analytics and tracking « A/B
testing

Cost: $300-500/month ROI: 10x+ through automation

SMS PLATFORM: Twilio or SimpleTexting Purpose: Text message updates Features: o Auto-
mated SMS ¢ Two-way messaging e Scheduling ¢ Templates o Analytics

Cost: $100-200/month ROI: 50% higher engagement than email
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CUSTOMER PORTAL: Custom or Buildertrend Purpose: Customer self-service Features: e« Real-
time project status ¢ Photo galleries ¢ Document access ¢ Messaging ¢ Payment processing

Cost: $200-400/month ROI: 30% reduction in support calls

PROJECT MANAGEMENT: Asana or Monday.com Purpose: Internal task management Features:
o Task assignment e Timeline tracking ¢ Team collaboration e File sharing e Integrations

Cost: $200-300/month ROI: 25% efficiency improvement

PHOTO DOCUMENTATION: CompanyCam Purpose: Installation photo tracking Features: e
Automatic photo organization ¢ GPS and timestamp e Project timelines ¢ Customer sharing e
Before/after comparisons

Cost: $50-100/month ROI: 50% time savings on documentation

VIDEO CALLS: Zoom or Google Meet Purpose: Virtual meetings Features: e Screen sharing e
Recording e Scheduling ¢ Mobile app

Cost: $150-200/month ROI: 40% reduction in travel time

REVIEW MANAGEMENT: Podium or Birdeye Purpose: Review collection and management Fea-
tures: o Automated review requests o Multi-platform management ¢ Response templates o An-
alytics

Cost: $300-500/month ROI: 3x more reviews = more leads

xxTotal Technology Investment: $1,500-2,500/monthx*x*
**¥Annual Cost: $18,000-30,000%*
**xExpected ROI: 5-10x through efficiency and growthx*x*

### 5.2 COMMUNICATION TEMPLATES

**Email Templates (20+ templates) :*x
TEMPLATE CATEGORIES:

SALES: e Initial inquiry response o Consultation confirmation e Proposal delivery e Follow-up
sequences o Contract signing

PROJECT MANAGEMENT: ¢ Welcome email ¢ Permit updates ¢ Equipment updates ¢ Instal-
lation scheduling e Daily progress updates ¢ Completion notification

CUSTOMER SUCCESS: ¢ Activation celebration e 30-day follow-up e Performance reports e
Maintenance reminders o Referral requests ¢ Review requests
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SUPPORT: e Technical support e Warranty claims e Billing inquiries ¢ General questions
**SMS Templates (15+ templates) :**

TEMPLATE CATEGORIES:

REMINDERS: o Appointment reminders ¢ Payment reminders ¢ Inspection notifications
UPDATES: « Daily progress updates e Milestone notifications e Issue alerts
ENGAGEMENT: ¢ Welcome messages ¢ Celebration messages o Referral requests

## 6. REVENUE IMPACT ANALYSIS
### 6.1 CURRENT STATE (Before Enhancement)

**Customer Experience Metrics:**

Net Promoter Score (NPS): 40 Customer Satisfaction (CSAT): 3.8/5.0 Complaint Rate: 25% of
projects Referral Rate: 10% Review Rating: 3.8 stars Review Volume: 20/year

FINANCIAL IMPACT: Lost Referrals: 30/year x $50,000 = $1,500,000 Lost Reviews: Poor rating
= 20% fewer leads Complaint Resolution: $50,000/year Reputation Damage: Unmeasurable but
significant

### 6.2 OPTIMIZED STATE (After Enhancement)

**Customer Experience Metrics:*x*

Net Promoter Score (NPS): 65 (+25 points) Customer Satisfaction (CSAT): 4.7/5.0 (+0.9) Com-
plaint Rate: 5% of projects (-80%) Referral Rate: 40% (+300%) Review Rating: 4.7 stars (+0.9)
Review Volume: 60 /year (+200%)

FINANCIAL IMPACT: New Referrals: 30/year x $50,000 = $1,500,000 Improved Conversion:
+20% from better reviews Reduced Complaints: Save $40,000/year Enhanced Reputation: Priceless

### 6.3 DETAILED REVENUE IMPACT

**Year 1 Improvements:*x*

REFERRAL REVENUE: Current: 5 referrals/year x $50,000 = $250,000 Optimized: 20 refer-
rals/year x $50,000 = $1,000,000 INCREASE: +$750,000

REVIEW-DRIVEN LEADS: Current: 100 leads/year x 20% conversion = 20 projects Optimized:
120 leads/year x 25% conversion = 30 projects Additional Projects: 10 x $50,000 = $500,000
INCREASE: +$500,000

REPEAT BUSINESS: Current: 2 repeat customers/year x $50,000 = $100,000 Optimized: 8 repeat
customers/year x $50,000 = $400,000 INCREASE: +$300,000
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REDUCED COMPLAINT COSTS: Current: $50,000/year (rework, credits, time) Optimized:
$10,000/year SAVINGS: +$40,000

TOTAL REVENUE IMPACT: +$1,590,000 TOTAL COST SAVINGS: +$40,000 NET IMPACT:
+$1,630,000

### 6.4 5-YEAR FINANCIAL PROJECTION
YEAR 1: Revenue Impact: +%$1,590,000 Cost Savings: +$40,000 Net Impact: +%$1,630,000

YEAR 2: Revenue Impact: +$2,070,000 (+30% growth) Cost Savings: +$40,000 Net Impact:
+$2,110,000

YEAR 3: Revenue Impact: +$2,691,000 (+30% growth) Cost Savings: +8$40,000 Net Impact:
+$2,731,000

YEAR 4: Revenue Impact: +$3,498,000 (+30% growth) Cost Savings: +8$40,000 Net Impact:
+$3,538,000

YEAR 5: Revenue Impact: +$4,547,000 (+30% growth) Cost Savings: +8$40,000 Net Impact:
+$4,587,000

5-YEAR TOTALS: Cumulative Revenue Impact: +$14,396,000 Cumulative Cost Savings:
+$200,000 Total Net Impact: +$14,596,000

## 7. IMPLEMENTATION PRICING STRUCTURE
### 7.1 CONSULTING & IMPLEMENTATION FEES
*x*PHASE 1: COMMUNICATION AUDIT & STRATEGY (Month 1)xx*

**Deliverables: *x*

- Complete communication audit
- Customer journey mapping

- Departmental assessment

- Technology evaluation

- Communication strategy

- Implementation roadmap

*xInvestment : **

- Upfront Fee: $12,000

- Time Commitment: 60 hours
- Team: 2 consultants

**Payment Terms:x*x*
- 100% upon engagement
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*xPHASE 2: SYSTEM DESIGN & SETUP (Months 2-3)*x*

**Deliverables: xx*

15-touchpoint framework
Communication templates (50+)
CRM workflow automation
Technology stack setup
Customer portal configuration
Training materials

**kInvestment : **

Upfront Fee: $20,000

Monthly Retainer: $4,000 x 2 months = $8,000
Total Phase 2: $28,000

Time Commitment: 120 hours

Team: 2 consultants + 1 technical specialist

**Payment Terms:*x*

50% upfront ($14,000)
25% at Month 2 ($7,000)
25% at Month 3 ($7,000)

**PHASE 3: TRAINING & ROLLOUT (Months 4-5)x**

**Deliverables: xx*

Team training (all departments)
Template customization

System implementation

Pilot customer testing

Process refinement

Performance tracking setup

**kInvestment : **

Monthly Retainer: $6,000 x 2 months = $12,000
Training Materials: $3,000

Total Phase 3: $15,000

Time Commitment: 80 hours

Team: 2 trainers + 1 consultant

**Payment Terms:*x*

50% at Month 4 ($7,500)
50% at Month 5 ($7,500)
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*x*PHASE 4: OPTIMIZATION & SUPPORT (Months 6-12)*x

**Deliverables: *xx*

- Monthly performance reviews

- Template optimization

- Troubleshooting support

- Quarterly business reviews

- Customer satisfaction tracking
- Continuous improvement

*xInvestment : *x*

- Monthly Retainer: $3,000 x 7 months = $21,000
- Time Commitment: 15 hours/month

- Team: 1 consultant (on-call)

**Payment Terms:x*x*
- Monthly invoicing ($3,000/month)

### 7.2 TOTAL INVESTMENT SUMMARY

**YEAR 1 IMPLEMENTATION COSTS:*x*

Phase 1 (Audit): $12,000 Phase 2 (Design): $28,000 Phase 3 (Training): $15,000 Phase 4 (Support):
$21,000

TOTAL YEAR 1: $76,000

PAYMENT SCHEDULE: - Month 1: $12,000 - Month 2: $14,000 - Month 3: $7,000 - Month 4:
$7,500 - Month 5: $7,500 - Months 6-12: $3,000/month ($21,000)

TOTAL: $76,000

### 7.3 ROI ANALYSIS

**xINVESTMENT vs. RETURN:*x*
YEAR 1 INVESTMENT: $76,000

YEAR 1 RETURNS: - Revenue Impact: +$1,590,000 - Cost Savings: +$40,000 - Total Return:
+$1,630,000 - ROI: 2,045% - Payback Period: 17 days

5-YEAR RETURNS: - Total Investment: $76,000 (Year 1 only) - Cumulative Return: +$14,596,000
- 5-Year ROI: 19,105%

### 7.4 PERFORMANCE-BASED COMPENSATION (OPTIONAL)
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**Alternative Pricing Models:*x*
OPTION A: FIXED FEE (Above) - Total: $76,000 - No performance risk - Predictable costs

OPTION B: HYBRID MODEL - Base Fee: $45,000 (60% of fixed) - Performance Bonus: 3% of
incremental revenue - Year 1 Bonus: $47,700 (3% of $1,590,000) - Total Year 1: $92,700 - Client
pays more but only if results exceed projections

OPTION C: PURE PERFORMANCE - Base Fee: $25,000 (33% of fixed) - Performance Bonus:
5% of incremental revenue - Year 1 Bonus: $79,500 (5% of $1,590,000) - Total Year 1: $104,500 -
Highest risk/reward for consultant

RECOMMENDED: OPTION A (FIXED FEE) - Predictable investment - Clear ROI - No perfor-
mance risk - Fastest payback

## 8. SUCCESS METRICS & KPIs
### 8.1 CUSTOMER EXPERIENCE KPIs

**Primary Metrics:*x*

METRIC: Net Promoter Score (NPS) - Baseline: 40 - Target: 65 - Measurement: Post-project
survey - Tracking: Monthly - Goal: 425 points

METRIC: Customer Satisfaction (CSAT) - Baseline: 3.8/5.0 - Target: 4.7/5.0 - Measurement:
Post-project survey - Tracking: Per project - Goal: +0.9 points

METRIC: Complaint Rate - Baseline: 25% - Target: 5% - Measurement: % of projects with
complaints - Tracking: Monthly - Goal: -80%

METRIC: Referral Rate - Baseline: 10% - Target: 40% - Measurement: % of customers referring -
Tracking: Quarterly - Goal: +300%

METRIC: Review Rating - Baseline: 3.8 stars - Target: 4.7 stars - Measurement: Average across
platforms - Tracking: Monthly - Goal: +0.9 stars

METRIC: Review Volume - Baseline: 20/year - Target: 60/year - Measurement: Total reviews
received - Tracking: Monthly - Goal: +200%

**Secondary Metrics:**

METRIC: Response Time - Target: <2 hours (sales), <4 hours (support) - Measurement: Time
from inquiry to response - Tracking: Daily

METRIC: Communication Frequency - Target: 15+ touchpoints per project - Measurement:
Logged interactions in CRM - Tracking: Per project

METRIC: Customer Portal Usage - Target: 80% of customers - Measurement: % logging in -
Tracking: Monthly

METRIC: Issue Resolution Time - Target: <24 hours - Measurement: Time from report to resolu-
tion - Tracking: Per issue
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METRIC: Repeat Business Rate - Target: 15% - Measurement: % of customers with multiple
projects - Tracking: Annually

### 8.2 DASHBOARD & REPORTING

**Weekly Dashboard:*x*
CUSTOMER EXPERIENCE METRICS:

This Week: o NPS: 62 (target: 65) o CSAT: 4.6/5.0 (target: 4.7) o Complaints: 1 (target: 0)
o Referrals: 2 (target: 2) o Reviews: 3 (target: 3)

Response Times: ¢ Sales: 1.5 hours (target: 2) o Support: 3 hours (target: 4)
Communication: e Touchpoints: 16 avg (target: 15) e Portal Usage: 75% (target: 80%)
Issues: o Open: 2 ¢ Resolved: 5 ¢ Avg Resolution: 18 hours

**Monthly Dashboard:*x*
CUSTOMER EXPERIENCE PERFORMANCE:

NPS Trend: e This Month: 63 ¢ Last Month: 60 ¢ 3-Month Avg: 61 e Target: 65 ¢ Status:
Improving

CSAT Trend: e This Month: 4.6/5.0 « Last Month: 4.5/5.0 e 3-Month Avg: 4.5/5.0 « Target:
4.7/5.0 o Status: Improving

Complaints: e This Month: 2 ¢ Last Month: 3 ¢ 3-Month Avg: 3 e Target: 1-2 o Status: On
Track

Referrals: o This Month: 8 e Last Month: 6 ¢ 3-Month Avg: 7 ¢ Target: 8 ¢ Status: On Track

Reviews: e This Month: 12 ¢ Last Month: 10 ¢ 3-Month Avg: 11 « Rating: 4.6 stars e Target:
4.7 stars e Status: Improving

ACTION ITEMS: 1. Increase NPS by 2 points 2. Improve CSAT to 4.7 3. Reduce complaints to
1/month 4. Increase portal usage to 80%

**Quarterly Business Review:*x*
Q1 CUSTOMER EXPERIENCE SUMMARY

NPS PERFORMANCE: ¢ Q1 Average: 61 ¢ Target: 65 o Improvement: 421 from baseline (40)
e Status: Strong progress, not yet at target

CSAT PERFORMANCE: « Q1 Average: 4.5/5.0 o Target: 4.7/5.0 ¢ Improvement: +0.7 from
baseline (3.8) o Status: Strong progress, not yet at target

COMPLAINTS: « Q1 Total: 8 « Q1 Rate: 8% o Target: 5% ¢ Improvement: -68% from baseline
(25%) e Status: Significant improvement
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REFERRALS: o QI Total: 22 « Q1 Rate: 35% e Target: 40% e Improvement: +250% from
baseline (10%) e Status: Strong progress

REVIEWS: « Q1 Total: 35 « Q1 Rating: 4.6 stars e Target: 4.7 stars « Improvement: +0.8 from
baseline (3.8) ¢ Status: Strong progress

REVENUE IMPACT: « Referral Revenue: +%$550,000 ¢ Review-Driven Revenue: +$300,000 e
Repeat Business: +$200,000 « Total Impact: +$1,050,000

Q2 PRIORITIES: 1. Achieve NPS of 65+ 2. Achieve CSAT of 4.7+ 3. Reduce complaints to 5%
4. Increase referral rate to 40% 5. Achieve 4.7 star rating

## O. IMPLEMENTATION TIMELINE
### 9.1 MONTH-BY-MONTH ROLLOUT

**MONTH 1: AUDIT & STRATEGY**

Week 1:  Kickoff meeting Communication audit begins Customer interviews (5-10) Team
interviews (all departments)

Week 2:  Customer journey mapping Pain point identification Departmental assessment
Technology evaluation

Week 3: Strategy development Touchpoint framework design Technology recommendations
Implementation roadmap draft

Week 4: Strategy presentation Stakeholder alignment Budget approval Phase 2 preparation
DELIVERABLE: Communication Strategy

**MONTH 2-3: DESIGN & SETUP*x*

Month 2:  Touchpoint framework finalization Email template creation (25) SMS template
creation (15) CRM workflow design Technology procurement

Month 3: Customer portal setup CRM automation configuration Template customization
Training materials creation Pilot customer selection

DELIVERABLE: Complete Communication System

**MONTH 4-5: TRAINING & ROLLOUT*x*

Month 4: Sales team training (2 days) PM team training (2 days) Installation team training
(1 day) Customer success training (2 days) Pilot launch (3 customers)

Month 5: Pilot monitoring System refinement Additional training Full rollout preparation
Success metrics baseline

DELIVERABLE: Trained Teams + Pilot Results
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**MONTH 6-12: OPTIMIZATION & SUPPORT**
Month 6: Full system rollout Weekly check-ins Issue resolution Performance tracking

Months 7-9:  Monthly performance reviews Template optimization Quarterly business review
Continuous improvement

Months 10-12:  Advanced optimization Best practice documentation Year-end review Year 2
planning

DELIVERABLE: Optimized Communication System “

10. CONCLUSION
10.1 SUMMARY OF VALUE

What You’re Getting: 1. Complete communication transformation 2. 15-touchpoint customer
journey 3. 50+ communication templates 4. Automated CRM workflows 5. Customer portal 6.
Technology stack 7. Team training 8. Ongoing support

Expected Results: - NPS improvement: 40 — 65 (+25 points) - CSAT improvement: 3.8 —
4.7 (4+0.9) - Complaint reduction: 25% — 5% (-80%) - Referral increase: 10% — 40% (+300%) -
Review rating: 3.8 — 4.7 stars (+0.9) - Revenue impact: +$1,590,000 (Year 1) - ROI: 2,045%

Timeline to Results: - Month 1: Strategy complete - Month 3: System ready - Month 5: Pilot
complete - Month 6: Full rollout - Month 9: Measurable results - Month 12: Full optimization

10.2 NEXT STEPS
To Move Forward:

1. Review this implementation guide
2. Schedule kickoff meeting

3. Sign engagement agreement

4. Begin Month 1 audit

Contact Information: - Email: [Your Email] - Phone: [Your Phone] - Website: WAIMI.xyz

Ready to transform your customer experience and add $1.6M+ to your revenue?

Let’s get started!

This implementation guide is part of the comprehensive Sunshine Energy Corp transformation
package.
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