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Implementing Home Repair Programs:

Key Factors to Improving Customer Satisfaction



òOur mission is to free our members from the worry of home emergenciesó
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Drawing upon 15 years of emergency home service contract marketing and service

fulfillment experience

Home Service established operations in the US in 2003. Now has:

ü Thirteen utility partners covering 8.9 million households across more than 20 states

ü Headquarters in Miami, FL and Stamford, CT where all key functions are based 

ü Annual contract growth of over 100%, and currently services almost 515,000 utility 
branded contracts

Overview 

Our success in the US market
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http://www.cobbemc.com/resident/residential.htm


Establish Realistic Program Goals

Common program goals

ü Improve customer satisfaction

ü Generate non-core revenue

ü Support energy efficiency objectives

ü Improve customer retention / acquisition

ü Reduce switching customers in competitive markets

Keys to success

ü Establish baseline

ü Realistic timeline

ü Short and long term goals

ü Communicate objectives and value proposition

ü Company

ü Customer
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Determine Structure

ü In house issues

ü Resources

ü Marketing (investment)

ü Staff

ü Legal

ü Accounting

ü Billing

ü Operation risk

ü Contractor management

ü Product / price mix

ü Claims 

ü Underwriting

ü Outsource issues

ü Provider selection

ü Brand standards

ü Negotiation

ü Implementation

ü Account management
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Marketing

Consistent / Repetitive
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