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Introduction: The E&U Digital Imperative

In our February 2020 study (based on research
conducted in late 2019), we found that E&U
organizations lagged behind other industries
in 12 of 13 key measures of digital maturity. The
one area where they reported greater maturity
than other respondents was in improving the
customer and employee experience —and were
already reaping the benefits.

Then the pandemic hit—and compressed the
timetable even further. In our fall 2020 research,
we saw that the health crisis only served to
underscore the need to move to digital, with six
out of 10 utilities making changes to their digital
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approaches in the short term and over one-third
planning to speed their shift to digital over the
next two years.

While the crisis spurred financial concerns for

half of utilities, most are striving to preserve their
digital budgets, with less than one-third planning
to cut their digital budgets, and the majority either
increasing them or leaving them the same. Digital
investment priorities - like cybersecurity, artificial
intelligence (Al) and customer experience - have
intensified. And there’s never been more of a
focus on creating a culture of innovation.

What's clear is E&U businesses’ recognition that
emerging successfully from the COVID-19 crisis
will be highly dependent on embracing digitally-
enabled processes, applications and modernized
IT infrastructure and data architectures. With
increased competition from new market
entrants and now the changed landscape from
the pandemic - it's never been more important
for E&U stalwarts to increase the agility of their
operating models so they can offer energy choice,
enable consumer self-selection and develop new
energy trading models.
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This e-book blends findings from both of

our studies. In our digital maturity study, we
surveyed 2,491 business and technology
leaders from multiple industries globally,
including 191 E&U organizations. to assess
what’s working, how much businesses should
be investing in digital, where investments are
paying off, and what separates leaders from
laggards.

In our pandemic impact study, we surveyed
150 utilities to find out how COVID-19

had impacted their businesses and digital
strategies, and whether these changes will
endure after the crisis subsides. (For both
study methodologies, see page 27.)

We invite you to read our e-book or visit us at
cognizant.com/digital-transformation-report
for the full cross-industry report.
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Digital Maturity Curve

To better understand what a leader looks like, we
devised a framework to calculate a maturity score.
The score is based on three criteria:

I Ranking on a digital transformation
framework. \We scored companies across 13
key aspects of business and technology change
(see Figure 1, next page, for the full list).

I Ability to influence revenue through digital
methods. Drawing on self-reported data,
we analyzed the level of revenue influenced
directly or indirectly by digital channels.

I Benefits generated from digital. This
included operational benefits, such as speed
to market and improving cost efficiencies,
and more strategic ones, such as greater

Leader

80™ percentile and above
Advancer
55-80t percentile

Implementer
30-55" percentile

Beginner
30t percentile and below

shareholder value and market share.
We created a maturity score for each
respondent and assigned each

to one of four categories: “beginner;,’
“implementer,” “advancer” and “leader” We
then distilled our findings into easily digestible
lessons that business and technology leaders

can absorb and apply immediately.
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Pressure intensifies

No industry has escaped the
urgency to rethink how they do
business to thrive in both the
Fourth Industrial Revolution and

in the post-pandemic world, and
that includes energy and utilities.
Before the pandemic, however,
E&U organizations lagged all other
industries in nearly all of our key
measures of digital maturity (see
Figure 1). The one exception was in
improving the consumer/employee
experience.
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Utilities lag in all measures of digital maturity but one

Respondents were asked to rate their maturity in each area of our digital maturity framework.
(Percent of respondents in the maturing or advanced stage)

Bl E&QU respondents I All respondents

Digital strategy and roadmap

Workforce transformation

Improved consumer/employee experience
Modernized core IT

Aligning operations with customer demands
Innovation culture

Automation

loT and connected products

Data management and analytics

Enhanced augmented workers
Human-centricity

Software deployment

Artificial intelligence

0%

Total response base: 2,491
E&U response base: 191

Source: Cognizant/ESI ThoughtLab, 2019 study

Figure 1

Difference
(in percentage points)

-16
-7
+4
-8
-6
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Spurred to up their digital game

Post-pandemic, E&U organizations
seem determined to close that gap,
however, with 60% of respondents in
our 2020 study saying the crisis has
spurred them to make changes to
their digital approaches in the short
term. The largest companies are
leading the way - only 18% say they
will make little or no change at all.

While the pandemic caused a
short-term slowdown in digital
endeavors, that won’t last. Almost
three times as many utilities said
they will speed their digital efforts
(35%) rather than slow them down
(13%) (see Figure 2).
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Speeding initiatives is a priority

Respondents were asked how COVID-19 would impact their short- and long-term strategies.
(Percent of respondents saying they’d increase their focus)

60% -

. 3-6 months

s  1-2 years

Create Realign Improve Make little Modernize Improve Slow digital Accelerate Develop new Automate Speed up Speed up
culture of ops to meet ability to change platform, customer, transformation  transformation digital value more digital workforce
innovation customer gather and software employee plans of grid proposition processes, transformation  transformation
expectations analyze data engineering experiences workflows

E&U response base: 150
Source: Cognizant/ESI ThoughtLalb, 2020 study
Figure 2

< Back to Contents



Targeting areas of weakness

As part of accelerating their digital endeavors, many will
increase their focus in areas where they are behind: creating
an innovation culture (54%), aligning operations with
customer expectations (47%), improving their ability to use
and analyze data (44%), modernizing IT systems (41%) and
automating processes (31%) (see Figure 3). Importantly,
these are all areas where only a handful of utilities reported
advanced levels of maturity in our pre-pandemic study.

It's particularly heartening to see the strong intent on
creating a culture of innovation. Having an innovation
capability enables organizations to boost performance
across all areas of digital endeavor.

The focus on data analytics is another good sign. Data is a
hidden advantage that legacy companies have against digital-
native competitors. Finding, mining, managing and using
existing reams of market and customer data —in an ethical
and transparent way - is paramount to success. It’s also the
foundation for strategies pertaining to predictive maintenance
of energy assets and anticipating customer needs.
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Post-pandemic strategies vs. pre-pandemic digital maturity

Respondents were asked to rate their digital maturity in each area (2019 study) and identify areas of
higher focus in their longer term digital strategies (2020 study). (Percent of respondents assessing their
maturity as high; percent saying they’d increase their focus)

Areas of digital transformation m':‘:j:& fi:igg?;* Hig;r:tr:gc;:ac:\;er
Improved consumer/employee experience 21% 35%
Modernized core IT 18% 41%
Aligning operations with customer demands 18% 47%
Innovation culture 13% 54%
Automation 12% 31%
Data management and analytics 10% 44%
Enhanced/augmented workers 10% 31%

*Data from Cognizant/ES| ThoughtlLab 2019 study; response base 191

E&U response base: 150
Source: Cognizant/ESI ThoughtlLalb, 2020 study
Figure 3
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Addressing Pandemic Pai
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Short-vs. long-term concerns

Because of the pandemic, it’s important to
distinguish between short-and long-term
concerns for utilities. In the short term, the
biggest pain points of the crisis for E&U
organizations unsurprisingly revolve around
employees, budget cuts and cybersecurity,
followed by business disruption and continuing to
serve customers. While most of these will recede
in the next year or so, the focus on cybersecurity
will actually increase (from 49% of respondents
to 58%) as remote work and accelerated digital
adoption exposes businesses to greater cyber
risks (see Figure 4).

Another sustained concern in the longer term
includes decreased demand for energy (from
27% to 32% of respondents), in part due to office
closures and a downturn in commercial real
estate. Notably, the need to continue working to
meet customer digital expectations remains a key
concern (39%).
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Pain points, now and later

Respondents were asked about the biggest short-and long-term pain points resulting from
the pandemic. (Percent of respondents naming each as a high pain point)

60% —- .

mm -2 years

3-6 months

50% —

40% —

30% —

20% —

10% —

0% —
Impact on Major Cybersecurity ~ Business Shifts in Unreadiness Shift of Decline in Increasing Disruption Inflexible Decrease  Closing offices ~ Reduced
employees reduction anddata  disruption and digital for digital resources  businessand delivery and ininter- legacy indemand  andfacilities  prices and
(productivity, in corporate privacy discontinuity  customer ~ workingand  from digital customer  distribution  connectivity/ systemsand  forgasand  and shifting need to
health, jobs,etc.)  budgets expectations  customer developmentto spending disruption  web service inadequate  electric by to remote offer free

and behaviors  service  troubleshooting and risks ITresilience  businesses working services

E&U response base: 150
Source: Cognizant/ESI ThoughtlLab, 2020 study
Figure 4
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A new workplace emerges

A picture of the emerging workplace for utilities is
beginning to take shape; however, the areas of focus
for plants and business operations will differ (see
Figure 5).

Plants are more likely to prioritize workplace health,
hygiene and social distancing for location-based
front-line employees. They’re also more likely to
develop new remote working policies for these
workers. Headcount reductions are also more likely
at plants than in offices, as utilities look to robots
and automation.

Employee health and well-being, meanwhile, is a
top focus area for business operations. The shift
from physical to digital jobs is also pronounced in
operations, as is the hiring of more digital talent and
upskilling existing staff to work with digital tools.

Areas where plants and operations converge are in
altering office and facilities design to support health
and in greater adoption of automated workflows.
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Changes in plants vs. operations

Respondents were asked how COVID-19 would affect staff and how they work in the next one to two years.

(Percent of respondents saying high impact)

Where plants will lead change

Plants

Business ops

Where ops will lead change

Greater focus on workplace health, hygiene and social distancing 56% 43%
Greater use of online training/onboarding tools 49% 33%
Headcount reductions 37% 23%
Development of new remote working policies and tools 33% 25%
More workers replaced by robots and automation 26% 21%

Where trends will converge

Greater emphasis on employee health and well-being 45% 59%
Shift from physical to digital jobs 37% 45%
Hiring new digital talent beyond plans 35% 47%
Reduced business travel and personal meetings 31% 51%
Faster digital upskilling and workforce transformation 16% 36%
Greater use of ecosystem of partners and contractors 15% 23%
Greater use of virtual collaborative platforms 14% 35%

Change in office and facilities design and practices to support health 32% 31%
Greater emphasis on automated workflows 32% 29%
Recalibration in balance between facility shifts and personnel 33% 35%

E&U response base: 150
Source: Cognizant/ESI ThoughtLab, 2020 study
Figure 5
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All Eyes on Custome




Customer experience is a
competitive advantage

In our earlier report, E&U organizations gave themselves relatively high Customer experience investments pay off

m.arks f(?r improving the cu.st.om.er and employee eXperiehce' This finding Respondents were asked to name the benefits received from their digital initiatives.
aligns with where we see digital investments being made in the industry, (Percent of respondents)

as E&U players realize customer experience is a key differentiator in an
increasingly competitive marketplace. The disparity with other industries
would likely be even higher if utility suppliers (not just generators and Increased customer retention/engagement
distributors) were included in the study.

[l E&U leaders [ All E&U respondents

We consider the industry to be in a similar situation as telecom businesses Improved profitability

were when smartphone popularity began precipitating high customer
churn. With a changing landscape caused by the emergence of retail
companies offering alternative energy distribution channels and
proliferating renewables, E&U businesses need to enhance their brand
recognition. Failure to invest in a better customer/employee experience 0% 10% 0% 30% 0% 50%
increases the risk of losing customers to competitors that offer easier two-

way engagement, more transparency and self-service options. E&U response base: 191

o ) ) Source: Cognizant/ESI ThoughtlLab, 2019 study
Considering customer/employee experience has been a focal point for EQU Figure 6

businesses thus far, it’s not surprising to see “increased customer retention
and engagement” arise as a top benefit of investing in digital in our pre-
pandemic study, especially among leaders (see Figure 6).

Improved planning and decision making

More effective risk management
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The crisis has only heightened
customer expectations

While customer behaviors were already changing
before COVID, the pandemic has only heightened
consumer expectations, both in the short and
long terms.

E&U businesses expect an array of new and
sustained demands, including greater use

of digital channels (50%), such as mobile
applications and more user-friendly websites, as
well as digital payment techniques (45%) (see
Figure 7). Digital advancements in these areas
would include easier, faster and more varied ways
to pay bills, resolve issues and report outages and
receive personalized updates on them.

Sustainability and safety are also top-of-mind:
consumers will increasingly demand clean,
renewable energy (41%) and place a higher value
on safe, sustainable offerings (40%).
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Changing customer needs and expectations

Respondents were asked how COVID-19 is affecting customer needs, expectations and behaviors over the short-and

long-term. (Percent of respondents saying high impact)

B 3-6 months B 1-2years

Greater customer desire to use digital channels
for interaction and service

Greater reliance on digital payment techniques

Rise in customer demand for clean, renewable energy

Customers place higher value on safe,
sustainable products and services

Customers are asking more questions related to the pandemic

Emergence of new customer groups,
such as home office customers, etc.

Customers want better information on products and services

Expectations for a broader range of energy choices

Wider range of customers across demographic
profiles desiring digital access

Customers expect more payment choices
and cost-effective pricing models

Expectations for more self-service and personalization

0%

E&U response base: 150
Source: Cognizant/ESI ThoughtlLalb, 2020 study
Figure 7
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Spending Will Rise, Post-cri
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Closing the spending gap

Our earlier study also found a significant spending gap
when it comes to E&U investments in digital (see Figure 8).
Considering the due diligence processes and compliance
issues of regulated businesses, it’s clear that any spending
increases must be made in a balanced and measured way.

The good news, prior to the pandemic, was that E&U
organizations planned to double the percent of revenue spent
on advanced technologies by 2022. E&U’s spending growth
rate of 88% was the highest of all industries and exceeded the
cross-industry average of 60%.

E&U digital leaders —which aren’t far from meeting the cross-
industry spending norms - provide a useful benchmark for
other industry players to follow. For now, though, the spending
gap between the average E&U business and leaders is wide.
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Lower spending overall on advanced technologies

Respondents were asked what percent of annual revenues they planned to spend on all technologies
across the organization, now and in three years. (Percent of annual revenues)

B Today B 3 Years

All E&U respondents

E&U leaders

All respondents

0% 5% 10% 15% 20%

Total response base: 2,491

E&U response base: 191

Source: Cognizant/ESI ThoughtLab, 2019 study
Figure 8
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Digital budgets will grow

The pandemic doesn’t seem to have deterred
E&U businesses from continuing to invest in
digital. While half of utilities faced major financial
hits during the crisis, only a minority (27%)
reported the need to cut their digital budgets
(see Figure 9). The majority increased digital
budget allocations (38%) or kept them the same
(35%). Almost six out of 10 E&U businesses plan
to hike their digital budgets in the next year, while
only one out of 10 will shrink them.
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Digital budget hikes on the horizon

Respondents were asked how COVID-19 would impact their digital budget this year and next. (Percent of respondents)

Il This year [l Nextyear

O,
Large increase (8% plus) 0% 3%
o

. o 9%
Moderate increase (4-7%)
Small increase (1-3%)

No/negligible impact

Small decrease (1-3%)

Moderate decrease (4-7%) 1% 6%

1%

Large decrease (8% plus) 0%

11%

21%

20%

29%

29%

34%

35%

T T

0% 10%

E&U response base: 150
Source: Cognizant/ESI ThoughtLab, 2020 study

Figure 9

20%

30%

40%
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Bottom-line impact could be substantial

The pandemic has spurred utilities to reprioritize  Cumulative net impacts for E&U businesses by maturity level

and even delay their CapEx spending to . e .

Y P P i 9 Respondents were asked about the impact of their digital initiatives on their revenue and costs.
free up cash. However, as seen in our pre- We then used those responses to calculate the net benefit (revenue minus cost)
pandemic study, E&U organizations that invest for the different maturity categories. (Next benefit as a percent of overall revenue)

in digital technologies and approaches could 10.1%
potentially see hefty benefits to the bottom line

as their revenue outstrips their initial costs on a
cumulative basis (see Figure 10). As they advance
on their plans and develop into leaders, their
revenue and net impacts grow.

Beginner Implementer Advancer Leader
E&U response base: 191

Source: Cognizant/ESI ThoughtlLab, 2019 study
Figure 10
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Where to Target Digital Investments
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First, look to the leaders’ areas of maturity

The looming question for many E&U businesses
is where to start with their digital initiatives and
investments. To answer that, we can first look at
where E&U leaders reported the highest levels of
digital maturity in our pre-pandemic study (see
Figure 11). Leaders rated themselves as most
mature in three top areas: digital strategy, data
management/analytics and automation.

The leader-beginner digital divide

Respondents were asked to rate their level of maturity in each area. (Percent of respondents in the maturing or advancing stage)

M U beginners B E’U leaders

Digital strategy and roadmap
Automation
Data management and analytics
Workforce transformation
In our pre-pandemic study, data management
stood out as a particularly high-payback
investment across industries, where the same
percent of respondents whose organizations have
made moderate or substantial investments in
data management (60%) have realized moderate

Innovation culture

Software deployment

loT and connected products
Modernized core IT

Aligning operations with customer demands

to high returns. E&U leaders have not yet seen
these results; 45% of leaders say they’ve made
high levels of investment in data management,

Artificial Intelligence
Improved consumer/employee experience

Human-centricity

and 29% have realized moderate to high returns. Enhanced/augmented workers

I T T T T T T 1

0% 10% 20% 30% 40% 50% 60% 70%

E&U response base: 191
Source: Cognizant/ESI ThoughtLab, 2019 study
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Where leaders place their bets - and win

Another way to illuminate the way
forward is by looking at where E&U
leaders are investing most heavily
and seeing the highest returns

- not to mention the vast gap in
spending between E&U leaders and
laggards (see Figure 12). Before the
pandemic, the areas where the most
mature E&U business had spent
most heavily and realized the highest
payoff were mobile technology/
apps, cloud, cybersecurity, lol and
robotic process automation. Except
for mobile and cybersecurity, the
investment gap between leaders
and beginners was large.
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Investment gulf between leaders and laggards

Respondents were asked their level of investment in each technology in the last two years.
(Percent of respondents who made a significant investment)

B E’U beginners [ E&U leaders

Mobile technology/apps
Cloud technology
Cybersecurity technologies
loT

Robotic process automation
Artificial intelligence

Digital assistants

Data management

Open platforms/API

Drones

Percent of
leaders who saw
a significant ROI

2%
82%
77%
68%
58%
44%
44%
29%
34%

34%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
E&U response base: 191

Source: Cognizant/ESI ThoughtLab, 2019 study
Figure 12
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A closer look

Let’s take a look at a few of these areas.

Cybersecurity: It's not surprising to see
cybersecurity at the top of both beginners’ and
leaders’ lists. Because leaders are more apt to
have established and benefited from a digital
strategy, it’s also not surprising that over three-
quarters consider cybersecurity to be a high-
payback investment, as a well-crafted roadmap
would help them understand not just where to
invest but also how to do so while minimizing
security risk.

Cloud: When it comes to the cloud, E&U
businesses at the earlier stages of digital
maturity are particularly cautious about
considering migration and are apt to view
cloud as a double-edged sword. Even

with the agility benefits it offers, many are
concerned about the introduction of unknown
cybersecurity risk.
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For these organizations, we advise taking a
selective approach to cloud deployment that
would slowly but surely increase organizational
agility and transparency while minimizing

risk. A good start would be to focus on
applications with the lowest-risk workloads or
those with minimal customer data or sensitive
information.

loT: The instrumenting of devices that sit on
operational infrastructure with IP addresses is
the most effective way to gather information for
disaster intelligence or predictive maintenance.
It's notable that a fairly close percentage of
leaders have invested substantially in both loT
(82%) and Al (76%) as the two technologies
often go hand-in-hand.

Al: While loT initiatives signal a move toward
collecting data that matters, full maturity
means integrating data, analyzing content,

understanding what data matters most, and
using Al to predict and prescribe the best
actions. We've already seen leaders embark

on loT/Al initiatives to inform customers of
potential outages and predict natural disasters
before they happen so they can take preventive
measures.

A smaller percentage are realizing returns

as yet from Al (44%) vs. loT (68%). This is
because while the impact of Al is great, it’s also
among the most difficult of digital disciplines to
master. Not only does it require a modern data
foundation that brings together all the data that
matters, but it also requires new skills to extract
meaning from that data.
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Post-pandemic shift in spending priorities

Following the pandemic, utilities will only shift more of their investment focus to
cybersecurity and Al while also increasing spending on drones (see Figure 13).

Compared with the areas of digital investment identified before the pandemic,
cybersecurity moved from third place to the top of the list of greater
investment over the next two years. Cybersecurity’s preeminence is no
surprise, as accelerated digital adoption has exposed firms to greater risks.

Al jumped from sixth place before the pandemic to second place going
forward. The COVID-19 outbreak illuminated the power of Al for many
companies, as it helps with accessing time-critical data and insights, adjusting
to fluctuations in energy demand, protecting against cyberattacks and
personalizing the digital experience for customers and workers.

Drones, meanwhile, will prove valuable in ensuring safety during the pandemic.

Emergency surveillance and power line inspections are just a few areas where
utilities will increase their reliance on drones.

While investments in mobile, loT, cloud and automation appear to have
descended the priority list, these technologies will still see increased
investment. Specifically, the percent of respondents expecting to increase
investment in these areas was 49% for automation, 43% for mobile, 42% for
cloud (44% for cloud-based CRM and sales automation) and 42% for loT.
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Before and after: priority areas of investment

Respondents were asked if they would invest more or less in each area over the next
one to two years because of the pandemic.

Rise in investment over next two
years, ranked high to low*

Areas of investment before
COVID-19, ranked high to low

Mobile
Cloud Al
Mobile

Internet of things

Cloud

Cybersecurity

Cybersecurity

Internet of things

RPA

RPA

Al

Digital assistants Drones

Data management Open platforms

Data management

Digital assistants

Quantum computing

Open platforms

Drones

Quantum computing

Virtual reality Virtual reality

* The areas in blue went up in the rankings; the areas in gray went down
E&U response base: 150

Source: Cognizant/ESI ThoughtlLab, 2020 study

Figure 13
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Beyond technology: don’t skimp on strategy

In our pre-pandemic analysis, we found that businesses will realize different returns on
any given investment depending on their digital maturity level (see Figure 14).

Across industries, a key investment for businesses in the earlier stages of maturity is in
the digital strategy itself. For E&U organizations in particular, uncertainty about digital
technologies among less mature organizations may result in an old-school approach to
laying out a technology roadmap that could put utilities even further behind. Concerns
regarding cloud security, for instance, have pushed at least one of our clients to invest in
building a new data center vs. taking a more modern and agile approach.

A well-planned digital strategy can also go a long way toward reducing the risk

of unintentionally creating cybersecurity holes. By filling in knowledge gaps, E&U
businesses can set up a digital roadmap that will help them anticipate the security issues
they should be aware of. It’s telling that of all the elements in our maturity framework,
digital strategy is where E&U leaders consider themselves to be most mature.

As companies advance in maturity, managing data better —and therefore being able
to derive insights, apply intelligence, drive growth and more - provides fuel for
continued advancement. Lastly, automation — applying software to make work more
efficient-should be on nearly every roadmap. It's a good way to contain costs and
improve efficiency, as well as free capital to invest in other modern-economy
initiatives (and upskill your workforce).
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Maturity level determines where to start

Areas of investment where all respondents are realizing highest ROI
based on their maturity.

Digital Digital
strategy strategy

-—

N

Digital Data
strategy management

Data Transform
management workforce

Transform Transform Digital
UXx
workforce workforce strategy

Total response base: 2,491

E&U response base: 191

Source: Cognizant/ESI ThoughtLab, 2019 study
Figure 14

w
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Thriving in the Post-Pandemic Age
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The road ahead

E&U organizations are striving to prepare for future challenges and advance their digital maturity. To meet these goals, we advise
businesses to take the following steps:

I Focus on processes, not technology. Taking I Prepare a digital roadmap. For E&U I Keep cybersecurity risks in perspective. It
a process-first approach provides needed organizations, it’s essential to develop a can feel risky to pursue strategies involving
context for technology investments. The best strategy that outlines which digital investments advanced technologies and techniques;
place to start is not “which technology to use” will be prioritized over time. Doing so enables however, it’s vital for E&U organizations to
but how transactions should be conducted these businesses to present a structured view branch out beyond their comfort zones. By
in the business based on changes in the of what they intend to implement and the focusing on which processes would benefit most
marketplace and whether current processes intended outcomes. from a digital upgrade, E&U decision makers
are supporting them. can take a laser-like approach to what's best for

the business while minimizing security gaps.
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Methodology

2019 digital maturity study

Working with ESI ThoughtlLab, we surveyed a cross-section of 2,491 C-level executives (including 191 from the E&U industry) in mid-2019 and their direct reports
across regions and industries, and from a mix of functions across the enterprise. The breakdown of the survey sample is displayed in the following graphs.

Respondents by
region and country

pL

Asia Pacific

8%
Middle East*

34%

North America

Of the 191 utilities that responded,

37% were in Europe, 3/% in North
America, and 26% in Asia Pacific.

* UAE, Saudi Arabia, Oman
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Respondents by industry

Respondents were spread evenly
by industry (healthcare payers,
healthcare providers, technology
hardware, technology software,
consumer products, financial
services, industrial manufacturing,
insurance, life sciences, media/
entertainment/publishing, retail,
telecommunications, utilities).

25%

$500M-$999M

24%

$1B-$2.4B

Respondents by revenue

Respondents by subsector*

Electric power
distribution Electric power

Geothermal generation

electric power

Wind electric

power Hydroelectric

power

Natural gas

Water & sewage
systems

* Sample sizes for geothermal
and electric power distribution
are smaller than statistically
significant.
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Methodology

Late 2020 pandemic study

In late 2020, we worked with ESI ThoughtlLab to survey senior executives (including CEOs, COOs, CFOs, CMOs, CIOs, CTOs, CHROs, Chief Sales Officers
and other C-suite leaders) and their direct reports at 150 E&U organizations in 13 countries. A breakdown of the respondents’ demographics is illustrated

in the following graphs.

39%

North America

26%

Asia Pacific
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21%

$10B-$14.9B

19%

Over $15B

30%

$2.5B-$4.9B

30%

$5B-$9.9B

41%

Investor owned

59%

Publicly owned
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