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Personalised energy services on smart
meter data in a hybrid AI approach

The customer’s relationship with utilities is evolving as three key
industry drivers reshape the power industry and transform customer

expectations: digitalization, decentralization, and decarbonization.
However, this relationship and the emerging new utility platform face
challenges for utilities as their business model will need to shift

towards new service integration and education of consumers of these
new opportunities by showing the clear benefits and cost savings.
Successful customer engagement can help overcome these challenges.
In order to reach a destination where they are profitably leveraging new
technology while enhancing the user experience, utilities should
consider three capabilities that build on one another: data-driven
personalization, customer engagement in demand-side management
(DSM) of the smart energy home, and a distributed energy resource
(DER) platform for energy services and businesses.

NET2GRID
Prins Hendriklaan 7

+31 30 304 00 86

The Netherlands

www.net2grid.com

3701CK Zeist

sales@net2grid.com

Whitepaper

Table of contents
Background

2

Challenge

3

Our Approach

3

Unlocking smart meter data

3

High accuracy disaggregation: the hybrid AI-model

4

Personalize, personalize, personalize...

5

Building an energy services business

6

1

Whitepaper

Background
A big shift towards electrification is imminent. All cost effective and scalable renewables,
generate electricity. If we want to benefit from these renewables we need to increase the
electricity share in our energy mix from 20% now to 60% in 2050.
Given that we only increased 3% in the past 30 years, this is going to be a huge challenge.

Figure 1: Change drivers in the power industry
For residential customers that means that they will need to heat their homes, power their
cars with electricity and generate their own solar power at a much bigger scale than now.
All of that needs to be managed within the current constraints of the electricity grid. That
means that not everybody can charge their car or power up their heating or airco all at the
same time. People need to be incentivised to avoid peaks in consumption. That requires a
highly personalised approach to customers so they can shift their consumption in ways that
fit their needs.
This personalised approach is also what customers are expecting from their utilities. The
platform economy has educated customers that they can have anything, anytime by means
of their telephone or their voice assistant. The energy sector needs to catch up with this
reality and provide personalised services to energy customers such as making them aware
of their energy household consumption and helping them cut down on it with the help of
personalised tips.
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Challenge
Utilities have a pivotal role to play in this disruptive change. They need to engage their
customers, build a relationship as a trusted advisor and move from standardized commodity
to new personalised services.

Our Approach
We’re able to address these needs in an economic way by delivering personalised energy
services on the basis of smart meter data and hybrid AI. This is explained in more detail
below.

Unlocking smart meter data

Figure 2: Unified access to real-time data in EU, US & AU
Our platform processes and analyses data of different granularities ranging from sub-second
to 1-10s real-time data and 15-60 minute Automatic Meter Reading (AMR) data. This way
we create a customer journey that starts with basic energy insight services based on 15-60
minute data and can be upgraded in the app to a premium more personalised service on
real-time data.
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NET2GRID has solved the problem of unlocking real-time data across regions in a unified,
cost effective and scalable way. The different models of our SmartBridge support all meters
in the US, Canada, Europe and Australia.

High accuracy disaggregation: the hybrid AI-model
Although real-time data might be more valuable in a flexible energy market, only a small
portion of residential customers will adopt it from the start. This is why it is important to
engage customers with a basic service that is available on their mobile phone and the voice
assistants they use in daily life. This creates a digital communication channel that allows
utilities to build its relationship with their customers, help them to become more energy
efficient and offer them an upgrade to a more personalised service, once they understand
the value it brings for them.
Our customer journey starts at this basic service based on 15-60 minute Automatic Meter
Reading (AMR) data. It doesn’t require any hardware in the home and can be offered cost
effectively at a large portion of residential customers.
That doesn’t sound like anything new. Energy disaggregation services based on AMR data
have been around for years, the problem is that the quality is poor. AMR data alone cannot
provide us with the fingerprint of individual appliances which would allow for appliance level
disaggregation. On top, real-time services are traditionally too expensive and require
professional installation.
That’s why we developed our hybrid AI approach to disaggregation, which allows us to offer
activity based disaggregation with high accuracy. We bring the best of both worlds. With our
hybrid AI approach, we train our real-time algorithms on the largest ground truth dataset in
the world with more than 50K appliance events, achieving more than 90% accuracy.
In turn, our AMR algorithms are continuously benchmarked against the results of our
real-time service. This way we’re able to boost the quality of the smart meter data analysis
for all customers, resulting in high quality services at a fraction of the cost.
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Figure 3: Hybrid AI-models: high quality at low cost
We are able to disaggregate reliably the following activities using standard AMR meter data:
AlwaysON/Standby power, Space Heating Electricity, Space Heating Gas, Water Heating
Electricity, Water Heating Gas, Lighting, Entertainment and Computer Equipment,
Refrigeration, Laundry, Cooking Electric, Cooking Gas, Other Electric, and the following
appliances:
Air conditioning, Immersion heater, Pool pump, Sauna, Electric Vehicle charging (level 1 and
2).

Personalize, personalize, personalize...
In order to be relevant in the eyes of customers, first you need to be super user friendly and
secondly, make relevant suggestions that help them achieve energy and cost savings. They
need to apply to them personally, which is why you need to know their home.
In our Ynni app we’ve invested in a user friendly onboarding and overall user experience,
which is reflected in our app store rate of 4.5. On top, we have integrated with AWS Alexa
and Google Home.
To be able to make relevant and personalised recommendations, we build a profile of your
customers. We record data about the age, size and type of home, the way it is heated and
cooled, the composition of the household and the type of appliances that are used, ranging
from household appliances to EV and Solar PV. Together with the energy consumption data
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our algorithms can reliably determine customers’ consumption patterns.
On that basis we can give insights in what is causing high consumption and give
recommendations on how to save on their energy, e.g. nudge them to lower the temperature
of their washing machine program if we detect they are running high energy programs.
We can also advise them to make use of services to increase their energy efficiency based
on their situation, e.g to offer personalized energy efficiency & optimization saving tips, offer
replacement products that are more energy efficient, make use of a specific EV home
charging rate plan, or help them to benefit the most from dynamic tariffs.

Figure 4: NET2GRID Ynni app screens showing various personalized use-cases

Building an energy services business
Our service helps utilities to transition from low margin commodity business to higher margin
services. Our high accuracy disaggregation helps to build trust. That, in combination with our
high level of personalisation, helps to create a position as a trusted advisor and a strong
basis to generate and facilitate buying intentions from your customers, either through in- app
upsell or through Business Intelligence integration and segmentation for targeted marketing
campaigns.
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