










Create a planet 
run by the sun

CUSTOMER EXPERIENCE 
(CX) ORGANIZATION

ORG MISSION: Come together to establish an excellent customer experience from the moment 
we meet a prospective customer through the last kilowatt-hour we provide them.
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Sales focus

Pipeline focus

WHO WE SERVE

In the CX Org, our work focuses on 
three key customers. They’re 
success is key to assuring the best 
customer experience:

1. The Customer
2. Our Sales Teams
3. Operations

HOW WE DO IT

● Respond to outreach (internal 
and external)

● Keep track of our pipelines and 
collaborate with others when 
things get stuck

● Do all the above with speed, 
kindness, and consideration!



                                Heidi Heck
                                                                               Vice President
                                                                               Customer Operations

                                                                            

Design & Engineering
1,284 Employees

Rebates & Interconnection
163 Employees

Sales & Project Operations
377 Employees

Retention
40 Employees

Nik Vassios
Sr. Director

Alex Blom
Director

Karly Smith
Sr. Director

Lauren Gularte
Manager

Site Modeling
Design & Planset generation

Professional Engineering

Rebates & Interconnection 

Submission & Approvals

Utility/Incentive Research

SREC/PBI Realization

Sales Support
Sales Licensing/Compliance & 

Housing
Backend milestone processes

Contract Review & Verification call

Retention of At-Risk customers

Site audit fall off



M-Sat | 7am - 10pm MST
Sun | 7am - 8pm MST

Contract Approval
● Ensures the contract has all 

the funding requirements to 
reach Sunrun Approved

● Provides assistance with 
missing documentation & 
Pending approvals.

M-Sat | 7am - 10pm MST
Sun | 7am - 8pm MST

Live Sales Support
● Provides live rep support in 

home. Including 
troubleshooting, policy 
support & process support.

● Handles 40,000+ sales rep 
requests per month.

Sales Support 
Desk

Sales Enablement Functions

Contract 
Review

M-Fri | 7am - 5:30pm MST

Licensing & 
Housing Facilitation

● Facilitates and maintains HIS, 
Solicitors and Telemarketing 
licensing.

● Coordinates housing for 
Fusion.

Sales 
Licensing & 
Compliance

Sun-Sat | 4AM - 1AM MST

Verification Call
● Completes the verification 

call with the customer, 
confirming contract terms, 
customer info, etc.

● Piloting our VC bot this 
week, full roll out anticipated 
by Mid-Feb.

Verification 
Call



Sun-Sat | 24 hours

Site Modeling

● Generates accurate and 
fast site models for 
proposal generation

Site Modeling

Design & Engineering Functions

Customer Design

● Utilizes site survey 
information to generate a 
final design (CAP) for the 
customer.

● Identify necessary home 
upgrades

Customer 
Design

Professional 
Engineering

● Ensure the design meets 
local requirements and 
meets industry standards.

● Completes Engineering 
stamps

Professional 
Engineering

Permit Design

● Generates permit, 
utility, and installation 
deliverables.

Permit Design
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Customer Journey Sale - Install

Customer 
Signature

Site Survey & 
SRA 

Complete

CAP 
Prepared

CAP 
Approved

Permit 
Submitted

Permit 
Approved

Install 
Scheduled

Install 
Complete

Sales Design

Site Survey

Sales PermittingDesign

CX Pro Support

Home Upgrades Install Ops





CX Specialist Managers
(3)

Leadership Teams and Structure

Focus on Efficiency and FulfillmentFocus on Customer and Sales Experience

Brigg Barron
VP, Project Management

Effectiveness Team 

CX Managers
(36)

CX Pros 
(300)

Senior CX Managers
(6)

CX Specialists
(80)

● Training
● Tools
● Process
● Vendor

● Sales Reps work in tandem 
with the Customer Experience 
Professional (CX Pro).  

● The CX Pro reports to the 
Customer Experience Manager 
(CXM).  

● The CXM reports to the Senior 
Customer Experience Manager 
(Sr. CXM).

● CX Pros, CXMs, and Senior 
CXMs  are typically assigned 
by sales channel and 
geography.



YTD 
WINS 

Where We 
Focus



Project 
Life Cycle
Ownership

*SRA (Sunrun approval) = official Sunrun approval of customer’s completed contract*
*CAP (customer-approved plans) = official customer approval of system design for installation*
*Activation = when customer’s system is turned on and confirmed to produce*

What exactly does that mean?
AT SRA: CX Pro org is assigned to projects at SRA, at 
which time they will start by supporting Sales in the 
background.

● Sales Support & Design prepares CAP package for Sales
● Sales works with customer to obtain & close CAP

AT CAP: Once the CAP is closed, the CX Pro org will then 
engage with the customer directly, beginning with an 
Introduction Call.

AT ACTIVATION: CX Pro org will manage the bulk of project 
movement, and along with the sales rep, be the customer’s 
primary contact through Activation, finalizing with an 
Activation call  with customer and confirming system 
production.

CX Pro Org owns 
projects from SRA 
to Activation



Division of
Ownership
Special focus 
depending on the 
specific role in the 
CX Pro Org.

*SRA = official Sunrun approval of customer’s completed contract*

CX PRO     CX        
SPECIALISTproject manager

lead systems over the 
finish line, combining 
expert business 
knowledge and 
cross-functional efforts.

Two key customers 
are our traditional 
customers and sales 
reps..

Three key customers are 
our traditional customers, 
Sales, AND the CX Pro.

Provide phone line  
support when CX 
Pros don’t answer.

Assist with select CX 
queue tasks.

project support



Key 
Responsibilities
cx pro

Pipeline Management over 
Task Management
CX Pros can primarily drive 
pipeline movement and 
management working cross 
functionally with the other 
departments.

Assist Scheduling Teams
Work with customers and crews 
schedules to schedule install and 
prepare customer.Intro Call

Introduce customers 
to Sunrun and 
becoming their main 
point of contact  with 
the customer after 
CAP.

Pre-CAP Activities
CAP troubleshooting and potential 
redesign assistance..

Activation Call
Guide customer through activating their 
system, and managing resolution as 
needed.



Key 
Responsibilities
cx specialist

CX Specialist 
supports the CX Pro 
by backing up the 
phones and assisting 
with certain standard 
tasks

Rollover Calls
If a CX Pro is not available 
to answer a customer call, 
a CX Specialist will answer 
and assist the customer

Specific 
Queue-based Tasks 
(as assigned)

Some examples include:
● Signature and 

document collection 
tasks

● Dig Alert



YTD 
WINS 

Rewards
& Progression

● CX Pros are incentivized with commissions…like sales reps.
● CX Pros compete in The League with their metrics…like reps.
● Through quality and quantity CX Pros can achieve new 

levels/titles that positively impact their pay base pay rates.
● Difficult projects pay CX Pros more $ per project, so they are 

aligned to push hard projects through the pipeline.


































