
Achieving a Remarkable 93.84% Faster Integration, Setting New Industry 
Standards for Efficiency and Customer Relations

The 2-Week Integration That 

Boosted Seattle City Light’s 
Efficiency & Customer Satisfaction

Case Study



Seattle City Light, established in 1910, represents a 
landmark in American utility history, known for its early 
adoption of electric innovations. As the tenth-largest 
public power system in the United States, serving around 
464,000 customers, the company’s journey reflects a 
continuous quest for excellence in customer service and 
technological advancements. 

This case study highlights how Seattle City Light and 
DataCapable improved customer experiences and 
reliability through innovative solutions.
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Introduction 
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the United States
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Historically, Seattle has been at the forefront of 
electricity usage, being one of the first cities to 
manufacture lighting systems and have electrified 
street railways.

As customer needs and technologies evolved, Seattle 
City Light faced the challenge of adapting to the 
dynamic preferences of its customers, particularly in 
managing power outages and service disruptions.
 

Bordered by the Gulf of 
Mexico and the Atlantic 

 Flordia’s 
peninsular geography 
makes it particularly 
vulnerable to hurricanes.

Background

The Challenge Seattle City Light Faced

The primary challenge was improving the modern 
customer experience in the face of evolving 
technologies and customer expectations. Seattle City 
Light needed a solution that allowed them to stay 
up-to-date on grid events and customer concerns in 
real-time. This was essential for enhancing two-way 
communication and meeting customers effectively.
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DataCapable, a software company specializing in 
software as a service (SaaS) solutions, focuses on 
delivering situational awareness. Their products, 
powered by The DataCapable® Platform™, integrate 
artificial intelligence, machine learning, and human 
verification to provide actionable information in 
real-time, tailored specifically for utilities and 
emergency management.
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This comprehensive platform not only aggregates social 
data but also displays demographics, consumer behavior, 
environmental data, and sensor information. Typically, 
utilities have seen up to a 30% improvement in outage 
detection speed and customer notification timeliness 
after implementing similar technologies

DataCapable provided Seattle City Light with its 
Outage & Event Map, a key product that aids in 
mitigating community stress during outages. This 
solution, powered by the Esri GeoEnrichment service and 
ArcGIS Online, enables real-time visualization of outages 
and enhances customer engagement. It processes data 
from various sources, including social media, to alert staff 
about grid reliability and other relevant topics. 
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Solution

Partner | DataCapable

 C A S E  S T U D Y  |  P G  3

Outage & 
Event Map

30% Improvement 
in outage 
detection speed

Displays demographics, consumer 
behavior, environmental data and 
sensor information

Utilizes 
social data 

Enhanced customer 
engagement

Real-time outage 
visualization



A notable aspect of implementing DataCapable’s 
solution was its remarkably efficient integration 
process. The software was fully integrated into 
Seattle City Light’s existing systems in just two 
weeks. Industry benchmarks often indicate that similar 
system integrations can take anywhere from 6 to 9 
months on average, with some complex 
implementations stretching up to a year and a half for 
larger utilities or outdated systems. 

This stark contrast highlights the rapid integration 
capabilities of DataCapable, which not only minimized 
disruptions to ongoing operations but also allowed 
Seattle City Light to benefit from the new system’s 
capabilities almost immediately. 

Such efficiency is particularly noteworthy as it 
represents an integration time 93.84% faster than 
the industry average, ensuring that resources are 
focused on innovation and customer service rather 
than prolonged transitional periods.
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Implementation & Integration
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Outage Map 
Implementation Timeline

Other Utility Companies

2 weeks

Seattle City Light

for deployment and implementation of outage map

6 months - 1 year 
before implementation is complete

“I would say, the customer service is 

great. It’s a significant change from 

other platforms I’ve used throughout my 

career. Being able to pick up the phone 

and know that a person will be there to 

assist is really reassuring.”

Staff training and process adjustments were essential 
components of this phase. Employees were brought 
up-to-speed on how to utilize the new platform 
effectively, ensuring they could leverage its full potential 
from day one. The utility also set up specific protocols for 
data analysis and response strategies, tailoring these to 
align with various operational scenarios.

This swift and effective integration showcases 
DataCapable’s commitment to providing solutions 
that are not only technologically advanced but also 
user-friendly and quick to deploy, setting a new 
standard in the utility sector for technology 
adoption. 

Complementing this technical excellence, one 
representative from Seattle City Light noted, “I would say, 
the customer service is great. It’s a significant change 
from other platforms I’ve used throughout my career. 
Being able to pick up the phone and know that a person 
will be there to assist is really reassuring.” This feedback 
highlights the exceptional support and personal touch 
that sets DataCapable apart.
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-Seattle City Light representative



The journey wasn’t without challenges. Adapting to a 
new system involved overcoming initial resistance, 
training staff, and fine-tuning the technology to fit 
specific operational needs. Key lessons included the 
importance of flexibility, ongoing training, and the value 
of real-time data in decision-making. 

While adapting to new systems often involves a 
learning curve, utilities have found that ongoing 
training can reduce error rates by up to 50% over the 
first six months.

Enhanced real-time visualization of outage 
data has improved customer interactions, with 
utilities observing up to a 25% increase in 
customer satisfaction scores.

Improved predictive capabilities for power 
outages, enabling proactive customer 
communication, often reducing customer 
complaints  by  up  to  40%.

A richer dataset has led to a better 
understanding of customer needs and 
concerns, with a 20% improvement in the 
accuracy of customer service.

Streamlined response to outages, resulting in 
reduced downtime by approximately 35% and 
increased customer satisfaction.
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outages, enabling proactive customer 
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complaints  by  up  to  40%.

A richer dataset has led to a better 
understanding of customer needs and 
concerns, with a 20% improvement in the 
accuracy of customer service.

Streamlined response to outages, resulting in 
reduced downtime by approximately 35% and 
increased customer satisfaction.

The deployment of DataCapable’s technology marked a 
significant shift in Seattle City Light’s operational 
efficiency and customer relationship management. 
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Results

Challenges & Lessons Learned

Key Outcomes



With the industry reporting an average of 15-25% 
improvement in operational efficiency and customer 
satisfaction, Seattle City Light’s journey reflects a 
commitment to maintaining a leading edge in utility 
service.
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This case study has broader implications for the utility 
industry. It underscores the potential of AI and machine 
learning in enhancing customer service and 
operational efficiency. For Seattle City Light, the 
journey with DataCapable is an ongoing process of 
improvement, with plans to further refine their systems 
and explore new technologies.

Broader Implications & Future 
Directions

Conclusion

Seattle City Light’s partnership with DataCapable marks a 
significant step forward in utility customer service and 
operational efficiency. By leveraging advanced 
technology and data analytics, the utility is better 
positioned to understand and meet the evolving needs of 
its customers, ensuring reliability and enhancing the 
overall customer experience in the utility sector. 

With the industry reporting an average of 15-25% 
improvement in operational efficiency and customer 
satisfaction, Seattle City Light’s journey reflects a 
commitment to maintaining a leading edge in utility 
service.

DataCapable
Many utility companies struggle to meet their customers’ growing expectations. DataCapable’s industry-leading 
software equips utilities with advanced outage maps and threat detection tools to improve their operations, 
ultimately delivering an exceptional customer experience.  Schedule a demo today!

info@datacapable.comdatacapable.com 2048 W Belmont Ave.
Chicago, IL 60618

550 W. B St, 4th Floor
San Diego, CA 92101

https://datacapable.com/
https://datacapable.com/

