UNLOCKING DIGITAL PERFORMANCE
2025 OUTLOOK | ENERGY AND UTILITIES

Smarter Grids, Al-Driven
Customer Engagement, and a

Renewable-Ready Future N SUTHERLAND
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Energy and Utilities in 2025

Skyrocketing energy costs and an insatiable demand are pushing the energy and utilities sector to a
breaking point. Energy demand is growing at a substantial rate, fueled by the expansion of data centers
supporting Al, machine learning, and cryptocurrency mining, alongside the growing adoption of electric
vehicles, which have seen a sales increase of 7.3% year-on-year. Infrastructure capacity is nearing its
limits, supply chains are strained, and the cost of energy continues to rise.

The urgent need to decarbonize, driven by both regulatory pressure and consumer demand for cleaner
power, is forcing utilities to rapidly transition to green energy sources. Renewable energy experienced
significant growth last year, pushing the world past the 30% renewable electricity mark for the first time.?
The increasing penetration of distributed energy resources (DERs), like rooftop solar coupled with net-
metering solutions, the evolution of vehicle-to-grid (V2G) technology, and the development of advanced
bi-directional grids are game-changers. While crucial for a sustainable energy future, these advancements
mean utility companies need to find solutions to deal with fluctuating energy flows and complex
interactions between diverse DERs, while ensuring stability and reliability. Effectively, they demand
sophisticated grid management systems, robust communication networks, and innovative approaches to
balancing supply and demand, ultimately pushing the boundaries of current grid capabilities.

At the same time, customer satisfaction with utility providers has declined for the fourth consecutive year.?
In part, this stems from growing expectations for real-time insights, flexible pricing, and seamless digital
interactions, underscoring the need for enhanced digital engagement and service personalization.

In 2025, then, the challenge has become balancing consumer demand, reliability, and sustainability in an
industry that can no longer rely on traditional infrastructure and operating models. Utilities must embrace
transformation as a result, leveraging advanced technologies to modernize their grids, enhance efficiency,
and integrate renewable energy sources, all while ensuring regulatory compliance.

Opportunities Shaping the Energy and Utilities Industry in 2025

Smart grid modernization with Al-enabled resilience: The integration of Al,
real-time monitoring, and predictive automation is redefining grid reliability.
These advancements enable self-healing networks, reduce downtime, and help
utilities navigate stringent regulatory requirements while optimizing energy
distribution.

Al-driven customer empowerment and personalization: As energy consumers
demand more control and customization, Al-powered automation and real-time
analytics are reshaping engagement. Utilities leveraging these capabilities can
offer hyper-personalized services, enhance demand forecasting, and strengthen
customer trust through seamless digital interactions.

Seamless renewable integration with Al and cloud: The rise of decentralized
energy demands smarter management of renewables. Al-driven predictive
balancing, intelligent storage solutions, and cloud-based automation enable
utilities to integrate intermittent energy sources efficiently, ensuring stability and
supporting aggressive decarbonization mandates.

Let’s take a closer look at how these factors are reshaping the industry,
highlighting the technologies and strategies that will define the next phase of
energy transformation, and the core technology building blocks that will enable
lasting success.
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https://www.coxautoinc.com/market-insights/q4-2024-ev-sales/
https://ember-energy.org/latest-updates/world-passes-30-renewable-electricity-milestone/

https://www.jdpower.com/business/press-releases/2024-us-electric-utility-residential-customer-satisfaction-study
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Smart Grid Modernization
and Al-Driven Optimization

The grid is no longer just a utility asset;
it's the backbone of a decentralized
energy future. Yet, many companies
operate on infrastructure designed for a
past era, leading to costly inefficiencies,
rising outage risks, and growing
difficulty integrating renewable energy
sources, DERs, and V2G technology.
With global energy demand surging
and decarbonization mandates
tightening, modernizing the grid has
become an operational necessity.

Al and automation are redefining In 2025, improving operational resilience by capitalizing on the transformative potential of Al in
what a modern grid can achieve. this regard will require a focus on the following three building blocks:

Al-powered monitoring detects
vulnerabilities before they cause
outages. Predictive automation
enhances reliability. And intelligent
control systems dynamically adjust
energy flow to maximize efficiency. At
the same time, Al-driven cybersecurity
safeguards against the rising threat

of cyberattacks, protecting critical
infrastructure from disruption.

- Data and analytics: By creating a unified data layer that delivers real-time grid visibility
and unlocks more advanced load forecasting, energy and utilities players can unlock the
actionable intelligence needed for predictive maintenance. This will help minimize outages
and lower operational costs.

« Application modernization: Al-driven modernization will enable utilities to further cut
operational costs, improve outage response times, and better anticipate energy demand,
ensuring more reliable, cost-effective service delivery.

« Cybersecurity: Al-powered security solutions can protect utilities from evolving cyber threats
by detecting risks early, automating threat response, and ensuring compliance with stringent
regulatory requirements, safeguarding both data integrity and grid stability.
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Al-Powered Customer Engagement
and Personalization

Reliable service is not a differentiator
for energy suppliers anymore. Today’s
energy consumers demand control,
transparency, and a seamless digital
experience tailored to their needs.
This shift is even more pronounced
as more customers generate their
own electricity through rooftop solar,
battery storage, and other DERs. These
prosumers require tools to monitor
production, optimize energy storage,
and determine the best times to sell
power back to the grid.

However, there are a series of
hurdles that utilities must overcome
when personalizing the customer
experience. Many companies still
operate with siloed customer data,
limiting their ability to provide tailored
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recommendations and proactive
communication. Meanwhile, the rising
demand for real-time insights into
energy usage, outages, and billing puts
additional pressure on the need to
modernize existing platforms

and systems.

Al-powered solutions can help
utilities companies to bridge this

gap in 2025. By unifying disparate
systems and centralizing data, then
layering predictive analytics and
advanced chatbot functionality on top
to better anticipate customer needs
and automate routine interactions,

it's possible to deliver seamless,
personalized experiences that
strengthen customer engagement
while ensuring grid stability.

To fully realize the benefits of Al-powered customer engagement, utilities should focus on the
following foundational building blocks:

- Data and analytics: By leveraging Al-powered analytics, utilities can predict customer
needs, personalize offerings, and drive proactive engagement, improving satisfaction
and reducing churn.

Digital operations: Al-driven chatbots and self-service platforms streamline customer
experience services, reduce wait times, lower operational costs, and provide
24/7 support.

Digital chemistry: Al agents handle routine inquiries while seamlessly escalating
complex issues. This approach enables human representatives to focus on higher-value
interactions, reducing costs, improving efficiency, and strengthening customer loyalty.




Renewable Energy Integration
with Digital Solutions

As governments set aggressive net- forecasting and automation. Meanwhile, Energy and utilities leaders can achieve this by focusing on the following foundational
zero targets, and consumer demand evolving regulatory frameworks building blocks:

for cleaner power accelerates, utility demand greater transparency and
companies must scale renewable compliance, adding pressure on utilities ;
sources, microgrids, and energy to quickly adapt « Cloud infrastructure: Cloud-based energy management platforms provide the

’ R, agility needed to integrate DERs at scale, improving grid resilience while reducing
storage to maintain reliability and ) I
achieve sustainability targets in 2025 Integrating renewables into legacy O e
and beyond. infrastructure requires a shift in how S R ,

y ener distributicc]m and storage is « Application modernization: Al-powered forecasting transforms renewable
, 9y 9 , intermittency into a strategic advantage, enabling utilities to optimize grid stability,

However, the expansion of green managed. Al and cloud technologies D VA . TP I
energy and DERs introduces new bridge this gap, enabling real-time grid < : L ;
opera’uo.na'l .and technical compIeX|t|es. balancing, pred|ct|v§ fo.rece?stmg, a'j'd Digital operations: Intelligent automation eliminates inefficiencies in energy
The variability of solar and wind automated energy distribution, tuming distribution, ensuring real-time grid balancing and more reliable service with reduced
energy makes real-time grid balancing renewable variability into a manageable

manual intervention.

complex, requiring advanced asset rather than a disruption.
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Redefining Utilities: The Path
to a Smarter, Resilient Future

The energy sector is entering a new era where ensure utilities companies remain competitive
Al, automation, and sustainability redefine in 2025 and beyond.

what’s possible. Al-driven grid intelligence,

predictive automation, and cloud-based energy However, this will depend on more than just
ecosystems will enable utilities to do more the deployment of new technology. It'll require
than just keep the lights on — they will create investing in robust workforce development,
grids that are self-optimizing, resilient, and equipping staff with the skills to manage Al-
responsive to future energy demands. In turn, driven operations, leverage automation tools,
this will reduce downtime, cut operational costs, and make data-driven decisions.

improve customer retention, and ultimately

The utilities that achieve this — and, by doing so, unlock the full transformative potential
of Al — will set new standards for the industry. They’ll shape the energy landscape of the
future, creating one that is intelligent, adaptive, and built for long-term sustainability.

Unlocking Digital Performance. Delivering Measurable Results.

At Sutherland, we are a leading global business and digital transformation partner. We work with iconic brands worldwide in Healthcare, Insurance, Banking & Financial Services, Communications, Media & Entertainment, Technology, Travel & Hospitality, Logistics, Retail, Energy & Utilities industries. We bring our clients a unique value
proposition through market-leading technology and business process excellence. Leveraging our advanced products and platforms, we drive digital transformation, optimize critical business operations, reinvent experiences, and pioneer new solutions, all provided through a seamless “as a service” model. For each company, we tailor
proven and rapid formulas to fit their unique DNA. We bring together human expertise and artificial intelligence. In short, we do digital chemistry. It unlocks new possibilities, great client partnerships, and transformative outcomes.
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https://www.sutherlandglobal.com
https://www.linkedin.com/company/sutherland-global-services/
https://www.youtube.com/c/SutherlandCorp
http://bit.ly/2rwwJ32

