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CHALLENGE

Gas utility needed to help 
grow its customer base 
despite the tough economy 
and lack of new construction.

RESULTS

•	 The	utility	identified	10,000	
potential	customers,	
prompted	600	calls,	and	
gained	more	than	150	new	
customers.

“With GIS technology, we were 
able to better target potential 

customers. It’s been a very 
successful project—taking 

GIS beyond a mapping and 
information system.”

John Cutcher, GIS Specialist for 
SEMCO Energy

SEMCO Energy Gas Company supplies natural gas to more than 280,000 customers in 
Michigan. 

The Challenge 
When Michigan’s economy was hit by troubled times, SEMCO’s annual customer growth 
halted, and in some cases, the company even lost customers. Building and development 
stopped. Customers were losing jobs, moving out of the area, or forgoing expenses. 
SEMCO’s marketing director asked what GIS could do to help grow the utility customer 
base despite the lack of new construction.

The Solution 
SEMCO employed geographic information system (GIS) technology to identify people 
who lived near a utility gas line but were not already customers. The utility purchased 
commercial street data from NAVTEQ® and Tele Atlas®. With this information, SEMCO 
geocoded new address data and existing customer information, performed field 
verification, and determined potential customers. 

The marketing staff then contacted these potential customers through a direct mail 
campaign. When people called in response to the mailer, the utility was ready. Staff 
had access to a GIS-based website loaded with unique customer codes, geographic 
data, aerial photographs, and a measuring tool for over-the-phone service connection 
estimates.

CASE STUDY

Results of Potential Customers geoprocessing tool show highlighted distribution mains and new locations 
of potential customers.

Learn more at esri.com/gas.
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ESRI SOFT WARE USED

ArcGIS

OTHER SOFT WARE USED

Microsoft® Excel®

DATA USED

Esri® ArcGIS Server basemap

Esri StreetMap™ premium 
roads data for geocoding

Street	data	from	NAVTEQ	and	
Tele	Atlas

Aerial photographs

HARDWARE

Citrix® Systems thin client server

Dell® desktop PCs

The Results 
From the initial geocoding sweep, SEMCO identified 10,000 potential customers. 
The company then contacted them in phases by mail. SEMCO established codes for 
potential customers to identify their locations. The first phase of mailing prompted 
600 calls and resulted in more than 150 new customers.

Using ArcGIS® technology, SEMCO staff created GIS-based web application for storing 
and accessing data such as customer codes, aerial photographs, and geographic 
locations. When a potential customer called with a customer code, SEMCO staff could 
find and flag the customer on the map. The web application also has an address locator 
so callers could be identified through an address search.

Through the web application, SEMCO staff can select a point on the map and add 
information about the customer including telephone number and current energy source 
such as electric, wood, or propane. 

The application also provided SEMCO staff with access to aerial photos and a measuring 
tool. While on the phone, callers could receive a ballpark price quote for service 
connection based on the distance between the customer’s home and the natural gas 
facilities. This feature saved the utility the time and expense of sending a technician to 
each home to create a service connection quote.

“With ArcGIS, we were able to create this web application, then allow multiple people 
to access the system at the same time,” said John Cutcher, GIS specialist for SEMCO 
Energy. “With this new use for GIS technology, SEMCO was also able to create another 
marketing tool, enabling the company to better target potential customers. It’s been a 
very successful project—taking GIS beyond a mapping and information system.”
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Results of Potential Customers geoprocessing tool show locations of potential customers.
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