
To help you learn from other MyAccounts in your industry, User Intelligence and 
13 other partners of the UXalliance conducted an independent and global study. 

We reviewed MyAccounts in both Telecom and Energy. These two industries 
have o�ered MyAccounts for many years, so they should have developed some 
clear best practices. 

Almost all partners reviewed two providers for each industry. This resulted in no 
less than 52 MyAccounts that were analysed for best practices. For each provider 
we looked at 5 top tasks. These are common tasks of customers that should be 
supported by any MyAccount in Telecom or Energy.
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MyAccounts exist because the log-in protected 
environment allows organisations to o�er personal 
content to their customers. And this brings value to both 
customers (e.g. more relevance) and organisations (e.g. 
more business value). 

Currently most MyAccounts focus on supporting 
self-service tasks for customers. While self-service is 
important, the potential of MyAccounts goes well beyond 
that. MyAccounts are a first and necessary step towards 
o�ering a personalised customer experience. In other 
words: from MyAccounts to MyExperience! 

Why this study?
Personalised experiences are very valuable for both 
organisations and their customers. However, 
personalisation is still very di�cult. Obviously, there are 
technical problems and organisational challenges. But more 
importantly, it’s also not clear what these personalised 
experiences should look like. To find out, we conducted a 
global study to find the best practices in the MyAccounts. 

This leaflet provides a management summary of the study. 
In addition, it gives recommendations on how to improve 
your MyAccount. The full report is available on request.

MyAccounts: the future of customer experiences

MyAccount definition: a log-in 
protected, online environment o�ering 
personalised content and functionalities 
to individual customers.
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A global study on best practices for MyAccounts

How was the study done?

Why are they important?
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MyAccounts exist because the log-in protected 
environment allows organisations to o�er personal 
content to their customers. And this brings value to both 
customers (e.g. more relevance) and organisations (e.g. 
more business value). 

Currently most MyAccounts focus on supporting 
self-service tasks for customers. While self-service is 
important, the potential of MyAccounts goes well beyond 
that. MyAccounts are a first and necessary step towards 
o�ering a personalised customer experience. In other 
words: from MyAccounts to MyExperience! 

Why this study?
Personalised experiences are very valuable for both 
organisations and their customers. However, 
personalisation is still very di�cult. Obviously, there are 
technical problems and organisational challenges. But more 
importantly, it’s also not clear what these personalised 
experiences should look like. To find out, we conducted a 
global study to find the best practices in the MyAccounts. 

This leaflet provides a management summary of the study. 
In addition, it gives recommendations on how to improve 
your MyAccount. The full report is available on request.
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What are the conclusions? MyAccounts are only just starting to develop. Excellent experiences 
are still rare, even in Telecom and Energy.

Experiences are only ‘su�cient’ on average
The range of scores varied widely. The majority of 
providers scored between poor and good.

Very good & excellent experiences were found
We found providers that scored ‘very good’, and a 
few were even ‘excellent’. So the study did identify 
best practices.

Support of smartphone and tablet is increasing
78% of the providers facilitate usage across multiple 
devices. 22% only support MyAccount usage on a 
desktop computer or laptop. 

Log-in procedure is standard, but inconvenient
Using a username and password is the default login 
procedure. Only two providers o�er an alternative 
login; password via SMS and login via Facebook. 

Personalisation is still in its early stages
44% of the providers o�er ‘tailored propositions’, 
such as making o�ers based on the actual usage 
data. However, more advanced personalisation is 
still scarce.

Additional functionalities improve experience
Supporting the most important tasks of customers 
is not enough. Additional functionalities have 
a strong positive influence on the experience of 
a MyAccount. 29% of the providers o�er at least 
one secondary service that extends beyond 
Telecom or Energy (e.g. moving services). 
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Only a few providers support all top tasks
77% of providers fail to support one or more of the 
five top tasks for their industry.
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MyAccount experiences can easily be improved. 
Get started and follow these steps to gain competitive advantage!

         Vision and roadmap
Envision where you want to go 
The first activity is to make an 
assessment of your current MyAccount, 
its users, your business goals, and the 
technological trends that are emerging.

After you know where you are now, 
think about how the experience should 
look like in the future. When you define 
your vision, remember that the 
MyAccount will probably be part of the 
larger MyExperience.

Make a roadmap 
There are several roads that you can 
take towards your vision. Once you 
decide what road is preferred, you can 
identify smaller steps for the short-term 
and mid-term.

         Get the basics right 

Make sure to support all top tasks:
Understand which touch points in the 
whole customer journey should be 
facilitated online. Then enable the user 
to conduct the most important tasks in 
the MyAccount.

Improve the overall experience: 
Not only support all top tasks (e.g. 
success rate), but make sure you support 
these tasks well (e.g. e�ciency and 
satisfaction). For example, provide a clear 
navigation and information architecture. 
Or, make sure all content is legible and 
up-to-date. 

What do we recommend?

         Take it to the next level
Support usage on all devices:  
Enable users to complete tasks on any 
given device (desktop, tablet and 
smartphone). And make sure that you 
o�er a consistent MyAccount experience 
across these devices.

Make it easier to login: 
Consider using ‘single-sign-on’ solutions 
(e.g. Facebook or Twitter) and leverage 
new technologies to make the login 
process easier.

O�er more personalisation: 
O�ering more personalised functionalities 
and content will enhance the MyAccount 
experience.

         Go beyond the obvious
Implement advanced personalisation:
This requires a very deep knowledge of your 
customers, good understanding of your own 
propositions and content, clever rules and 
algorithms, and complex technology. Make 
sure you implement all four elements, not just 
the technology!

Extend MyAccount to MyExperience:
Almost all experiences will become 
personalised, especially the online 
experiences. MyAccounts are only a first step 
in this personalisation. Therefore, the scope 
of the MyAccounts should be extended. 
Eventually, MyAccounts will become part 
of the completely personalised experience; 
the MyExperience.
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Need help with improving 
your Customer Experience?

Visit userintelligence.com 
or call +31 (0)20 408 42 96

Interested in the full report of 
the Global MyAccount study?


