
SolarEdge Technologies 
manufacturers photovoltaic 
(PV) inverters, home 
backup systems, EV 
chargers, power optimizers,  
and monitoring systems in 
the renewable energy 
sector.

Founded in 2006, they are 
located in California and 
service the residential, 
commercial, and utility-
scale markets. 

In order for a PV solar system to produce power, it must 

have an inverter that converts the DC electricity--produced 

by solar modules--into AC electricity used in homes and 

businesses. These inverters are also the heart of the 

monitoring system: sending performance data about the 

system to its owner either via Wi-Fi or cellular-based to a 

nearby tower.  

How SolarEdge and 365 Pronto are 
Beating the 3G Phaseout Early and 
Under Budget

CDMA Swap Out Case Study

Background Historical Context

For cellular-based monitoring to function, these inverters 

must contain a modem operating on CDMA or GSM, two 

radio networks used by wireless carriers (Verizon and

 T-Mobile). These networks are more commonly referred 

to as 2G and 3G and were widely used in the early years 

of cellular communication technology, with CDMA being 

the predominant network in the US.

 
As wireless carriers build out 5G networks, they’re de-

commissioning 2G and 3G infrastructure, including CDMA 

modems used in many solar monitoring systems. Different 

carriers have varying timelines for decommissioning:
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Implications For Solar

Implications For Solar

The financial cost is even steeper for those end-users receiving 

compensation via Solar Renewable Energy Credits (SRECs). 

Without this neutral arbiter of production data, this is an 

additional revenue source lost as no SREC compensation can 

be issued by aggregators if not measured properly. This is no 

small, local matter, either: There are hundreds of thousands of 

solar owners receiving SREC income in the SREC-state markets 

of Illinois, Ohio, Pennsylvania, New Jersey, Delaware, Maryland 

and Massachusetts, along with Washington, DC.  

SolarEdge is ahead of the curve. SolarEdge anticipated 
equipment end-users may risk a system fault or shutdown and 
not realize such has occurred until receiving an unpleasant 
surprise in the form of a higher-than-usual electricity bill. For 
end-users whose original installer is no longer in business, 
many would likely seek out SolarEdge, flooding its call lines 
with complaints and no idea where to start.

For SolarEdge, due to no fault of its own, it could experience a 
surge in inbound query demand after CDMA network phase-out 
deadlines approached.

All of this is compounded of course by additional reputation 

management needed for those end-users who skipped the

support line and jumped straight into negative reviews, 

disparagement on social media and online forums, etc.

Framing The
Problem

Given the complex, 
resource-intense, and 
time-bound nature of 
the challenge, SolarEdge 
needed to develop a highly 
structured programmatic 
response that included �ve 
de�ned critical success 
factors: 

1.  Proact ive  end-user  
communicat ion ;  not    
a  react ive ,  suddenly -  
i t ' s -here  menta l i ty

2 .  T imel ine  for  
immediate  
execut ion  in  l ine  
w i th  the  modem 
exp i rat ion  dates  set  
by  the  carr iers  

3 .  Demand 
management  
expert i se :  f lex ib i l i t y  
to  shave  peaks  and 
f i l l  va l leys  for  a  
smooth  dep loyment  

4 .  A I  or  mach ine-
match ing  
in te l l i gence ,  not  the  
r i sk  o f  error  in  
human d ispatch ing   

5 .  A  s ingu lar  ent i ty  o f  
engagement :  no  
"vendor  
management”  or  
p le thora  of  o ther  
organ izat ions

For SolarEdge end-users, implications can be costly. If these 

modems don’t get replaced, they'll lose monitoring of their 

solar system and be unaware of how well, or even if, their solar 

system is performing as expected. This may seem like a minor 

convenience to have an unknown stoppage one month, but 

solar systems have expected lives of 30 years. Monitoring is 

crucial to understanding and ensuring expected performance 

over time. 
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Custom Solution Set From 365 Pronto

Pricing Sensitivity Analysis. If the modem replacement work was priced 

too highly, end-users would opt to skip the work and simply be unaware of their systems 

performance. If priced too low, the financial economics for the parties involved wouldn’t 

make economic sense. Pronto conducted this analysis to find the sweet spot that covered 

costs and captured value provided, without turning end-users to opt out of the program.  

Outreach Campaign. The first point of contact to homeowners was through an 

email campaign to the specified end-users registered in the SolarEdge monitoring portal 

whose original installers are no longer in business. Because many end-users had moved 

homes, phone and email were not always reliable outreach channels. As a secondary point 

of contact, Pronto designed and scheduled a series of direct mailers, timed to land shortly 

before and after the expiration date for the modem at that particular address. Each mailer 

had a short link for easy typing into a desktop computer as well as a QR code for use on a 

mobile device. The link or code took users to a progressive registration page (often called a 

“wizard”) for users to walk through.

Custom End-User Wizard.  Strategically designed for minimal user friction, 

Pronto’s end-user wizard required fewer clicks, had a faster load time, and included 

prepopulated equipment information in a clean, intuitive interface. Users were able to 

quickly complete the request for information and payment in a single session. The wizard 

also had touchpoints for customer support access built in as well. 
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“Where original installers of SolarEdge 
products are no longer in business, 365 
Pronto has proven to be a valued go-to 
service partner. For CDMA replacement 
solutions, 365 Pronto and the SolarEdge 
teams have crafted a seamless, end-user 
facing, solution that both intelligently 
solves the end-user’s connectivity issues 
and shifts our incoming CDMA related 
customer service lift to the 365 Pronto 
technology platform.”

Martin Rogers, VP Customer Success
SolarEdge Technologies, Inc.

     
    
   
  
 



Custom Solution Set From 365 Pronto

Technician Certification/Quality Management System. 

Technicians on Pronto’s platform were first all pre-vetted to match the “Three C’s” of 

certification, compliance, and competence, including licensing, insurance, etc., using 

proprietary DNA matching technology. Each technician had previous experience in the 

solar industry, and had successfully completed training requirements set forth by 

SolarEdge inside of Pronto University, a learning management system, that included a 

testing element upon conclusion. This ensured that each technician was well-qualified 

and knew what steps to take for the modem replacement work.   

Machine-Driven Dispatch Function. Pronto leveraged it’s technology 

platform to eliminate the typical research, selection, communication, and scheduling 

headaches that arise when end-users are forced to find qualified technicians on their 

own. After the end-user completed the wizard, a work order was generated and 

automatically routed to a local, available and certified provider who contacted them to 

schedule the work. This matching of a work order to a pool of local, on-demand labor 

represented a smarter, more digital replacement of traditional “dispatching” resulting in 

cost savings for both SolarEdge and Pronto that could be passed on to the end-user. 
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End Results For Solar

The end result of SolarEdge’s modem replacement program 
was a smooth, low-cost experience for the end-user.  

Users with inverters 

located on the outside of 

the home or business, 

many were able to leave 

their homes for work and 

return to find the work 

already completed. 

With a multi-pronged communications strategy in place, 

SolarEdge was able to shape and manage the demand for the 

program and avoid any rush for the exits as the modem

phaseout deadline approached. And, with the ability to direct 

users to Pronto’s custom wizard, SolarEdge only needed a 

modest increase in customer service buildout for the program, 

saving thousands of precious customer support budget dollars. 

 
By proactively and frequently communicating to end-users and 

with a well-designed user experience through the wizard, 

SolarEdge was able to get ahead of any negative press and 

helped to shape the narrative of a standard, smooth upgrade 

for its users, vs. any kind of reactionary language that might 

have been associated with failure or recalls. 

Data indicated most users spent 4- 6 minutes on the modem 

replacement wizard from sign-in through to payment. After the 

work orders were generated, most were completed within a 

two week time period after over-the-air firmware updates, 

shipping time, and scheduling at the end-user's convenience.

For the swap-out, end-users spent between $442 and $547, 

even in high-labor cost regions, a small price to pay for not 

having unknown lapsed solar production for months on end. 
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4 - 6 min
Users navigated and 

completed the modem 
replacement wizard in 

4 - 6 minutes. 

$442 - $547
Average swap out 
price for end-users.

"Karl was able to 
come early and 

swapped out the 
inverter last night 

around 5 pm. He did it 
quicker than anyone 
else has in past and 

clearly knew what he 
was doing (I asked 
questions, he knew 

the answers)."
 

Joe DeCello
SolarEdge End-User
San Jose, California

August 2021
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End Results For SolarEdge Users End-User
Testimonial
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