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Objective

* |ntroduction

Welcome to Customer Service
* Tough Topics

* Meeting Challenges Head On
 Lessons Learned
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Welcome to Customer Service!

Yoelcome
tothejungle

* Previous AGM left in April, |
Accepted the AGM Position In
Late May

* Fuel Increase Approved in June
and Again in August

« Hurricane lan

« Base Rate Study and Possible
Increase
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Fuel Rate Increase-Strategy

 Met Head-On
 Increased/Modified Efficiency
Rebate Program

» Adjusted PA Program
 Social Media Presence

« Addressed Billing Questions
with Utility Committee

AKELAND
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NGI's Henry Hub Daily Prices
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Fuel Rate Increase-Strategy vs Results
Strategy Result

« Max out Efficiency Dollars « Balanced out Inflated Prices

« Offered Energy Audit Rebates « Audits Scheduled Out 2
Months, Coordinators Busy

* Incentivized Paperless * Paperless Billing at 64%

* August-PAs IF Customer Is * PAs Totals Elevated
Paying, We Were Granting ~ « Returned $1.2 million to

* Agency Commitments Our Customers
FY 20 $652 k - FY 21 $809 k o AL
.y 22 913 million Write-Offs as a % of Revenue
: FY 2022 0.13%
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Fuel Rate Increase Social Media

‘ Lakeland Electric o

.0 e
Do you find yourself standing in front of an open fridge?
We open our refrigerators an average of
your time browsing the fridge will help save energy by
maintain the cold temperature setting. #lakeland
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People reached Engagements Distribut
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Ken Whipple

Biggest crooks in town! Just got an “award" for being ti
initiative yet raising the fuel charge on a monthly basis|
from 40 cents to 75 cents per kw in 3 months while prif
dropped. Use the sun and incentivize your customers
panels on their homell! Stop treating your customers I
Uke Reply Hide

&£ sre

Lakeland Electric @

Ken Whipple the power plant runs on natural gas.The fuel charge will change
from 6¢ per KWh to 7.5¢ per KWh. Multiplying the fuel charge by 1,000 KWh,
the amount an average residential home utilizes in 3 month, the cost equals
$75.00 per 1,000 kW for fuel. Natural gas and Gasoline are two different types

of fuel. Read the full story at https://lakelandelectriccom/../__fue
you are interested in going solar pleasc reach out to us or visit
hitg skelandelectric.com/programs-and-services/sola

AKELZA asorscrriccom
ELEC Lakeland Electric - News & Events
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Uke Reply Commented on by Le Test-three ©  Remove Preview

es per day, according to ENERGY STAR. So limiting Publis
reventing it from draining more power to

Ken Whipple
Time to vote out the city commissioners! They are the greedy ¢
approving stuff that is destroying our town to make more$$$

> Lakeland Electric @
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oM@

While trick or treaters are roaming the streets in search of screar
could already be lurking in your home. We're talking about ener
suck electrical power from your appliances when you aren’t usin
your wallet.

Reply Hide For instance, mobile phone chargers that are left plugged in afte
S consume .26 watts of energy -- and 2.24 watts when your phone
Lakeland Electric @ connected. If you start factoring in all the other appliances and ¢

Ken Whipple Rising fuel costs are 3 national issue impact and not in use, it's easy to see why these energy vampires could
monthly utility bill. #lakeland #polkcounty

domestic and international demand and pipeline constrai
extraordinary natural gas pricing across the country. The
directly to customers. Lakeland Electric makes no profit
Lakeland Electric Fuels Manager will present an update o
market and Lakeland Electric’s fuel reserve every month t
Committee while the volatile market continues. Increasing
frequency allows the utility and committee to react to mJ
more nimbly.

4 TIPS TO KEE
EN ER GXaBhkL
HAUNTING

Lakeland Electric’s financial strategies of natural gas hedd
contracts, and the fuel reserve fund continue to be used
customers’ impacts from the volatile market.

Like Reply

c Ken Whipple

Lakeland Electric why not incentivize solar? You gu
rates in the state! And your strategist is not good a'
increase didn't cover the costs for 2 months. You're
hurting the residents and community that you serv
bs excuse that you replied to everyone that had de
opinion is non sense! Incentivize solar for your cust
have options!

Commented

on by Le Test-three O

Like Reply Hide

- YOUTUBE.COM

4 Tips to Keep Your Energy Bill from Haunting You (U.S
---Subscribe so you don't miss a video http://youtube.com/ener

cge._ If 1,330 173
People reached Engagements
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Robyn Wade

How bout your reduce the fuel charge so that its less them my actual usage

Like Reply Hide 2w 2

‘ 2 Author
Lakeland Electric @
We are doing everything we can to limit the fuel charge impact on customers,
unfortunately, the volatility of the natural gas market is affecting all electric
utilities. We make no profit from the fuel charge and review the fuel charge
monthly with the City Commission so we can react to market fluctuations more
nimbly.
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Commented on by Cathryn Lacy @ 2w

Like Reply

O Heather Rogers

Robyn Wade truth Lakeland Electric is ridiculous, wish the city would open up
and allow competition!

Like Reply Hide 2w o -
‘E D Top fan
Rael Edom

Heather Rogers paying for there Fleet of Electric trucks and F150's
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Fuel Rate Increase-Social Media

change.org

Petition details

Lake

y 4

Make Lak
Affordable
Lakelande
7,198 have sign
|
At 7,500 s
likely to g¢
maker!

o Carly Cashma

Reasons for signing

e Dawn Dees - 2 months 66

Lakeland electric a lif bitch

© 20 - Report

e Jonathan Willlams - 2 months ago

These rates are putting financial str.

© 10 - Repont

e Josue Estronza - 2 months ago

My Wife and 1 aren't getting paid a |
inflation is getting out of control. I ¢
electricity and water are a necessity
for something that is needed to sur
not price gouged to hell. This shoul

Q 7 - Report

e Tracy Clement - 2 months ago
Because my electric bill is well over
have another increase for the new t
around in the dark all day but it con

Q@ 7 - Repont

e Alayna Myers - 2 months sgo
Lakeland Electric needs to be held a
the people and families of Lakeland
for Lakeland and take advantage of
cities have decreased their prices to
same?

© 6 « Report

e Chris Reger - 2 months ago

Not like we can shop around for better rates/service

@ & « Report

@ oevbie Herrington -2 monihs sgo
Lived here our whole life and it's sad to say it's getting so high we can't
afford it.

Q & + Report

e Joseph Bush « 2 manths ago
I'm signing because our bill is over $300 and never had that before. This
is outrageous

Q 5 « Report

e Sierra Redden - 2 months ago
It's not affordable anymore it's no way I should b paying a $400 lightbill
at 2/1 apartment

Q 5+ Report

e Lori Stevens-Smith - | month sg0

Lakeland makes decisions that takes care of their "cash cow" but at the
expense of persons who have no vote...aka, people who live in the county
and not Lakeland proper. They also make certain that it is difficult to get
enough solar for your home and not to be able to sell back to them...
instead only a credit would be given. They are a monopoly ... Read more

Q 2 + Repont
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Hurricane lan

9 Lakeland Electric @ Lakeland Electric &
o I__EB Oct 3 4

Oct4 -

Easement Work is a slow and tedious process. Its
also very tiring for our Restoration Crews. Having a
clear area for them to work is extremely h... See More

We at Lakeland Electric thank you for the privilege of
serving you, especially after Hurricane lan roared
through Polk County just six days ago. Th... See More

Lakeland
5
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Hurricane lan

- Lakeland Electric @
pulse @ - October 3 at 426 PM - @

For our 400pm Oct 3rd Update: Ryan Mckeen
i s o Although we were one of the very last storm related outages to be fixed today, what

We have restored 97% of our storm-related outages.

Y ars on rack o siors he mjorky of e SOUTH SO of oursanion tefriony oy, The Lakeland Electric was able to accomplish in the last several days was impressivel

remaining customers can expect their power to be restored by the end of the day Tuesday.

d by A

A few small outages remain on the NORTH SIDE of our service territory that will be restored by

o i o Aucsd Driving around and seeing the tree damage in our city, it is incredible that L o csciaiie
Some customers with damage to their electrical components may not be ready to receive power - - For our 4:00pm Oct. 3rd Update:

and we can not restore their power until their repairs are complerec \niormanon about the 2ve r}."th | ng Was ﬁ){ Ed SO |:| Lc kl},f ! are reporting 2,200 customers without power.

customer’s responsibility s available here: hitps who-is-resp:

have restored

Type of work: We are on track to restore the majority of
remaining customers can expect their pow

« The remaining wiork i mosty scattered and small outsges of S customersor s Thankful for their hard work {and for the out of town warkers). Especially thankful far A Tod b o o A e AT

« Easement work will continue until the end of restoration; these jobs can take longer to complete the end of the day Tuesday.
because of the constrained working area.

o Bucket trucks il no it n these area, 5o lineworkers must cimb polesor use specil the men that fixed our power and were very friendly and helpful while they were e

ur service territory that will be restored by

-omponents may not be ready to receive power
repairs are ;ctmp\r'ec informat ou

equipment to work in these areas. customer's responsibility is ava akelandelectric.cor ho-is-respon:

% Type of work
Restoration personnel: h E r'e ! g workis mostly scatered and sma cutages of SO
* Over 500 field personnel are working to restore power. - ement storation: these jobs can take longer to complete
» We have over 300 mutual aid personnel here from Texas, Tennessee, Oklahoma, Alabama, North L 5 t
Carolina, New Jersey and Louisiana to assist with our power restoration effort. " x 1‘ areas, 50 lineworkers must climb poles of use special

Lag work in these ar
+ Lakeland Electric has 200 personnel in the field restoring power Like Reply Hide 3w Edited ok thi s
tion personnes

Customer information: 500 field personnel are working to restore power.
« The Call Center is open with its regular hours 7:30 a.m. to 6:00 p.m. and is taking **CORRECTION % elhéxe'\o»s 00 mutual sid personnel here rh-:meyfs 7&77!{%55(—6 Ok:hv:-r"z Alabama, North
- only storm-related calls** 863-834-9535. We apologize for the confusion earlier today. ‘ } Author Caroloa anuk r_:;:r:‘: ns‘s\: r::‘ i::::"t,fwi;,mn effort.

er information:

Lakeland Electric @ e o L
Ryan Mckeen Your patience was appreciated. 500 personnel working 16+ hr

days...glad you're restored...
el
Like Reply Commented on by Agorapulse @ 3w QO -

All comments =

- a Lakeland Electric - %
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‘ Comment as Lakeland Electric = &)

6} Kristy SurrendSoldati

Thanks so h for all your hard work. Is there anyway to get an ETA for a specific
address? Thanks again!

Hurricane lan Most Commonly Asked Restoration
Questions

www LokelandLiectric.com
Like Reply Hide 3w 1

Zowe

www.iakelandElectric.com K F e
Lakeland Electric & Ly L SR
Kristy Surrency Soldati More specific estimated times of restoration are not -
available for individuals or individual areas at this time. b
6171 897 . . . 7 Like 0 Comment 2 Share £
People reached Engagements Distribution score Like RL‘PI? Commenited on ay ngomp-ulse 0 :w All comments »

00 & — 6‘ Kristy Surrency Soldati mment as Lakeland Electr P
= o Lakeland Electric okay thank you anyway.

Like Reply Hide 3w

é Kristy Surrency Sokdati
Thanks 50 much for all your hard work. s there anywey to get an ETA for 3 specific

oY Like (I Comment A Share address? Thanks again!
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g - Kristy Surrency Soldati More specific estimated times of restoration are not
available forindividuals o incividusl areas atthis time.
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Base Rate Study-Strategy

£

Met with Committee/Commission
(Process)

Met with Key Accounts, LEDC
Timing Considerations

e Political

 Economical (Shoulder Months)
Commercial & Industrial % of
Impact (Budgetary)

Roll Out of New Rates in March
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Base Rate Study-Result

« Unknown

 Feedback has Been “Understanding”

« Similar to 2018 - Hurricane = Rate Study

* Preparing for Backlash

* Posts and Stories Featuring Field Workers

Has Proven to Produce Less Negative
Feedback

* First Public Announcement is Friday......
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Takeaways

 Meet Head On

* Know your Audience

* Get Ahead of the Message
« Consistency

* Facts Not Feelings
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Questions or Comments
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