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Objective

• Introduction

• Welcome to Customer Service

• Tough Topics

• Meeting Challenges Head On

• Lessons Learned



Welcome to Customer Service!

• Previous AGM left in April, I 

Accepted the AGM Position in 

Late May

• Fuel Increase Approved in June 

and Again in August

• Hurricane Ian

• Base Rate Study and Possible 

Increase



Fuel Rate Increase-Strategy

• Met Head-On

• Increased/Modified Efficiency 

Rebate Program

• Adjusted PA Program

• Social Media Presence

• Addressed Billing Questions 

with Utility Committee



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

• August-PAs IF Customer is 

Paying, We Were Granting

• Paperless Billing at 64%

• PAs Totals Elevated

• Agency Commitments 
• FY 20 $652 k  - FY 21 $809 k

• FY 22 $1.3 million

• Returned $1.2 million to 

Our Customers 

• Write-Offs as a % of Revenue 
FY 2022 0.13%



Fuel Rate Increase-Social Media



Fuel Rate Increase-Social Media



Hurricane Ian

• Lessons Learned From 

Irma

• Messages Ahead of and 

During Event

• Leveraging of Technology

• Scheduled Updates

• Staffed Marketing Team to 

manage Social Media 

Interactions

• Posted Informational Videos 

Based Off Social Media 
Questions



Hurricane Ian



Base Rate Study-Strategy

• Met with Committee/Commission 
(Process)

• Met with Key Accounts, LEDC
• Timing Considerations 

• Political
• Economical (Shoulder Months)

• Commercial & Industrial % of 
Impact (Budgetary)

• Roll Out of New Rates in March  



• 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……

Base Rate Study-Result



Takeaways

• Meet Head On

• Know your Audience

• Get Ahead of the Message

• Consistency

• Facts Not Feelings



Questions or Comments


