Preparing your members for AMI

Chellie Phillips, CCC/MCE
South Alabdlama-EC |
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Start at the beginning...
prepare your employees

* Once the decision to implement AMI was
made, our manager brought in the two
leading vendor for an in-house presentation

e Employees from each department were
present to learn about the abilitygfunction,
and installation of the equipment¥
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Presenter
Presentation Notes
Unless you get buy in from your employees and train them to answer questions, you won’t have a successful AMI program. Our service department was quick to embrace the program, however the billing department was a hard sell. They felt it was going to be a lot of trouble for them to learn how to use the new data for billing. They did not understand that our CSI software would integrate with the AMI data and would require very few changes on their part.


What we were up against

e Surveys showed that our members did not
feel we used technology to best help them

* However, we scored high in areas that showed
we cared about our members and helped
educate them on wise energy use;
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Presenter
Presentation Notes
Technology was an area we fell short in according to our members. And this program allowed us to incorporate an area we scored low in with one we received high marks in. When we developed our key message points for our members, we made sure to address both areas.


More issues...

e \We started this project just as AMI was really

picking up media exposure thanks to stimulus
Issues

* A neighboring co-op had already implemented
AMI and dealt with many issues ificluding
members feeling like the co-op was “big

bro’Eher”
—
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Presenter
Presentation Notes
Sometimes – press isn’t a good thing. We did apply for stimulus funding however, we were turned down. So people who were opposed to government program were very vocal against it. In the end, it wasn’t an issue for us. Also we had a neighboring cooperative who had a member who went to the media because he felt theses meters were an invasion of his privacy because the co-op would know what he was doing in his home. He created a lot of problems for them. We were hoping that this wouldn’t carry over to our system. 


e Gen

Roles at the Cooperative

eral Manager — his key message was that

members understood what was taking place

and

that it was a program that not only

benefited the cooperative, but the members

as well.

 He involved all key staff & depar -' hents in the

plan
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Presenter
Presentation Notes
Everyone needs to know what they are expected to do when a program is being implemented that will effect every member of the cooperative. Without a plan, you will run into problems. And you have to start from the beginning. 


Roles at the Cooperative

 Engineering — our system engineer and
engineering assistant worked closely with
communications and marketing on all pieces
created for our members. Dates and
installation progress was reported.weekly at
staff meetings

 Engineering participated in the pripductic
a mémber infdrmation Vvideo. ’
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Roles at Cooperative

e Communications/ Member Services:
ldentified key messages, production
schedules, coordinated information between
departments, worked with vendor on needed
graphics and technical information

e Messages were kept simple and uhified
throughout the process

 Budgets werekept in check using

already in place /
/
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How we developed message

e Brainstorming session at office
e Case studies from other cooperatives

e Survey data



Presenter
Presentation Notes
We made sure that all departments were involved with the messaging. We used survey data which we have been collecting for over 10 years and we made the decision for the communication effort to be the length of the project – not just an announcement then it was over. Not only were we working on the proper messages, we also made decisions concerning which types of communication vehicles we would use as well.


2011 New Member
Survey Respondents

* Regular NEW MEMBER SURVEYS show greater interest
in new services — including those involving AMI
technology — among new members

* New members are —

- younger (median age is 46) :
- mostly professional occupations.,
- greater use of technology
- lowerijlevels of bonding with SAEC

- good_.targets for AMI services ’
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Presenter
Presentation Notes
One survey we used, is our new member survey. This survey is sent to everyone who signs up for a new account with the cooperative. It tracks interest in programs and satisfaction with sign up. It’s also generally a younger age group than our total membership surveys.


New Member Survey
Respondents

Interest in New Smart Meter Services

Online account
monitoring

Online bill
payment

Load control for
WHSs

Pre-paid elec
T service

OALL members B NEW members
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Presenter
Presentation Notes
As you can see, we felt this group was going to be a great target for the programs that can be spun off after you have the successful deployment of AMI.


Strategic Communication
Issues

Most Important Website
= About two-thirds of

Features

SAEC members have

Internet service
= Co-op website use Efficiency 2

) info

growing, now at 15%

= Higher interest in
& Electric 23%

energy efficiency and usage
tracking home usage

Nearly 3 in 10 are also S
interested in"SAEC social offered

edia communication /
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Presenter
Presentation Notes
We used the means of communication that our members showed interest in – but we didn’t let any of our old standby methods go to waste either.


Messages were...

e Eliminating the need for SAEC personnel to
visit your home monthly (dogs, gates, privacy)

 Reduces the potential for human error
reading, recording, and entering meter
readings into billing system 3

e Provides SAEC with indication of-gower
outages and verifies onge power is restoy
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Messages were...

e Allows SAEC to provide you with an indication
of daily usage to help you better manage
energy consumption

 Helps deter power theft

* Allows SAEC staff to identify voltage or other
problems on the distribution syst@m before it
becomes a prgblem for-members
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Timing is Everything

e We announced the program at our Annual
Meeting in October 2009, however installation
did not begin until Spring 2010.

e Our communications plan was designed to mark
milestones along the way and contigue until all
16,000 meters were installed and reporting

 We then proceeded to utilize all of t e
marketing/communicatiohs vehicleg itat

us —
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Presenter
Presentation Notes
Tell them once, tell them twice and tell them again. 
We started with our efforts before the first meter had even been shipped to our office.
We knew this would be a 15 month campaign and our staff and board were committed to this process.


Hands on Display at Annual Meeting



Presenter
Presentation Notes
Members got to see what the new meters would look like, and learn how they operated. Our vendor, L&G was even on hand to answer questions. Our annual meeting draws about 1100 each year. 


Letter to Members

2. South Alabama
Electric Cooperative

P.O. Box 449

Troy, AL 36081-0449
Telephone: (334) 566-2060
Alabama Watts: (800) 556-2060
Fax: (334) 566-8949

\

Dear Member:

I wanted to give you advance notice about some new high-tech developments that will soon make
service even better for all members of South Alabama Electric Cooperative.

The new technology is called a “smart meter.” Over the next six months, you’ll be seeing our
contractor crews from Team STS out in your area installing these

smart meters for every member we serve, . tA MS i S
Specialized Technical Services

We're really excited about the benefits the new meters will provide:

e Automated readings - no longer will we have to go out and read your meter each month.
* High bills - we can help analyze hourly and daily meter readings to help you better understand how to

use electricity more efficiently. You can even view your electric usage online.

Daily readings - your monthly electric bills will be more evenly spread throughout the year, plus if
needed, we can disconnect service at one location and reconnect at another the same day.

Faster restoration - we will be able to pinpoint areas affected by outages so we can respond more quickly,
and even automatically confirm when your power is restored.

Two-way communication — smart meters send and receive information over power lines, so we can also
use them for things like electric water heater load control to help reduce power costs.

Power theft - the system instantly detects meter tampering and reduces the potential for costly and dan-
gerous power theft, which benefits all members.

The full installation process will take about 18 months. During the installation, we'll also be reading each
meter and transferring usage data to the new meters so that we can verify complete accuracy. Thank you in
advance for your patience as we make these system improvements.

More than a customer, you are also one of the owners of South Alabama Electric. We’re working harder
than ever to find new and innovative ways to serve you - like installing smart meter equipment - to improve
the service to all of our customer-members.

If you have any other questions, please call us toll-free at 1-800-556-2060, or visit us online at
www.southaec.com. Thanks again for the opportunity to serve you. We look forward to continuing to
meet your needs.

Sincerely,

7/

Max I. Davis
General Manager

A Touchstone Energy” Cooperative K\D



Presenter
Presentation Notes
We used a company TEAM STS, to come in and do our meter installs. Our engineering department worked with them on when and what areas would be changed out. We were able to send members in each map letters which coordinated with their changeout. We had ??? Mailings that moved around the system depending on billing cycles and meter reading. Each letter had a brochure included that explained what AMI was and why the cooperative was changing meters.


The advantages:

 Eliminates the ress for SAEC personnel to visityour
horme mortthly to reerd your meter.

-Redluices the potenial for human emor in reading,
recording and entering yeur rmeter resding into SAECS
billing systerm, ersuring thatyour billwill be accurte
cach month

«Prowides SAEC with an indication of
powsr oumges. Onas powsr ————
is restored, SARC rceives /
werification without the nesd
o callyou, .in the middie
of the night.

~Enables SAEC to menitor
the maximum dernand at
your horre t ensure thar the
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yoursnergy wsage, This i very impertantwhen itis
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daily usage t help you understand how varibles such
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we<an Lse 1o better help rmembers understand their
kectric usage and make smartererey decsions

-Helps deter pewer theft,which ultimately affects all our
rrrermbers. ihen meters are by-passed orsteken from
another bocation, it costly and dangerous The new
rrrtering systernwill send us  notification if a meteris
rernoved from i proper lecation

Brochure

smart meter
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Presenter
Presentation Notes
We worked with our vendor to get graphics for this piece.


Alabama Living

e Our monthly member magazine goes to every
membership account.

Home Is Where Our
Heart Is

Customer service is
just a click away

New meters arrive
next month

Smart meters
arriving soon
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smart meter

Putting technology
to work for you.

) the next few weeks, South Alabama EC
1 installing smart meters onour
tem, offering numerous benefits 1o
our members.

ral months. You may
tracted employees
from Tearm STS working on the rieter at your
home or business.

Sowth Alabama
Electric Cooperative
A Touchstome Enery” Gooperative 112

Bill Stuffers

SAEC's new 'smart’ meter:

+ Eliminates the need for SAEC personnel to visit
your home monthly to read your meter

- Reduces the potential for human error in
reading, reconding and entering your meter
reading Into SAEC's billing system. This ensures
yaur bill will be accurate each month

« Eliminates a need to estimate your bill during
months your property was inaccessible of
missed by the reader

« Pravides SAEC an indication
Is restored, SAEC
ion without the neec

Wer oulages.
Celves
call you

- Enables u onitor the maximum demand
o

rhome is a

Jately sized

« Enables SAEC 1o provide you an Indication of
your dally to help you control energy

COsts

« Helps deter power theft

Look for additional information online at

of inside future issues of

ama Living ma

Sonth Alabama
Electric Cooperative
A Touchstone Energy” Cooperative 11

smart meter

Putting technology
to work for you.

South Alabama EC (5 is halfway througt
the installation of smart meters on our electric
systern, offering numero!

You may see SAEC employees or contracted

smployees fram Tearn STS working on the meter
at yournome or ousiness,

We're excited about the number of advantages
the new meter reading systerm will bring to our

Lrle oo

Ir memet
cernscall usar

South Alabama
Electric Cooperative

A Touchstone Energy* Cooperntive Kl

- Electronic meters alksy

What can a new automated
meter reading program do?

- Smart meters offer a high degree of accuracy
and allow SAEC to collect data about our utility
systemn, In turn, we can spot peblems with the
system before members are affected

SAEC to identify power
cltage fluctuztion. Having this
inform n quickhy allows us 1o respond Lo
potential problems before an actual outage

- The new metars help deter power theft, which

affects a

fyou hav

ontact us at 1-800-5

South Alabama
Electric Cooperative
A Touchanone Enengy” Cooperative 151


Presenter
Presentation Notes
We produced a set of three bill stuffers. These were designed to use at the beginning of the project, the half-way point of installation, and once the whole system had been changed out. Easy piece focuses on member benefits and also was a reminder of the contract company who would be on their property changing out meters. 


smart meter

Putting technology
to work for you.

Srmart in place for our

confident the berefits will

glectric co- opa ourm 5.

Fyou have any questions or concermes call us at

-S56-2060

Sowth Alabama
Electric Cooperative
A Touchstome Enery” Gooperative 112

SAEC's new 'smart’ meter:

+ Allows us to better show you how your home
or business is using electricity,

- Collects hourly data that helps determine
usage patterns we can provide or you o
online You can compare your energy ussge to
weather changes,

1 vigw

« Makes maving your electric service from one
location to anather simple. We can accurate
stop billing at ene address and sta
the same day

at anather

- Impraves the efficlency with which we res
power during an outage We can track which
electnc meters:

all pow 5 MOVE 10

another affected area

Leak far additional information online ar
wiww southaec.com er inside future issues of

= feel free to

contact us e

Sonth Alabama
Electric Cooperative
A Touchstone Energy” Cooperative 11



Be adaptable

 One complaint was members couldn’t figure
out how to read their new meter.

e Office display and new stuffer created



Presenter
Presentation Notes
You have to be ready to adapt your plan if something comes up along the process. Our biggest complaint wasn’t about what the meters might or might not be able to do – but in the fact that many of our members couldn’t figure out which set of numbers were their meter reading. Even though we haven’t been member read in year, many of our members still keep a monthly check on their usage. 


Office Display

“-’ s '
‘ |
w: L ciliin
ALABAMA MARKETING, INC.
SURGE SUPPRESSION PROGRAM



Presenter
Presentation Notes
A display was set up in the office, where members could actually see how the 3 sets of numbers flashed across the screen. Our receptionists and other staff were on hand to answer questions. 


How to read your new

smart meter

Your new Smart Meter allows South Alabarma EC
to collect more inforrmation about our system.
That's why your meter blinks a series of three sets
of numbers.

This is a test pattern to make
sure all the digits are showing
up correctly, If there is a problem
with one of the "sights/it dossn't
rnean that the meter reading is
wrang, it means that there is a
problern with the display.

The numbers should range
from 220 to 254. This is SAEC'S
line voltage — not the voltage
inside your harne.

This is the actual kilowatt-

hour reading — or how mary
kilowatt-hours you have used.
This is whatyour monthly power
kil is based on,

South Alabama
Electric Cooperative

A Tonchstrme Bnetpry® Cooperative “'_}

=

How to read your new

smart meter
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Presenter
Presentation Notes
A bill insert was created and we also ran a similar piece in our member magazine. The information was also placed on our website in the AMI section. This issue came up before the half-way point in installation. So we included this stuffer with the letter and brochure for members who were scheduled for change out after it was printed. Every member received it in their bills at least twice as well.


Electronic Promotions

e Used Email blasts, Social Media, Web Pages
* All updated as installation progressed

* |Interactive Maps

e Videos



Presenter
Presentation Notes
We wanted to make sure that every segment of our membership was reached. We were just beginning to experiment with social media when we started the AMI project. We worked with Inside Information (our database marketing group) on developing email campaigns targeting members who had indicated they were interested in programs AMI would allow us to offer. We also utilized all of the emails we had captured from members who paid bills online to notify about the metering changes as well. Our website contained a section dedicated to AMI – video explaining project, interactive map detailing installation progress and current work area, pdfs of brohchures, stuffers, etc….


B New Services Coming from South Alabama Electric Cooperative - Message (HTML)

Efile Edit View Insert Format Tools Actions Help

{ (- Reply | ifiReply to All | i Forward | < 5 | ¥ |5 | X | & ~ & - A7 |45 | 9)!
From: SAEC Member Services [saec@inside-info, com]
To: daveb@baldwinassociates. com

Ceoe
Subject: Mew Services Coming from South Alabama Electric Cooperative

% South Alabama -/

MNew high-tech developments are making service even better for the members of
South Alabama Electric Co-op.

November 2010

Smart Meter update e We're installing new “smart meters” for every member we serve. Here are a few of
mai/s the benefits they will provide —

« Automated meter readings — once “smart meters” are installed system
d ” b wide an employee or contractor of SAEC will no longer come to your home to
Send to all members get monthly meter reading. Estimated system wide installation completion is

. . . December 2011.
Wlth e-mall addresses n + Help cut electric bills — hourly meter readings to help you use electricity
the database more efficiently. You can even view your electric usage online.

« Faster outage restoration — we can pinpoint and respond mare quickly to
outages, and even automatically confirm when your power is restored.

If the “smart meter” at your home hasn't been installed yet, just click to our website
at www southaec com to view the installation map to see how soon it’ll be arriving.

Don'’t forget to bookmark the South Alabama website for quick access in the future
too — new and improved features, but still the same quality customer service you've
come to expectl

Thank you very much for the opportunity to be of service.

Chellie Phillips
South Alabama Electric Cooperative




B I Someone You Know Following South Alabama Electric on Facebook or Twitter? - Message (HTML)

File Edit View Insert Format Tools Actions Help
FaReply | (BReplyto Al | i Fommard | o | ¥ G| X @~ - A5 @B

From: SAEC Member Services [saec@inside-info.com]
To: daveb @baldwinassodates.com
Cee
Subject: Is Someone You Know Following South Alabama Electric on Facebook or Twitter?
=777 South Alabama tlectric Cooperative
Feb ruary 2011 Reducing your electric bill this winter, the installation of new high-tech electric
meters, and how to get FREE compact fluorescent lighting — just a few of the topics
you'll find right now on South Alabama Electric Cooperative’s Facebook page!
Facebook/Twitter email You might even find a picture of someone you know there!
promOtlon Just click here to find us on Facebook and add your name to our growing list of
friends.
Sent to Gl/ members And if you'd like to follow SAEC on Twitter, just click here .
with e-mail addresses in We're working harder than ever to keep you in touch with the information that's
important to your life. Please let us know anytime we can help meet your needs.
the database Thanks for the opportunity to serve you.
Chellie Phillips

South Alabama Electric Cooperative

t: 334 5662060 | w: www. southaec.com

[It is South Alabama Electric’s policy to provide services and information that deliver superior customer service. If you would
prefer not to receive e-mails from us in the future, please click here. Thank you very much.]




; [ South Alabama Electric | Welcome to SA.., | L ‘ — - -

www . southaec.com | | 2] ~ Bing

=77 South Alabama |cctiic Cooperative

PAY BILL

CLICK HERE FOR DETAILS

Complete our
residential survey

February 2012 S10\atiod SOMMON Y commitient -~

Link tO the AMI update News Cntar> C Program b Billing & Payments » Community & Youth » Economic Development » About Us »
. q Quick Spotlight ‘
page is prominently Welcome to SAEC Online!
dls la ed on the SAEC E nol SAEC was organized on June 17, 1937 The membership fee has T e
z t)'/ h i remained at 8?5 since that first day ’ Iﬁ ! |
website home page | '

South Alabama Electric has continued to grow each year. To date

Mv WEB we have approximately 2,635 miles of line
-

We began the Good Cents program in 1986 and have continued to Safety Tips
add quality services for our members every year. Read more

updated 1/18M2

Announcements

View Our 2011 Annual Report
Click here to wvisit the Annual Report Page

;_6 - - -
Advanced Meterin

Resolve to make electrical safety a priority

Even if you do not traditionally make resolutions, the Energy Education Council's
Safe Electricity program has one resolution you should definitely consider

Infrastructure




all
1

{ | South Alabarna Electric | Automated Me... | + —— — -

www.southaec.com/cantent.cfm?id=2077#amivideo & | | &) - Bing

February 2012

AMI page on SAEC
website received 2,401
total visits during 2011

PAY BILL

CLICK HERE FOR DETAILS

Complete our
residential survey :

News Cenier ¢ SAEC Programs P Billing & Paymenis » Community & Youth » Economic Developmeni ¢ AboutlUs »

L Automated Meter Reading System

Home \ News Center \ Automated Meter Reading System ﬂéh E@
The future remains bright. And while we work to incorporate new technology
fs:ﬁummate&i Metering into our daily work, we never want to forget the core values and principles by which
“mmg" Infrastructure your cooperative was founded.

We also work hard to honor the principles set in place when we joined the national
branding movement of Touchstone Energy over 10 years ago

These principles included: integrity, innovation, commitment to community and
accountability

That's one reason we're pleased to let you know that we have finished the
successful installation of our Automated Metering system. Beginning in July 2010
South Alabama Electric Cooperative (SAEC) replaced all of the existing electric
meters at your homes and businesses with meters that deliver valuable kilowatt
usage information to our office so we can serve you better

COLLECTING KILOWATT USAGE DATA

These meters read your meter automatically each day, and return your usage




Use of AMI Information
On SAEC Website

= AMI update page was
6" most used website
page in 2011 with 2,401
total visits

= AMI page averaging just

. . e s i =
under 200 visits per Rdvsnecel Wtating
month Infrastructure

—

—

= AMI page included a
map showing{nstall
progress and-g-video of
ew meter fedtures
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Presenter
Presentation Notes
We wanted the information to be easy to find and understand for our members. When you compare the survey data of how many members visited the site, you can see why we were pleased with the response we were getting from the AMI section. 


Video

e Video was used at our annual meeting and
also placed on our website. Highlights the
benefits and the installation process.




Continued efforts

South Alabama Electrk SAEC: Puttine 1y o waork for y Billing infarmaticn

Billig & Payment Cothorm

Please send mere information to me about the following:

Services & Products

South Alabams ea ST0 WELCOMETO : :
tric Couperative Ve g South Alabama Electric Cooperative

Bmitrwille, MO
406G

A T Frensy” Coopernaive &

P.O. Box 449 Permit #5
Troy, AL 36081-0449

335SIHAAY AS OIvd 38 TIM 3OVISOd

South Alabama
ectric Cooperative
P NS —



Presenter
Presentation Notes
We didn’t stop when the installs were complete. This is our new member brochure. Every new member who signs up for electric service receives one of these with their membership certificate in the mail. Usually within 4 weeks of sign-up. We still promote the value of the metering system and also offer them a chance to respond to us about programs they are interested in learning more about. 


Utilize Your Vendor

e Vendor can provide case studies from other
utilities and resources

 They know the product, its benefits, issues

* Develop that relationship



Presenter
Presentation Notes
We had a great working relationship with L&G – and our rep – Dianne Madison. I think it’s important for you to work at developing that relationship because they have a great deal of knowledge about the product, can share information other utilities have learned in their installation process, and provide you with needed assistance along the way. One of the things our general manager was adamant about when we chose our vendor was with how responsive they would be when we had questions or concerns. You can get a good feel from this in the selection process and I’d urge you to make this part of the questions you put out there if you are involved in that aspect. We’ve all worked with people who once the sell is made, you can’t get them on the phone or they won’t answer another email. That’s not what you want with this large of a project. 


Success!

e All 16,323 residential meters were changed
out in less than a year. Ahead of schedule!

 Only 3 complaints from members —
pacemaker, security system, don’t trust it

e

—

e

-


Presenter
Presentation Notes
Our three complaints were: 1. My pacemaker won’t work if I sit in the sunroom because of your new meters – false – our meters don’t use RF technology so there’s nothing in them that could interfere with it. 2. Our security system won’t work now that you put the new meter on our house – another RF issue – this turned out to be a system that had never been activated before, was wired in wrong, but the security system didn’t want to come back and fix it without charging – so they blamed it on the utility. Finally, 3- I don’t trust that thing – we had one member who just couldn’t understand how a signal could travel from his house to our office and let us know how many kilowatt hours he used that month. He believed we were just making up numbers so that we could charge what we wanted. Initially, we talked with him several times, but he was never satisfied. It wasn’t until he got several bills that he realized he wasn’t being charged more each month that he finally quit calling. Sometimes, you just have to know you can’t please everyone all the time. But it’s your job to have all the facts and be ready for the discussion.


Contact information

Chellie Phillips, South Alabama EC, Troy, AL
800-556-2060 or direct (334)670-6258
chelliep@southaec.com

www.southaec.com
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