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WE ARE MEMPHIS
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STATS

Employees

2,489

Customers

430K
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MLGW SERVICE AREA

MLGW provides electric and gas 
service to all of Shelby County

MLGW provides water services to 
all of the Memphis and parts of 
unincorporated Shelby County, as 
well as Arlington and Lakeland



ONE OF THE LARGEST 3 SERVICE UTILITIES 
IN THE UNITED STATES
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Residential

372K

Commercial

46K

ELECTRIC GAS WATER

Residential

309K

Commercial

26K

Residential

243K

Commercial

24K

SMARTMETERS
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WHAT DO WE NEED TO COMMUNICATE?

Outages

Impacting customers homes and businesses

Planned / Unplanned

Appointments

Impacting customer’s services and 
personal schedules

Correspondence

Impacting cutomer bills, cutoff notices, documents

Reminders

Payment Reminders

Cutoff Notices

Utility Assistance



MULTIPLE COMMUNICATION CHANNELS

When a customer needs help urgently, it’s not uncommon to see the same 

inquiry coming in across multiple communication channels

• IVR / Phone

• Text

• eMail

• Online chat

• Social media



CONFUSED CUSTOMER ENGAGEMENT

This multi-pronged approach 

can create confusion and delays

Impacts your ability to provide a 

rapid response at a time when 

the customer needs it most



TECHNOLOGY CHALLENGES / DECISIONS
Challenges

• Missed calls, Long Hold times

• Missed appointments meant starting the process all over again

• No immediate feedback from customers

• Reduce Call in the Call Center (Community Offices Shutdown)

Upgrade or Replace? 

Replaced legacy system for a more modern approach

Created New Environment for My Account

• Drive improvements to customer experience

• Consolidate workflows

• Increase efficiencies

• Provide safer environment for workers in the field

IVR

Text, Autodailer, Chat

Mobile Dispatch

MyAccount
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MY ACCOUNT

New 
Application 
Launched

JAN 2020



MOBILE APP



MY ACCOUNT – PLUS1
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•The Plus1 addition to MyAccount 
will make it easier for customer to 
make donations and will be 
automated in the CIS billing 
application

•Pays for utility services for people in 
need.

•This will eliminate paper, mail and 
back office processing by the 
MLGW team.



MY ACCOUNT – SHARE THE PENNIES
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•The Share the Pennies addition to 
MyAccount will make it easier for 
customer to make donations and is 
automated in the CIS billing 
application

•This is a voluntary program that 
provides weatherization grants for 
low-income homeowners

•This will eliminate paper, mail and 
back office processing by the 
MLGW team

123 Oak St, Memphis



MYACCOUNT BARCODE PAYMENTS

Customers can now use a 
barcode in the MyAccount 

app make payments at Dollar 
General and Family Dollar



GIFT OF COMFORT

•The program provides a means for 
individuals in the community to make a 
payment towards a customer's utility bill as 
a gift

•The process will require information about 
the customers so the payments can be 
applied to their account
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Idea Accepted Project Charter

Project 
Development and 
Timeline

Coding Testing- Dev

Testing- UAT
Production 
Migration

GIFT OF COMFORT PROJECT PLAN
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OLD GIFT OF COMFORT PROCESS
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ON MLGW.COM

The Gift of Comfort 
application is located on the 
main mlgw.com web page



MY ACCOUNT MOBILE 
APPLICATION

The MyAccount mobile 
application will prompt the 
customers about the 
program and take them to 
the web page if they want to 
know more information 
about it
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GIFT OF COMFORT WEB SITE

•The new page had information 
about the program

•Allows customers to send pdf form

•Allows customers to use the NEW 
online process



GIFT OF 
COMFORT
PROCESS
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Payment received by donor 
and sent to MLGW via API

Payment applies to customer’s 
account instantly 

Cut off process runs to 
remotely activate customer

Processing time: Seconds
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GIFT OF COMFORT PAYMENT PROCESS

API Process
Payment Received

MEMO

Settlement 

Reconnect 
Process

Connect

Remain 
Disconnect

Disconnect 

YES

NO

NO
Letter Process

YESRecipient Notified 
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HOW GIFT OF COMFORT WORKS



26

GIFT OF COMFORT FEEDBACK
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LETTER TO THE CUSTOMER

A letter will be sent out to 
the customer letting 
them know that a gift was 
made to their account



CONTINUES 
IMPROVEMENT

-Sending a personalized 
Message 2021

-Applying Recipient Full 
Name 2021

-Making Gift Of Comfort As 
a Recurrent payment. 2022 

-Applying Text message 
2022
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STATS



MYACCOUNT - ON TRACK
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On Track is designed to help residential customers with limited 
incomes to manage debt and pay off their bills over a period of time. 
The program focuses on education, financial management and social 
services assistance.

On Track participants are eligible to receive:
• One-on-one assistance from an MLGW service advisor
• Information on budgeting and saving energy at home

• Deferred billing plans (DEFB) for up to three years
• Deposit credited back to the account after successful completion of program
• Social services referral

On Track participation is free, but to qualify for the program customers must have:
• A utility bill more than $600

• Only one active account

• Steady income not exceeding 200% of the federal poverty guidelines or steady income and impacted by COVID-
19 pandemic

• Customers who have graduated from On Track or have been removed from the program within the past three 
years are ineligible.

• Customers who have filed bankruptcy within the past six years are ineligible.

• Customers enrolled in the MLGW Life Support program or have an MLGW Life Support payment plan are 
ineligible..

• Customers enrolled in the PrePay program are ineligible.



ADMIN APPROVAL
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•Allows back office to see submitted 
forms and review attachments

•Users can request customers updated 
information or additional documents

•Admins can request more information, 
reject, approve and download the 
application

•Application and attachments will be 
zipped up and archive on department 
secured drive
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UTILITY ASSISTANCE



MLGW

OUTAGE 
MESSAGING



CARES

Smart
Meters

Outage 
Hotline 

544-6500

My Outage

Text 

Message

Field 
Technicians

CIS

Outage Reporting
Channels

There are 4 channels of 
outage information feeding 
into the CARES/OMS area.

1. MyAccount – My Outage
2. SmartMeters
3. Field Technicians
4. Outage Hotline
5. Text In Outage (Phase 2)



OUTAGE / RESTORATION COMMUNICATION 

STAT

Power Outage detected @ 123 
Oak St Estimated Time on: 4/15 
11:30 AM Reply STAT for more 
info. HELP for help. STOP to 
cancel.

Repair crew has been assigned 
@ 123 Oak St Estimated Time 
on: 4/15 11:30 AM Reply STAT 
for more info. HELP for help. 
STOP to cancel.

• CARES will determine if the 
customer is out and then notify the 
customer of the outage

• The customer can reply STAT to 
receive the estimated time of 
restoration



• MyAccount has a new feature in the last 
release that will allow MLGW to post 
messages to the application.

• This will accommodate all types of 
customer communication and Outages 
will be one of the first

• The notifications will be sorted by date 
time and notifies the customer of the 
event

• There is more information about the 
event when the customer clicks on the 
notification

•

MY ACCOUNT- NOTIFICATION CENTER
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MOBILE DISPATCH

• 300 trucks equipped with 
rugged Toughbooks

• Areas include:  
• Customer Service

• Revenue Protection

• Meter Shops

• Facility Locators

• Trouble Shooters



CUSTOMER COMMUNICATIONS WORKFLOW

Appointment
Feedback / Survey

Appointment
Enroute Notification

Appointment
Reminder

Appointment
Confirmation



CUSTOMER ENGAGEMENT - SURVEY

Customer satisfaction, conversational voice, surveys
At or immediately after the time of service

• Input is fresh and reflective of the experience

Surveys configured by job code

• Triggered on work order completion

• Sent through customer’s preferred medium

• Questions align with type of call and individual customer

• Additional questions presented if there was a negative experience

Survey results logged and aggregated

• To show overall CSAT averages

• With ability to drill into specifics



ENHANCE CUSTOMER EXPERIENCE - ROADMAP

 Automate Start/Stop/Transfer Service

 Provide more CIS information on My Account

 Integrate My Account and PrePay

 Integrate My Account and Bill Analysis tool

 Provide other forms (15) to be filled out on My Account

 Planned Outage Communication

 Text In Outage



CUSTOMER EXPERIENCE

All of these steps need to 

occur seamlessly for an

efficient and positive digital 

customer experience



THANK YOU


