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About CEMC

105,000+ Electric Accounts

Using NISC’s iVUE & 
related products since 
2008

Located in northern 
middle TN

Formed not-for-profit 
broadband subsidiary 
Cumberland Connect in 
May 2019



About 

Cumberland 

Connect

Started billing internet 

and phone services in May 

2020

Started billing video in June 

2020

11,700+ Internet Accounts

1,700+ Phone Accounts

1,400+ Video Accounts



About 

Cumberland 

Connect cont.

 Internet infrastructure 

through Calix

Phone provider is Alianza

Video provider is TiVo 

(formerly Mobi)



Challenges



Challenges - Broadband

 In June and July of 2020, wait times were
over an hour on zone opening days.

Reviewed Formstack and similar
alternatives and did not find the needed
time savings.

Reached out to NISC to gather options.
They were working on additional
functionality to make this a reality.



Challenge Accepted - Broadband

Activated online signups for broadband on
July 29, 2020, at 2:30 PM.

Started to work on announcement.

At 2:50 PM, with no announcement, a
member had already signed up.

Today, call wait times are back to normal
times.



Challenge - Electric

Members were able to sign up online for

broadband but were unable to sign up

for electric.

The biggest challenge was digitizing our

process, like application signing,

informing our members what is

required, etc.



Challenge Accepted – Electric 

(Mostly)

Workflows were reviewed and modified to
put what was needed most first.

 In early April 2021, online electric new
locations, reconnects and transfers were
activated.

A couple of days later, new locations were
deactivated.

Disconnects were reviewed in May 2021.
The functionality was not enabled.



Online Signup 

Walkthrough 





What happens after 

signup?



What happens after signup?

Broadband

Email is sent to member confirming service

order creation.

Order is placed in queue to schedule the

drop.

CPNI, Porting Number, etc. is gathered

when install is scheduled.



What happens after signup?

Electric

 Email is sent to member confirming service
order creation.

 Credit Check is manually run. Email is
generated explaining charges including deposit
other fees.

 Application is emailed to member to be
electronically signed same or next business
day.

Member can email in Right to Occupy to
complete requirements at any time during this
process.



Example CEMC 

Fee Notification 

Email



Encouraging Online 

Signups





Signup Emails



Social Media Post





Stats



Broadband Signup 

Method for 

Pending & Active 

Accounts
SmartHub

41%Phone
34%

Other
9%

Office
13% Business Sales

3%

SmartHub Phone Other Office Business Sales



Broadband Large 

Zone Opening 

Days
*Over 40 Signups SmartHub

54%

Phone
29%

Other
6%

Office
9% Business Sales

2%

SmartHub Phone Other Office Business Sales



Electric Online Signups Over Last 

31 Days



Electric Online Signup -

Initiated During or After Hours



Member Feedback



Member Feedback



More Member Feedback



Even More Comments…

“Everything was simple and easy to sign up 
for.” – Hailey

“Easy seamless process.” – Melissa

“I did not find it difficult at all.” – Donald

“Couldn't be better! It is great!!” – Craig

“Everything was very easy to set up.” – David

“It was easy to use!” – Kimberly

“The entire program was perfect from start to 
finish.” – Grady 



Questions?


